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About the Local Authorities Capacity 
Enhancement Project (LACEP) 

The Local Authorities Capacity Enhancement Project (LACEP) is a European Union (EU) 

funded initiative implemented by VNG International, the International Cooperation Agency of 

the Association of Netherlands Municipalities, and Municipal Development Partnership 

(MDP). The project is being implemented in the South Western Regions of the Country’s 

Bulawayo, Masvingo, Matabeleland North, Matabeleland North and Midlands Provinces. 

LACEP’s overall objective is to enhance the participation of local authorities (LAs) and the 

Association of Local Authorities (ALAs) in Zimbabwe’s public policies and programmes as a 

way of contributing to a more equitable, open and democratic society. 

The 30-month (January 2015-June 2017) project will directly benefit thirteen (13) LAs. The 

participating LAs will benefit intensively from project interventions, by receiving hands-on 

assistance in the areas of policy-making, citizen participation, the Constitution and more 

general themes related to municipal management and services. Specific objectives are to: 

i. Assist the Commonwealth Local Government Forum (CLGF) in its contributions towards 

the realigning and reforming of legislation and regulations in line with devolution; 

ii. Enhance the skills and knowledge of local authorities and the association of local 

authorities to define and implement public policies at local level; and 

iii. Engage citizens in local governance. 
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1 Introduction 

The learning benchmark exercise has been developed and is being implemented by VNG 

International together with MDP within the framework of LACEP. The project is being 

implemented in 13 local authorities (LAs) in the South Western region of Zimbabwe. Through 

this activity, the participating LAs collect information, compare and learn from others with a 

view to improving service delivery.  

The overall aim of the learning benchmark activity is to provide a platform for the 

participating LAs to assess their current performance with the aim of improving their 

performance. The benchmarking process facilitates a process of self-assessment, 

networking, and comparison of information among the selected LAs. In this way, LAs can 

learn from each other, tap into existing knowledge, lessons learned and good practices of 

their colleagues, and adapt this information and experience to their own local context. 

 Benchmarking 1.1

Benchmarking is a learning method used worldwide in business and governmental 

establishments to improve performance. The purpose of the benchmarking method is to 

compare performance indicators with similar organisations and learn from the good 

practices: benchmarking is a research and learning – based improvement instrument. 

VNG International makes use of the ‘VNG benchmarking model’ a benchmarking 

methodology for LAs in developing countries and countries in transition. The model was 

developed by VNG International in cooperation with VNG. The model is a result of valuable 

experience gained on benchmarking and with more than ten (10) years of experience with 

the model, it has proven to be a powerful tool for capacity building in local government in 

developing countries and countries in transition.  
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The benchmarking model consists of four (4) stages namely, collect, compare, learn and 

improve. In the ‘collect’ stage, information is collected about the performance of 

participating LAs on certain topics based on performance indicators. The information is not 

checked: the LAs themselves are responsible for the quality/correctness of the data. This is 

in line with the starting point that the benchmark is not an instrument for checking or 

monitoring LAs, but it is a learning instrument. The learning also includes the collection of 

appropriate data. The comparison stage identifies the differences among the organisations: 

by discussing the results, LAs try to establish the story behind the figures; why is LA ‘A’ 

performing better than LA ‘B’? In the ‘learn’ stage, LAs learn about the practices of LAs 

which perform better/best. In the ‘improve’ stage, LAs implement the practices learnt and 

they improve on their performance. 

Benchmarking facilitates LAs to improve the quality of their services as they learn the good 

practices which bring better results – the more effective and efficient practices. 

Benchmarking focuses on how to improve the quality of activities/services and how to reduce 

the costs for society. 

In addition to capacity building, benchmarking enables LAs to increase transparency and 

strengthen accountability as it provides LAs with a platform to inform citizens about their 

activities and achievements. In this way, benchmarking contributes to improved performance 

by reducing the gap between LAs and residents or between the civil service and its 

customers. All of this is to the benefit of both citizens and LAs. 

 

The key steps in this benchmark process were: 

 The first benchmark workshop to identify the main thematic areas; 

 A questionnaire was developed and validated at a second benchmarking workshop with 

input from the participating LAs; 

 LAs completed the questionnaire; 

 LAs improved the data, complete missing questions and submitted the narrative report; 

 A draft benchmark report was compiled describing the key findings; 

 LAs came together at the third benchmarking workshop to discuss the findings 

(experience) of the questionnaire and to compare the results in order to identify good 

practices; 

 The final report is completed incorporating comments and outcomes of the third 

benchmark workshop. 
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 Participating local authorities 1.2

The thirteen (13) participating LAs consisting of five (5) urban LAs and eight (8) rural LAs 

participated in the whole benchmarking exercise since its inception in April 2015. Rural 

District Councils differ considerably from their urban counterparts in terms of relationship 

with the centre and their capacity to fulfil their mandate. Unlike their urban counterparts, 

Rural District Councils enjoy less autonomy in real terms, as they “compete’ with central 

government agencies in the delivery of services and provision of infrastructure. Whilst they 

are not categorised, as their urban counterparts, the capacities of Rural District Councils is  

largely influenced by the various land categories, i.e., the presence or absence of mining 

concerns, and the geographical regions in which the local authority is located. Urban 

councils are categorised according to a hierarchy in terms of status, structure and capacities.  

During the analysis of information for the various thematic areas, a comparison was made 

between both rural and urban in chapter 1 (General Information), chapter 3 (internal 

systems), chapter 6 (citizen participation) and chapter 7 (complaints procedure) as the 

various activities are implemented in both rural and urban LAs in a comparable way. In 

chapters 2 (revenue collection), 4 (water supply and sanitation) and 5 (waste management) 

the urban and rural LAs could not be compared due to the different characteristics. E.g. 

under revenue collection, the sources are different and urban LAs have more and better 

sources of revenue. Under water and sanitation the sources are also different sources e.g. 

in the rural areas, bore holes are the major sources of water whilst in the urban areas piped 

water schemes are the major source of water. For sanitation the urban areas use 

conventional sewer whilst rural areas use pit latrines, whilst for waste management it is 

mandatory for urban areas to have refuse collection and landfills unlike in the rural areas. 
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 About the report 1.3

The report is a consolidation of results from the benchmarking exercise and is based on the 

information which was submitted by the LAs through questionnaires and narrative reports. 

The results, the quality of the report and the success of the benchmarking exercise as a 

whole was totally dependent on the quality of the data which was provided by the LAs. All 

the information contained in this report has been gathered by the LAs themselves and 

all the good practices that are key for the success of the report were shared by the LAs.  

The benchmarking questionnaire was drafted based on experience from previous 

benchmarking projects, knowledge of the identified thematic areas and input from the 

participating LAs. The questionnaire had a number of key indicators against which LAs can 

assess their current response. Responses to questions are presented in different chapters, 

covering the following thematic areas: 

 General information 

 Revenue collection 

 Internal systems 

 Water supply & sanitation 

 Waste management 

 Citizen participation  

 Complaint procedure 

The benchmarking report has been compiled with the aim of highlighting differences and 

similarities among the LAs and stimulating improvements through comparing good 

practices and lessons learned. This report is separated into chapters that correspond to 

the different themes in the questionnaire that was used. 

 How to read this report 1.4

In this report, the reader will find the outcomes of the data gathering process, as well as a 

report on the discussions which took place on the basis of these outcomes. Where 

possible good examples brought about by the LAs are reported – see the highlighted 

boxes. In cases where there are no good examples, the LAs discussed how certain 

issues/challenges could be resolved and then come up with recommendations. 
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2 General information 

 Introduction 2.1

This chapter discusses general information about the LAs which are participating in the 

LACEP project.  

 Topics discussed in this chapter are: LAs establishment, administrative boundaries, 

population, staff complements, LAs budgets as well as revenues. 

 

 Key findings from the analysis of survey data 2.2

The oldest LA among the participating LAs is Bulawayo City Council, which was established 

in 1894, and the most recent is Lupane Local Board, which was established in 2007. Of all 

the 13 LAs, only three (3) were established before independence in 1980, whilst the other 

ten (10) are post-independence establishments. The establishment of more LAs by the post-

independence Government was meant to bring services closer to the people. In addition, 

some LAs, by virtue of having large administrative areas, were experiencing challenges in 

terms of servicing communities to their satisfaction. Consequently, they have decentralised 

by establishing some sub-offices in their areas of jurisdiction. Ten (10) out of the thirteen 

(13) LAs have established sub-offices which are meant to bring services closer to the 

people.  

Regarding the administrative boundaries within the jurisdiction of LAs, there are wards 

(division of a city or town or rural area) for administrative or political purposes. The rural 

urban councils (RDCs) have in general more wards, as their territory is larger. Bulawayo City 

Council is an exception.  

Table 1 Overview of number of wards in the LAs 

Local Authority Number of Wards Local Authority Number of Wards 

Bikita RDC 32 Lupane Local Board 0 

Binga RDC 25 Mangwe RDC 17 

Bulawayo City Council 29 Mberengwa RDC 37 

Chiredzi Town Council 8 Mwenezi RDC 18 

Gwanda Municipality 10 Redcliff Municipality 9 

Insiza RDC 23 Zivagwe RDC 33 

Kusile RDC 28 
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Total Population as per CSO (2012 
Census) 

Male

Female

Total Population as per CSO (2012 
Census) 

Male

Female

 Population 2.2.1

The last population census in Zimbabwe was undertaken in 2012 and it is the basis of all 

the population projections. An accurate population estimate is an important guide for 

planning purposes, especially for LAs as they need to project on the number of people for 

whom they have to provide the various services. The population estimates of nine (9) 

LAs, namely Bikita RDC, Bulawayo City Council, Gwanda Municipality, Insiza RDC, Kusile 

RDC, Lupane Local Board, Mangwe RDC, Mberengwa RDC and Mwenezi RDC, varied with 

the 2012 census figures compiled by the Zimbabwe Statistical Agency (ZIMSTAT). 

Redcliff Municipality’s and Zibagwe RDCs population estimate was the same as ZIMSTATs, 

Mberengwa RDC’s population estimate is less than the ZIMSTATs figure whilst Chiredzi 

Town Council and Binga RDC do not have their own population estimates suggesting that 

they solely rely on the ZIMSTATs population estimate. 

LAs indicated that the variation in population estimate was based on the method which was 

used by ZIMSTATs during the 2012 population census i.e. the defacto method which took 

into account the people who stayed there for the night. LAs which had different figures than 

those of ZIMSTAT, indicated that their figures are more accurate as they used information 

from the ward profiles and traditional leaders to come up with their population estimates 

which they indicate are more accurate. The LAs then consolidate the figures to come up with 

their own estimates. 

 

Figure 2: Total population as per CSO (Incl. BCC) Figure 1: Total population as per CSO (Excl. BCC) 
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Total Population as per LA Estimates 

Male

Female

LAs Staff Complement in 2014 

Permanent Staff

Temporary Staff

 

 

 Local authority staff 2.2.2

LAs exist to provide various services to the communities within their areas of jurisdiction. 

Each LA has a Chief Executive Officer (CEO) or Town Clerk or Town Secretary who is the 

accounting officer and is assisted by the management team, constituting of heads of 

departments (HoDs) in ensuring the smooth running of the LA affairs. Of the thirteen (13) 

LAs, ten (10) have permanent and temporary members of staff whilst the other three (3) only 

have permanent members of staff. Temporary staff is employed by LAs for specific council 

projects/activities e.g. road maintenance once funds from the Zimbabwe National Roads 

Authority (ZINARA) have been released. 

 

 

 

 

 

     Figure 5: LA staff complement in 2014 (Incl. BCC) 

Figure 3: Total population as per LA Estimates 2012 

(lncl. BCC) 

Figure 4: Total population as per LA Estimates 2012 

(Excl. BCC) 
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LAs Staff Complement in 2014 

Permanent Staff

Temporary Staff

 

 

 

 

 

 

       

Figure 6: LA staff complement in 2014 (Excl. BCC) 

 

By virtue of its size and status Bulawayo has the largest staff complement – 3584 

constituting of 3477 permanent and 107 temporary staff members and Mangwe RDC has the 

least number of staff members – 25 (permanent) staff members. Overall, all the urban LAs 

have large staff complements compared to the RDCs due to the number of services 

they are offering.  

However at the same time, the staff establishments between LAs vary as well, due to a large 

number of vacancies in some LAs, freezing recruitment, the 70 to 30 service provision vs 

salaries i.e. 70% of the total budget should be utilised for service provision and 30% for 

salaries and waged.  

Staff establishments also vary due to their size and diversity of services the various 

LAs are offering. Most LAs do not provide bulk water supply to their residents/communities 

unlike Bulawayo and the water and sewer department has a staff complement of 261. This 

number does not exist in other Local Authorities as they do not provide the service.  

Gwanda Municipality has the same status as Redcliff Municipality but has a low staff 

complement 160 (143 permanent and 17 temporary) compared to Redcliff Municipality which 

has 261 (255 permanent and 6 temporary). The low staff complement in Gwanda is currently 

attributed to high vacancy rates within the Municipality.  

Chiredzi Town Council is smaller in status than Gwanda and Redcliff Municipalities but has a 

large staff complement, which is attributed to the decision by most employees to opt to 

continue working for the Town Council rather than the RDC, when the town was excised 

from the RDC to establish Chiredzi Town Council. Even Lupane Local Board which is not yet 

fully established has a staff complement which is almost the same as that of well-established 

RDCs. 
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LA Total  budget in 2014  

LA Total Budget in 2014 

For the RDCs generally the staff complements were almost the same except for Binga RDC 

and Bikita RDC. Binga RDC indicated that they have more staff members than other RDCs 

due to the three (3) sub offices which have been established and are fully operational and 

they had also included all health workers at the council clinics within their establishment. 

Bikita RDC also had more staff members than other RDCs in 2014 as the LA had a high 

number of temporary employees. 

During the Benchmarking feedback workshop, it was indicated that it is not possible to have 

standardised departments within LAs, so that the staff complements would not vary much.  

 Local authority budget 2.2.3

A budget represents an estimate of costs, revenues and resources over a specified period, 

reflecting a reading of future financial condition of an organisation. In an effort to establish 

the operations and management of LAs in terms of their financial status, information on their 

income, approved budget and expenditure in 2014 was sought from all the participating LAs. 

Every financial year, LAs are required to prepare a budget to indicate their projected 

income and expenditure in terms of priorities. 

 

 

 

 

 

 

 

 

Figure 7: LA total budget in 2014 (Incl. BCC) 

 

 

 

 

 

 

 

 

Figure 8: LA total budget in 2014 (Excl. BCC) 

http://www.businessdictionary.com/definition/estimate.html
http://www.businessdictionary.com/definition/costs.html
http://www.businessdictionary.com/definition/resource.html
http://www.businessdictionary.com/definition/period.html
http://www.businessdictionary.com/definition/financial.html
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The Municipality of Gwanda has a smaller staff complement than Redcliff Municipality, but 

had proposed a higher budget than Redcliff Municipality. Gwanda Municipality indicated that 

their budget was on the higher side because it has budgeted taking cognisance of the 

planned takeover of the water treatment plants from Zimbabwe National Water Authority 

(ZINWA). Lupane Local Board has an urban status but it is a new LA at its formative stage 

hence the low budget. Insiza RDC and Kusile RDC have low budgets but they attributed it 

to the fact that they try to deliver services within their means as their revenue sources are 

limited. 

 

 Local authority budget versus income 2.2.4

 

      Figure 9: LAs budget vs Income for 2014 

 

A balanced budget constitutes an important component for any LA and the revenues/income 

component is key to the whole process. During the survey, it was established that all the LAs 

are collecting less revenues/income than what they had projected. Of all the LAs only four 

(4) namely Bikita RDC, Bulawayo City Council, Chiredzi Town Council and Mwenezi RDC 

collected more than 50% of the projected revenues. The LA which collected the highest 

percentage of the projected revenue is Bulawayo City Council which collected 78% of its 

projected revenues. Gwanda Municipality collected the least: 17% of the projected revenues. 

The LAs which collected more than 50%, attributed it to good service delivery which 

increases the people’s willingness to pay for services as they get value for money. In 

addition these Local Authorities have effective rates collection methods such as: 

 Sending reminders; 

 Establishing sub offices where people can pay from; 

 Making some payment arrangements and  

 Offering subsidies/discounts to those who pay in advance or have good payment 

records. 

Reeks1; Binga; 
46,2% 

Reeks1; Bikita; 
57,3% 

Reeks1; 
Bulawayo; 78,6% 

Reeks1; Chiredzi; 
60,9% 

Reeks1; 
Gwanda; 16,8% 

Reeks1; Insiza; 
32,8% 

Reeks1; Kusile; 
36,6% 

Reeks1; Lupane; 
0,0% 

Reeks1; 
Mangwe; 33,9% 

Reeks1; 
Mberengwa; 

48,6% 

Reeks1; 
Mwenezi; 60,6% 

Reeks1; Redcliff; 
29,7% 

Reeks1; 
Zibagwe; 34,1% 

Budget vs. Income 2014 
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The LAs attributed limited revenue to the following: 

Table 2 Reasons for failure to collect projected income by LAs 

Bikita RDC The revenue sources for the LA have been negatively affected by a 

decline in safari operations 

Binga RDC Liquidity crunch and the LA is failing to collect funds from the 

Community Areas Management Programme for Indigenous Resources 

(CAMPFIRE) programme. 

Bulawayo City Council Closure of industries has affected the LAs revenue base as most of 

the industrial establishments have since closed. However the other 

activities operating from those premises such as churches are still 

being charged rates/taxes. 

Chiredzi Town Council The main source of revenue for the LA is water. However, there are 

80% non-working water meters which creates problems in terms of 

how to charge residents/businesses for water consumed. In addition, 

some residents and businesses are not willing to pay hoping to get a 

write off as they did not benefit from the 2013 write off. 

Gwanda Municipality The failed takeover of the water treatment plant from the Zimbabwe 

National Water Authority and poor collection strategies have been a 

major setback for the Municipality. 

Insiza RDC 52% of anticipated revenue should be from developmental levy rates 

from the A2 farmers. The A2 farmers are failing to pay and they view 

land as a social investment not an economic one which has to produce 

for economic benefits. 

Kusile RDC The budget was linked to gas and coal mines which have not yet 

yielded the desired results and revenue. The A2 farmers are not 

willing to pay rates/taxes and the RDC would like to take them to court 

though reluctantly. 

Lupane Local Board Not Applicable - Information was not provided 

Mangwe RDC The A2 farmers have large tracts of land which they are not utilising 

productively and hence they are not producing resulting in them failing 

to pay taxes. Though some mining activities are existing in the 

district, they are not paying anything to the LA and even the 

department of mines is not paying any royalties to the LA. 

Mberengwa RDC The few farms which remained in the district belong to the Evangelical 

Lutheran Church and the church is failing to pay the taxes. In 

addition the A2 farmers are also failing and this is affecting the 

revenue base of the Local Authorities. 
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Mwenezi RDC The A2 farmers are not paying any taxes and in addition due to the foot 

and mouth disease there are no cattle sales hence the local authority is 

not getting any commission from cattle sales. The conservancies are 

not fully operational. 

Redcliff Municipality The major revenue base for the Municipality is rates especially from 

former ZISCO Steel employees. However due to more than 6 months’ 

salary backlog on the part of the workers at ZISCO Steel who 

constitute a large part of the Municipality’s rate payers this has in turn 

affected their capacity to pay rates. Some councillors are on the top 

list of defaulters and it trickles down to citizens as they will not be in a 

position to encourage them to pay when they are not doing so. Due to 

increased default rates the Local Authority is considering taking the legal 

route to ensure that people pay their debts. 

Zibagwe RDC The A2 farmers are not paying taxes and mining activities are mainly 

being undertaken by illegal miners and they are not paying to the LA. 

 

 Income versus expenditure 2.2.5

The income versus expenditure constitutes an important component in terms of LAs service 

delivery. The LAs are expected to ensure prudent financial management to avoid audit 

queries. 

 

                       Figure 10: % surplus of collected revenue 

 

Of the 13 LAs, seven (7) LAs had their expenditure falling within the estimated income – 

there was no over-expenditure. On the other hand, there were three (3) LAs namely Bikita 

RDC, Mwenezi RDC and Mberengwa RDC over spent. Redcliff Municipality spent exactly 

what they had collected, whilst Lupane Local Board and Insiza RDC did not provide 

information.   

% Surplus/ Over-expenditure of 
Collected Revenue 
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As shown in the table below the seven (7) Local Authorities which seem to have 

underspent, have not done so in reality. They attributed the perception of under 

expenditure to funds in their accounts but which are committed e.g. donor funds for on-going 

projects/programmes or committed funds for contractors/consultancies for on-going 

projects/works. Local Authorities themselves would not be having any excess funds in their 

coffers (reserves). 

Table 3 Collected income versus expenditure 

Name of LA  % Collected Income 

(actual budget vs. 
collected income) 

% Expenditure  

(collected income vs. 
actual expenditure) 

Bikita RDC 46,2% +14.7% 

Binga RDC 57.3% - 1.9% 

Bulawayo City Council 78.6% - 18.5% 

Chiredzi Town Council 60.9% - 5.4% 

Gwanda Municipality 16.8% - 0.4% 

Insiza RDC 32.8% N/A 

Kusile RDC 36.6% - 11.6% 

Lupane Local Board N/A N/A 

Mangwe RDC 33.9% - 29.8% 

Mberengwa RDC 48.56 +0.1% 

Mwenezi RDC 60.6% +3% 

Redcliff Municipality 29.7% 0% 

Zibagwe RDC 34.1% - 18.6 

 

 Conclusion and recommendations 2.3

The LAs have variations in terms of administrative boundaries (wards) and generally 

rural LAs have more wards than urban LAs. Whilst population is key for planning 

purposes the population estimates undertaken by ZIMSTATS during the national census in 

2012 are perceived to be low. Population estimates which have been undertaken by LAs 

deriving information from the wards and other key stakeholders are being used for planning 

purposes, as they seem to be more accurate.  

Staff complements should be the same for LAs which have the same status and provide 

similar services.  

Regarding LAs budgets, whilst it is mandatory that LAs should prepare budgets for approval 

at Ministerial level, all the LAs are experiencing challenges in collecting the projected 

incomes due to no payment of services by the residents.  
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3 Revenue Collection 

 Introduction 3.1

A sound revenue collection system is important for proper administration of local 

government. In Africa, the revenue collection systems are often inefficient resulting in large 

amounts of revenue uncollected whilst that which is collected is inappropriately managed 

(Fjeldstand 2005)
1
. Revenue generation constitutes an important component for LAs in 

terms of service delivery processes. The LAs major source of revenue are e.g. all incomes 

from local taxes, rates, development levies, fines and income generating activities, 

which LAs mobilise from within and outside their areas of jurisdiction
2
. According to Larson 

(2004), LAs collection systems vary depending on the size of the LA, sources of revenue, 

payment method and nature of revenue received. There also exist some external sources 

of revenue which include government, grants and loans though external sources are 

specific in terms use. Service delivery constitutes the core mandate of Local 

Authorities. However, this is solely dependent on availability of funds especially effective 

revenue collection methods. Local Authorities are experiencing challenges in collecting 

revenues. So much so that when developing the benchmark, all the participating Local 

Authorities indicated that the theme “revenue collection” is key so that they may learn from 

those Local Authorities which are doing well. However, though LAs are making concerted 

efforts to collect revenue, some of the challenges they are experiencing include 

continued central government grip, limited revenue base, failure to devise long term revenue 

optimising strategies and political interference. 

 

This chapter will focus broadly on revenue collection. This is an important chapter as 

revenue is an essential component in facilitating service delivery by the LAs.  

 Topics discussed in this chapter are: valuation rolls and data bases, the roles of 

political leaders in revenue collection, the budget consultation process and citizen 

satisfaction with the budget process. 

 

 

 

                                                           

1
 Fieldstand, O.H. Revenue Administration and Corruption, CMI Report 2005.2. Bergen, Chr. Michelsen Institute  

2
 A complete overview of sources of revenue of the 13 participating municipalities, can be found in Annex 1 
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Case study 1: Binga RDC - improved revenue collection 

Binga Rural District Council has experienced improved Revenue Collection since the establishment of 

three sub-offices at Mlibizi, Siabuwa and Lusulu sub-offices to ensure that services are closer to the 

people. The offices are manned by a skeletal staff (i.e. a minimal number of staff to provide minimal 

services) whose main mandate is service oriented. The sub-office Administrator is the accounting 

officer at the sub-office and is the Council’s representative in all administrative Council activities at 

ward level e.g. he attends to complaints/issues and stakeholders meetings at ward level.  However, the 

sub office administration officer reports on a monthly basis to the main office.  There also exists a 

revenue collector at each of the sub offices who is responsible for collecting revenue from licences 

and other taxes payable to Council.  In an effort to improve accessibility to communities the LA has 

purchased motor cycles for revenue collectors to facilitate the revenue collector’s mobility within the 

community. The establishment of sub-offices and provision of transport to revenue collectors has made 

it easier for residents in the villages to pay for services at their door steps as they do not need to 

travel long distances to the main office at Binga centre to pay small amounts of money which in some 

instances is less than the bus fare to Binga centre. The other department which has been 

decentralised to the sub offices to work closely with the communities is the CAMPFIRE unit. The 

department assists communities to deal with problem animals, illegal extraction of sand aggregates as 

well as cutting down of trees (deforestation). Binga Rural District Council indicated that the above 

initiatives have contributed to improved service delivery and people are getting value for their money 

hence improved revenue collection in the district. 

Recently a safari operator donated camping equipment to one of the districts sub offices for use by the 

game rangers. The donation is expected to improve the management of natural resources as well as 

improved revenue collection.    

Conclusion 

The establishment of sub offices within the district has contributed to improved revenue collection as 

people do not need to travel long distances for payment services being offered by the Local 

Authorities – services have been brought closer to the people. 
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 Key findings from the analysis of survey data 3.2

 The valuation roll and data base 3.2.1

While property tax is a promising revenue source for LAs in Zimbabwe, it remains 

amongst the least tapped sources of tax revenue due to absence of good property database, 

lack of valuators, inaccurate valuations, and inept collection enforcement. LAs in Zimbabwe 

are yet to create an up to-date information base on commercial, mining, residential and 

agricultural activities. However revenue expected to be generated from this source is 

depending on the extent to which the valuation roll or the database is up to date i.e. all 

the property within the area of jurisdiction has been captured. In both rural and urban areas, 

land ownership remains tenuous and therefore difficult to tax. Rural LAs are yet to devise 

strategies to effectively mobilise royalties from mining and agricultural activities within their 

localities while urban LAs tend to rely on predatory user charges. 

Of all the beneficiary LAs, twelve (12) (i.e. 92%) indicated that they have a valuation roll or 

database. One (1) LA (Kusile RDC) indicated that they do not have a valuation roll at the 

moment, but there is a valuation roll being compiled for Jotsholo township. All the LAs 

which indicated that they have valuation rolls or databases indicated that their 

valuation rolls or databases are not up to date.  

 Six (6) LAs (Bulawayo City Council, Chiredzi Town Council, Gwanda Municipality, 

Redcliff Municipality, Lupane Local Board and Bikita RDC) indicated that they have 

captured 76 – 100% of property in their areas of jurisdiction on their valuation roll or 

database.  

 Five (5) LAs (Binga RDC, Mwenezi RDC, Mangwe RDC, Mberengwa RDC, and 

Zibagwe RDC)  have captured 51 – 75% of the property into their database, and  

 One (1) LA (Insiza RDC) indicated that only 0-25% of the property has been 

captured. 

The low percentage of properties captured is attributed to a lack of capacity on the part of 

the LAs. This means they rely on the Ministry of Local Government, National Housing and 

Public Works (MoLGNHPW), which also assists all the LAs that do not have valuation 

departments. Overall, the LAs which have not captured at least 50+% of their property have 

their databases far from being up to date. The lack of an up to date database has 

implications on revenue collection as some potential rate payers would not be billed. 
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Case study 2: Bulawayo City Council - up-to-date valuation roll 

Bulawayo City Council is one of the participating Local Authorities with a good, almost up to date 

and reliable database.  The Local Authority’s good database on property within its area of 

jurisdiction was attributed to the following: 

 The City prepared its last valuation roll in 2012 with assistance of private valuers. 

 It has a fully-fledged valuation department, the members of staff undertake reconnaissance 

surveys to verify and update their database at all times. 

 It works closely with the Surveyor General in terms of updating their database especially for 

those properties where subdivision permits have been approved / issued.  Initially cadastral 

maps were used to capture properties but these were not very accurate as some divisions 

would not have been reflected / captured. 

 The city’s valuation department is working closely with other organisations which have 

property databases e.g. to date 1 476 properties in the CBD have been captured by ZESA and 

the information has been forwarded to Bulawayo City Council whilst 21 244 properties (in the 

low density residential areas) and 75 000 properties in the high density areas have been 

captured by BCC. 

 The close working relationship between the city’s departments of Town Planning, Surveying 

and city valuer on subdivisions, consolidations, new residential layouts/neighbourhood and any 

land related matters has created an enabling environment for an improved database for the 

city. 

 The Local Authority has GIS software and it is being utilised to capture all property in the city 

and will be linked to the valuation roll in future.  To date approximately 80% of the database in 

the city has been captured using GIS and it has been verified to be correct. 

Conclusion 

The Local Authority has made great efforts to update their valuation roll and does so on a 

continuous basis through their valuation department undertaking physical verification and 

through stakeholder collaboration. 

 

 
BCC at ZITF exhibiting their GIS initiative 
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Case study 3: Mangwe RDC - up-to-date database 

Mangwe RDC is one of the participating Local Authorities located in Matabelaland South Province. 

It was established in 2003 resulting from the division of Bulilimamangwe RDC into Mangwe and 

Bulilima RDC and Plumtree Town Council. Mangwe RDC indicated that their database is 63% 

correct. The RDC does not have a specific programme which they use to update their database but 

relies on verification/field work. The database was prepared after a physical verification by a 

private valuer assisted by council officials. The team undertook a three (3) week visit to the various 

parts of the district to collect and update data on people as well as other Council run facilities such 

as schools, clinics and other facilities.  

Data on farms was gathered with the help of officials from Ministry of Lands and the Agricultural 

Technical and Extension Services (Agritex). 

However, the challenge often experienced by Mangwe RDC arises when some subdivisions are 

undertaken in the resettlement areas by the Lands department without the knowledge of the Council 

which results in the LA underestimating the number of residents in its area of jurisdiction. In an effort 

to address the problem as well as maintain a database which is up to date, the LA is working closely 

with the district lands officers as well as provincial lands officers in an effort to ensure that they 

have a database which is similar. In the communal areas the database of the LA is up-to-date as 

information is sought through local structures such as ward profiles and traditional leaders. 

 The office also takes advantage of local registers used for drought relief programs 

which Mangwe RDC believe are 100% percent correct in terms of households, though 

numbers of family members may be inflated in some cases. 

 The other program that Mangwe RDC has taken advantage of is that of the Rural Wash 

Information Systems (RWIMS). This program has a module which uses GPS to capture 

all the facilities on the ground before they are transmitted via a cellular mode to a server 

computer. 

 Information concerning mines was gathered with the assistance of officials from the 

Ministry of Mines. 

Conclusion 

Mangwe Rural District Council has managed to improve their database by taking the lead and 

initiative, identifying critical stakeholders in the district who may assist with information. The 

RDC was also facilitating the whole process. 
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 Updating of the valuation roll – applicable to urban LAs 3.2.2

Note: Though there are only 13 participating LAs; some of the RDCs have growth points 

which have valuation rolls hence they would be having a database for the communal areas 

and valuation role for the growth point.  

Though valuation rolls exist for all urban LAs and growth points for some RDCs, the major 

challenge being experienced by most LAs relates to the updating of the valuation roll. 

Bulawayo City Council which has captured 76 – 100% of the property within the city’s 

area of jurisdiction indicated that it updates its valuation roll yearly through supplementary 

valuation rolls.  

Chiredzi Town Council and Municipality of Redcliff and Mwenezi RDC update their 

valuation rolls after five (5) years as per statutory provision. Lupane Local Board 

indicated that they update as and when required and the Municipality of Gwanda 

indicated that they update monthly.  

Only Bulawayo City Council has a valuation department. The other 5 LAs rely on the 

valuation department at the MoLGPWNH for assistance in compiling as well as updating. 

Since the MoLGPWNH assists all the Local Authorities which do not have capacity to 

prepare valuation rolls in house, it takes a long time period for Local Authorities rolls to 

be updated – the valuation may even be done after the stipulated time period. Gwanda 

Municipality indicated that its valuation role is outdated but the LA is using the customer 

profiling method to update their information. However, despite the challenges being 

experienced in updating the valuation roll, the LAs noted the value and importance of having 

an up to date valuation roll in terms of revenue which may be generated from rates/tax from 

various property owners within their areas of jurisdiction. 

 

 Updating of the database – applicable to RDCs 3.2.3

Note: Though there are only 13 participating LAs; some of the RDCs have growth points 

which have valuation rolls hence they would be having a database for the communal areas 

and valuation role for the growth point.  

The RDCs have databases but these require a lot of updating especially the new 

resettlement areas where land allocation is an on-going activity. In the communal areas, 

the ward profiles and services of chiefs and headman constitute an important 

database and it is very accurate. Zibagwe, Mberengwa and Binga RDC indicated that they 

update their databases monthly. Mangwe and Bikita RDC update their databases yearly; 

Insiza RDC provided multiple responses whilst Kusile and Mwenezi RDC did not respond. 

Despite the efforts which the above LAs are making to update their databases, the major 

challenges they are experiencing relates to:  

 Shortage of manpower 

 Most of the owners do not reside within their allocated properties hence the 

properties are vacant most of the time 
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 Shortage of transport and  

 Lack of appropriate software being used by LAs to update their database   

In addition, the major stakeholder in land allocation, the Ministry of Lands and Resettlement, 

is not availing information on new allocations timeously to assist the LA in updating their 

database. LAs agreed that by not having an up to date database, they are losing revenue as 

they cannot bill the residents. 

 

 Collecting property and/or unit tax 3.2.4

There is a close relationship between the LA database and income expected to be derived in 

the form of rates or unit tax from the property owners and this constitutes a large portion of 

the LA budget. However, despite its importance the default rate on this important source of 

income is very high.  

Table 4 Estimated unit tax versus collected unit tax 

Name of Local 

Authority 

Estimated 

Rates/Unit tax in 

USD$ in 2014 

Actual Rates/Units 

tax collected in 

USD$ in 2014 

%  

collected 

Observation 

Bikita RDC 185,852.00 112,121.32 60%  

 

 

 

 

All the Local 

Authorities under 

collected in terms 

of rates/unit tax 

Binga RDC 2,184,429.86 1,280,607.15 57% 

Bulawayo City 

Council 27,504,740.00 22,642,661.00 

82% 

Chiredzi Town 

Council  1,411,342.00 745,236.00 

52% 

Gwanda 

Municipality 340,000.00 96,700.00 

28% 

Insiza RDC 580,000.00 239,829.00 41% 

Kusile RDC 17,620.00 5,960.00 33% 

Lupane Local Board 224,308.00 19,033.00 8% 

Mangwe RDC 390 109.00 100,898.70 25% 

Mberengwa RDC 519,296.00 216,869.00 42% 

Mwenezi RDC 580,000.00 104,000.00 18% 

Redcliff Municipality 4 ,000,000.00 2,100,000.00 50% 

Zibagwe RDC 2,067,745.75 812,012.46 39% 
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Of all the 13 participating LAs, none collected an equivalent to or more than what they 

had estimated they would get from rates/unit tax. However, despite failing to collect as 

projected, five (5) LAs (Bulawayo City Council, Bikita RDC, Binga RDC, Chiredzi Town 

Council and Municipality of Redcliff) collected more than 50% of what they had estimated 

they would get from rates/unit tax. The LA which collected most revenue from rates/taxes 

was Bulawayo City Council, it collected 82% whilst the LA which collected the least 

amount was Lupane Local Board as it collected 8%. Lupane collected the least amount 

because people in the town are not paying their rates – they are not used to that, the area is 

still a rural environment. Some of the services such as refuse collection are not being 

undertaken effectively due to lack of capacity. Generally service provision is still very low and 

people are still reluctant to pay for 

 

 

Figure 11: Reasons for differences in estimated/ actual unit tax 

 

Nine (9) LAs (69%) indicated several reasons for under collection of rates/taxes, e.g.:  

 Overestimation; 

 Non-payment by the property owners; 

 Database is not up to date hence not all the people are billed and  

 Collection methods are not effective.  

Two (2) LAs indicated that the difference between estimated and actual collection is 

attributed to non-payment. One (1) LA indicated ineffective collection methods as the main 

reasons for failure to collect as projected and one (1) LA did not respond to the question. 
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Case study 4: Mwezeni RDC - ploughing back to the community 

Due to the budgetary constraints which are being experienced by Local Authorities in budgeting for 

capital development projects, other mechanisms such as ploughing back to the community, have 

been formulated by RDCs such as Mwenezi, to facilitate the implementation of identified 

development projects within the communities. The ploughing back to the community 

concept/principle entails investing a certain percentage of revenue collected from a ward’s 

income to assist in the implementation of some priority development projects as identified 

by the community. For Mwenezi Rural District Council 70% of collected revenue is ploughed back 

into the community to assist in the implementation on community priority projects. During the 

financial year 2015 seventeen (17) wards benefitted from the ploughing back concept. However for 

this case study the focus would be on ward 13 and 15. These wards have undertaken physical 

infrastructural projects using funds which were ploughed back to the community by the RDC. The 

wards managed to construct and rehabilitate former farm houses to social infrastructural facilities 

such as schools, clinics, market places and public toilets in places within the ward which are used 

for public gatherings. The majority of the infrastructural projects which were undertaken in all wards 

are educational related i.e. classroom block construction. A complete overview of the breakdown in 

terms of infrastructural facilities which was constructed per ward is indicated in Annex 2.  

Conclusion 

Mwenezi Rural District Council indicated that the 70% of the collected revenue constitutes a small 

amount as people are not paying their dues i.e. 70% of US$100 is a small amount for a ward. 

However, if all the residents were paying what is due to the LA revenue which could  be collected, 

would constitute a lot of money resulting in many and larger projects being implemented. Due to 

limited revenue being ploughed back to the community, small projects are being implemented at the 

moment but the concept has become a motivation for residents in the various wards to pay as 

they would eventually benefit thus creating a spirit of competition among wards or their wards would 

always lag behind in terms of social infrastructural projects. 

 

 Income from services provided by LAs  3.2.5

LAs are providing services to communities within their areas of jurisdiction and they in turn 

charge them for the services they have received. As a result, the database, the billing 

system as well as its accuracy can contribute to revenue generation on the part of the LA. 

During the survey, it was established that of all the 13 LAs, 4 (Binga RDC, Kusile RDC, 

Lupane Local Board and Mwenezi RDC) are using the manual billing system, which is 

neither efficient nor effective. The other nine (9) LAs indicated that their billing system is 

computerised. Generally, due to large volumes of data which they have to deal with, urban 

LAs are using the electronic billing system with the exception of Lupane Local Board which is 

still establishing. However, Lupane Local Board indicated that in case funds are available, 

they would like to establish an electronic billing system.  

Only two (2) LAs (Bulawayo City Council and the Municipality of Redcliff) which are using an 

electronic billing system, indicated that their billing system is very good.  
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Four (4) LAs indicated that it is good and the majority i.e seven (7) indicated that their billing 

system is fair. The challenge often experienced with a billing system which is not good, is 

that queries which result in delayed payments by residents, as payment can only be effected 

once a consensus has been reached regarding the queried bill. The challenges cited with 

regards to the manual billing system include:  

 Mistakes are bound to occur due to manual billing,  

 Metering inaccuracies,  

 Non-functional meters, and 

 Delayed updating as some of the activities are undertaken in other departments or 

workstations.  

Suggestions to improving the billing system include computerisation, billing database to 

be linked to GIS mapping, carrying out periodic surveys on demographics of customers to 

update the database and the use of technology GPS in meter reading.  

BCC Staff Member showing Client how to do a cellphone meter reading (GIS) 

 Role of political and traditional leaders in revenue collection 3.2.6

The political and management leadership of the LAs is expected to facilitate the smooth 

running of the LA. Whilst revenue collection is the core mandate of the treasury department, 

it is important that the political leadership encourages people within their 

constituencies to pay for the smooth functioning and service delivery of the LAs. In the 

survey, information was sought on the role of political leaders in revenue collection. Two (2) 

LAs indicated that political leaders are not playing any role in assisting the LA to collect 

revenue as they are the major debtors especially in unit tax and rates. One LA indicated that 

the role of the political leadership is minimal. However, the other ten (10) LAs indicated that 

the political leadership have a stake in terms of revenue collection as they undertake ward 

campaigns/meetings to inform residents to pay their bills so that the LA can provide services. 
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Only two (2) LAs, Insiza RDC and Kusile RDC indicated that traditional leaders have a 

stake in terms of revenue collection for local authorities. The question is not applicable to 

urban LAs and other RDCs did not respond to the question. 

 

 Budget consultation process 3.2.7

When a LA’s budget is submitted to the respective MoLGPWNH which is responsible for 

urban LAs and the Ministry of Rural Development, Promotion and Preservation of National 

Culture and Heritage (MoRDPPNCH) it is a requirement that there should be evidence that 

communities have been consulted during the budget preparation process. Responses from 

the survey clearly indicated that all the LAs are consulting communities as per statutory 

requirement. The budget consultation meetings for LAs are attended by various stakeholders 

ranging from rate payers, the business community and the business representative bodies. 

Non-governmental organisations (NGOs), youth, residents by wards, transport organisations, 

pressure group and residents associations (RAs), churches, special interest groups, farmers 

associations, miners associations, traditional leaders, safari operators, cattle buyers, housing 

developers, Informal sector representatives and parastatal organisations are consulted. 

Attendance to budget consultation meetings is not high. However, LAs are using 

various channels of communication to invite people for budget consultation meetings such 

as:  

 Putting budget notices at various boards  

 Sending notices through councillors  

 Newspaper advertisements and  

 Sending cell phone messages to all the rate payers within the LA’s area of jurisdiction. 

The LAs often receive objections in the budget consultation meetings. E.g. during budget 

consultation meetings for the financial year 2014, Binga RDC, Municipality of Gwanda, 

Kusile RDC, Mangwe RDC and Mwenezi RDC received some objections. The nature of 

objections mainly relate to increased fees/levies being proposed. The LAs indicated that 

residents’ concerns were that LAs are not taking into account the economic challenges and 

high levels of unemployment when formulating their budgets especially increases. 

 

 Citizens’ satisfaction with the budget process 3.2.8

Citizens within a particular LA area of jurisdiction are the beneficiaries of the budget 

proposals in terms of service delivery. It was important to establish the extent to which 

citizens are satisfied with the budget consultation process as it will eventually affect them. 

Two (2) LAs, Mangwe RDC and Mberengwa RDC indicated that citizens are not happy with 

the current budget consultation processes due to low attendance and the negative 

perceptions about council’s accountability process system.  
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The other eleven (11) LAs indicated that the citizens are happy about the invitation methods 

and consultations as citizens briefed on the previous budget (successes and challenges), 

given an opportunity to present their priority projects/areas, shown the proposed 

budget, given an opportunity to comment and the LA will ultimately respond to the areas of 

concern. As a result they do not receive any objections, there is high attendance and 

active participation during budget meetings and a consensus is always reached at the end 

of the budget consultation meeting.  

However, some LAs indicated that some work still needs to be done to improve the budget 

consultation processes by undertaking activities such as:  

 Quarterly reviews 

 Availing more resources as consultation processes by nature is expensive  

 Establishing several council budget consultation teams to cover many venues 

 Segment the target groups e.g. consult the various stakeholders/groups separately as 

they have different needs and  

 Start the budget consultation meetings earlier e.g. around June 

 

 

Bulawayo Revenue Hall Municipal Building 
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 Conclusion and recommendations 3.3

In the workshop discussions, the LAs came to the following conclusions:   

 Preparation and updating of valuation rolls/data bases is hindered by capacity 

constraints. This is despite that land/property presents a potential major source of 

revenue for LAs. 

 All LAs collected less revenue from rates/unit tax than what they had estimated. 

Under-collection was attributed to overestimation, non-payment by the property owners, 

ineffective collection methods and databases are not up to date and hence not all 

residents are levied. 

 Recommendations 3.3.1

The following suggestions for improving databases were proposed: 

 Computerisation of the information: Some LAs use a manual billing system; many 
mistakes are made. It is advised to computerise the billing system, in order to avoid 
making mistakes. Besides more accurate, a computer system is also faster.  

 Ground verification through ward profiles 

Although there are many sources of revenue (see also Annex 1), there are still 

opportunities to increase the revenue collection by e.g.:  

 Creation of a strategic business unit for management of income generating projects 

 Property development to be intensified e.g. truck in for transporters 

 Venture into water bottling 

 Increase availability of factory shells 

 Develop market stalls for vendors 

 Improve policies for handling defaulters 

 Vehicle licences and royalties to be returned to Councils 

 Undertake Public Private Partnership (PPPs) projects  

Whilst there are challenges in terms of paying for the various services being offered by LAs, 

some incentives have been put in place to motivate people to pay such as: 

 Ploughing back to the community to facilitate development projects 

 Offering discounts to residents 

 Increasing community participation and communication 

 Making payment plans. LAs enter into agreements with residents who have large bills 
on how much they would afford to pay on a monthly basis until they clear their 
outstanding 
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4 Internal Systems 

 Introduction 4.1

Internal control systems constitute an integral part of any organisational policies and 

procedures. It has various measures which an organisation has put in place to achieve the 

following: 

 Evaluation and monitoring performance of the organisation, its staff and all the 

departments within the organisation. 

 Ensuring compliance to policies and procedures. 

 Protecting the organisations resources against fraud, corruption and inefficiency. 

  

This chapter will discuss results of the benchmark survey on internal systems namely:  

 IRBM Strategic Plans, service charter, performance contracts, commitment register, 

management information systems, operational handbooks/manuals, policies, bylaws 

and operational guidelines, monitoring, evaluation, internal controls and corruption. 

 

 Key findings from the analysis of survey data 4.2

 Integrated Results Based Management strategic plans 4.2.1

LAs in Zimbabwe are expected to prepare strategic plans which are Integrated Result 

Based Management (IRBM) compliant. These plans are expected to be guiding 

frameworks for LAs in terms of service delivery. Three (3) LAs (Bulawayo City Council, 

Mangwe RDC and Mberengwa RDC) indicated that they do not have strategic plans 

which are IRBM compliant. Bulawayo City Council indicated that they do not have a 

strategic plan which is IRBM compliant because IRBM was introduced after they had 

completed their strategic plan however, the LA is in the process of aligning their strategic 

plan to ensure that it is IRBM compliant. The LA’s various departments have also prepared 

Departmental implementation plans which are aligned to the strategic plan – they are used to 

monitor the extent of implementation of the strategic plan. Mangwe and Mberengwa RDC 

are in the process of preparing their IRBM strategic plans in a process facilitated by Ministry 

who provides the LAs with trainings on how to prepare IRBM compliant plans.  The other ten 

(10) LAs indicated that they have strategic plans which are IRBM compliant.  

Responses in terms of preparation of strategic plans were as follows:  

 Two (2) LAs indicated that they had taken the initiative to prepare strategic plans in 

house  
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 The majority of LAs eight (8) indicated that the MoLGPWNH had facilitated training on 

strategic plans which are IRBM compliant and LAs prepared the final plan and 

 Three (3) LAs did not respond.  

However, all LAs fall under the jurisdiction of the MoLGPWNH and as the parent Ministry it is 

taking the lead in terms of training on IRBM to ensure consistency whilst LAs take the lead in 

consolidating the final strategic plan. 

 Service charter 4.2.2

An LA customer service charter sets out its commitment to provide the customer with the 

service that they can expect. It provides a framework for defining service delivery standards, 

the rights of customers, and how complaints from customers will be handled. Four (4) LAs 

(Lupane Local Board, Chiredzi Town Council, Mberengwa RDC and Zibagwe RDC) 

indicated that they do not have service charters. Of all the LAs which indicated that they 

do not have service charters, they acknowledge the value of a service charter hence 

Chiredzi Town Council, Mberengwa RDC and Zibagwe RDC indicated that the LAs would 

like to prepare service charters before the end of the 2015. Mberengwa RDC indicated that it 

has completed consultations on the service charter, Chiredzi Town Council has completed a 

draft it is awaiting adoption and Zibagwe RDC has started preparing the service charter. 

Lupane Local Board indicated that they would prepare a service charter after preparing a 

master plan. 

 Performance contracts and reviews 4.2.3

CEOs of all LAs are expected to sign performance agreement which will be used as the 

basis of their performance. At the time of the benchmarking survey two (2) LAs (Bikita RDC 

and Lupane Local Board) indicated that their CEOs have not yet signed performance 

contracts. The other eleven (11) LAs which have signed performance contracts have done 

so with the Council Chairpersons/Mayors. 

Reviews constitute an important component in terms of establishing the extent to which the 

accounting officer is guiding the LA to ensure that the overall objectives of the LA as planned 

are being achieved. Eight (8) LAs indicated that their CEOs have not been reviewed 

quartely due to a number of reasons amongst them being:  

 Reviews are done half yearly not quartely 

 The review process has not started as IRBM is still at its infancy  

 Reviews are still being undertaken at Ministerial level  

However, it was established that the review process is not effective as it should have 

been, as the MoLGPWNH is not undertaking the exercise as anticipated which has resulted 

in LAs querying its value or importance. In addition, LAs were indicating that they already 

have other perfomance measures which may be used to assess their performance/results 

not be asked to sign contracts. The LAs indicated that the major challenge with the 

performance contracts is how can it be concluded that they are failing when the 

environment is not conducive for them to perform their job. 
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In an effort to establish the extent to which members of staff are delivering on their various 

mandates, officers also sign performance agreements with their HoDs/sections which 

form the basis for assessing their performance against the organisations planned objectives. 

Six (6) LAs indicated that they are not reviewing their officers whilst seven (7) indicated 

that they review their members of staff. The LAs which do not review their members of staff 

indicated that the officers have not signed performance contracts as there is still need to 

train them on IRBM - make the officers understand the concept, why they need to sign 

performance agreements, its value, review processes etc. 

In addition, the LAs indicated that the challenge with performance contracts on the part of 

staff members is that they do not want them, officers become suspicious i.e. does this mean 

that I am going to loose my job if i fail the review? The LAs indicated that the value of 

performance measures is not appreciated by employees nor does it provide any benefits: in 

some environments good performers are rewarded but it is not the case with LAs. 

Whilst there are some efforts to implement IRBM, LAs indicate that they are experiencing 

challenges in the implementation of IRBM. These include:  

 The concept has not yet been fully understood by facillitators themselves and the 

LAs  

 LAs are experiencing financial challenges to cascade the IRDBM concept to other 

employees hence its only management/HoDs who have been trained in some instances  

 Training which was done to management was not adequate - it was a crash 

programme hence there is need to retrain management on IRBM  

 There is resistance to change, and 

 Resources are and will never be adequate and this becomes a challenge to complete 

the agreed tasks  

 Commitment register 4.2.4

A commitment register is important to LAs in terms of financial management, as the LA 

expenditure can be monitored. The LAs which indicated that a committment register is 

important noted that with a commitment register one can track expenditure, monitor and 

evaluate budget performance and streamline expenditure, prioritise expenditure, 

identify the performance of the various income votes so that one can prioritise those votes 

where virements are needed.  

Eleven (11) LAs indicated that they have commitment registers. Bulawayo City Council did 

not respond and Mberengwa RDC indicated that in their opinion a commitment register is not 

important.  

 Management Information System (MIS) 4.2.5

Information management constitutes an important component of any organisation. Six (6) 

LAs indicated that they do not have MIS whilst seven (7) indicated that they have MIS in 

place within their LAs.  
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Some LAs have developed Management Information Systems (MIS) for co-ordination 

purposes as well as assist management in decision making, risk management and 

control. 

The LAs which have developed a MIS indicated that a MIS is important as it is integrated to 

all Council departments and ensures ease of access to information to assist the 

various users in making informed decisions. The programme is accessible to Heads of 

Departments (HoDs) and those who would have been authorised by the Information 

Technology (IT) Department. The LAs which currently do not have a MIS indicated the value 

and importance of such a programme/package but the challenge they are having relates to 

lack of capacity to acquire or design a MIS. 

 Operational procedure Handbooks/Manuals 4.2.6

All thirteen (13) LAs indicated that they have operational manuals/handbooks for use by 

the various council departments. The handbooks/manuals constitute reference material, and 

guides for officers in their day to day operations. However, LAs indicated that the major 

challenge with the operational handbooks/manuals in their possession or which they are 

using is that they are outdated as these manuals have not been updated in line with the 

changing situation or operational environment. 

 

Figure 12: How often should LA Operational Handbooks be updated/reviewed/amended? 

 

In view of the outdatedness of most handbooks/manuals being used by LAs, the majority 

eight (8) indicated that the manuals/handbooks should be reviewed every five years. One (1) 

LA indicated that these should be reviewed every 10 years. Gwanda Municipality indicated 

multiple responses to the question such as review when the need arises to suite the 

changing trends and operational environments and periodic reviews when laws change.  

 

Code of Conduct – 

Zibagwe RDC 

 



 Internal Systems 38 

 

February 2016 
VNG International 

and MDP 

Local Authorities Capacity Enhancement Project (LACEP) 
Learning Benchmarking Report    

 

Whilst it has been generally agreed that most of the operational guidelines/handbooks are 

in existence though outdated, it was important to establish why they are outdated and  

who is responsible for reviewing the manuals/handbooks. The reviewing authorities 

identified by the LAs are the LAs themselves and Government. Six (6) LAs indicated that the 

LA should facilitate the review process,  whilst five (5) LAs indicated “LAs and Government” 

to assist in the review process of the guidelines. However, two (2) LAs indicated that some of 

the guidelines/handbooks which have a bearing on internal processes of a particular LA 

should be reviewed internally and others may be done at national level. Generally reviewing 

manuals, handbooks or guidelines was considered important by all Local Authorities as 

some of the documents are outdated, they no longer provide any guidance as they have 

been overtaken by events hence the review will ensure that they are in line with the changing 

operational environment. 

 Policies, bylaws and operational guidelines 4.2.7

LAs have policies, bylaws and operational guidelines which have been prepared at national 

level as well as locally. Most of the bylaws and operational guidelines are done internally and 

their review process should be as and when the LA sees that they are outdated – there is 

need for their review to suite changing environment and hence their review should not be a 

problem as approval is done by the various LA structures.  

National guidelines or policies are the documents which have to be reviewed and approved 

at national level by the appropriate Ministry and relevant stakeholders – their review takes 

much longer.  

The majority of LAs (10) did not indicate who reviewed their various policies, guidelines or by 

laws as these constitute documents which have just been prepared or work in progress. 

Only 3 LAs indicated that they have reviewed some of their operational guidelines. 

The LAs indicated that the review is undertaken in close consultation with communities.  

During the benchmarking survey it was indicated that there are still policies, guidelines and 

by laws which LAs which are not available and which the LAs would like to prepare, to assist 

in their day to day operations. These bylaws, policies and guidelines are meant to regulate 

the conduct of stakeholders who have a role to play in the sector involved. Some of the 

policies/by laws which LAs indicated that they would like formulated include: 

Table 5 Policies and bylaws, LAs would like to develop 

Name of LA Policies/bylaws  

Bikita RDC LA did not respond 

Binga RDC 1.Building bylaws (To manage development control) 

2.Public Health bylaws(to maintain public health) 

3.Vending bylaws (To control order and standard)  

4.Concetration of Natural Resources bylaws (To conserve and preserve natural 

resources) 

5.Employement Policy (For proper handling of recruitment and selection in the LA) 
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Name of LA Policies/bylaws  

Bulawayo City Council 1.Fire Brigade bylaws  

2.Vending bylaws 

3.Advertising bylaws 

Chiredzi Town Council 1.Housing Policy- controls allocation of house and stands  

2.Transport Policy- controls use and allocation of council vehicles  

3. Debt Management Policy- handling of debts  

4. ICT Policy-  use and implementation of information technology 

Gwanda Municipality 1.Sound proofing of buildings housing churches and entertainment centres 

Insiza RDC 1.Conservation By-Laws, it is hoped that the mining policy will be incorporated into 

the mining by-laws 

Kusile RDC 1.Housing Policy 

2.Internal Controls policy  

3.Transport policy  

4.Building Inspections policy/bylaw  

5.Economic policy 

Lupane Local Board 1.Staff development policy  

2.Housing policy 

Mangwe RDC 1. Operational procedure manuals for every department 

Mberengwa RDC 1. Information technology policies will assist in safe of IT gadgets and maximise 

production level  

2. Occupational Health and Safety policy would aid by reducing accidents at the 

workplace and promote a safe working method  

3. Staff development and Training policy: it would assist in developing council 

Human Resources  

4. HIV and Aids would assist regarding HIV and Aids issues  

5. Shop licence by laws to enhance the collection of shop licences by closing 

loopholes for defaulting or operating without licences. 

Mwenezi RDC 1. Livestock by-laws (to regulate livestock movement in the District, reduce theft, 

and generate revenue for the local authority.) 

2. People’s markets  by-laws (disease control, organised and orderly markets, and 

revenue generation for Council); 

3. Hair dresser by-laws (disease control and hygiene improvement, generate 

revenue for the LA)  

4. Gender Policy (gender mainstreaming) 

5. HIV/Policy (HIV mainstreaming) 

Redcliff Municipality 1.Water Bylaws assist council to curb water thefts 

2.Worship in open air bylaw to curb public health challenges and stall holders, 

hawkers, street vendors bylaw  

3.Clamping and tow away by law 

4.Redcliff registration of premises bylaws, covers the minimum requirements of all 

commercial entities covered by the shop licences act 

Zibagwe RDC 1.HIV policy is  important in avoiding discrimination at work places  
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Name of LA Policies/bylaws  

2.Gender policy at work place, its  important in addressing equal opportunities at 

work place regardless of sex  

3.Clients Charter its important in addressing clients’ needs and expectations  

4. Waiting list Guideline its important is on affording equal opportunity to stand 

seekers. 

Note: This list is not in order of priority. The LAs will be expected to prioritise the by-laws which they would like to be 
assisted to prepare first.  

 Monitoring 4.2.8

Of all the thirteen (13) participating LAs only two (2) LAs (Chiredzi Town Council and 

Lupane Local Board) indicated that they do not have monitoring systems in place. The 

reasons cited by Chiredzi for non availability of monitoring systems within the town is lack of 

committment by management to implement monitoring systems which are in place. 

Lupane Local Board indicated that they will formulate monitoring systems once they have 

prepared a strategic plan.  

The frequency at which monitoring is being undertaken varies. Six (6) LAs indicated that 

monitoring is undertaken quarterly. Four (4) LAs provided multiple answers. The LAs which 

provided multiple answers indicated that it depends on the activity being monitored as 

monitoring can be undertaken monthly, quartely, half yearly or yearly. 

Table 6: Existing monitoring systems in place 

 Monitoring Systems in Place 

Bikita RDC Departmental performance  reports are considered by the relevant committee 

on quarterly basis 

Binga RDC 1.Budget Performance 

2.Procurement Policy 

3.Transport Policy 

4. Recruitment Policy 

5.Housing Policy  

6.Internal Control Systems 

Bulawayo City Council Sections are required to submit quarterly reports in their performance. 

Supervisors monitor the performance of their subordinates on a day to day 

basis 

Chiredzi Town Council N/A 

Gwanda Municipality 1.Monthly and quarterly reports  

2.Internal audit 

Insiza RDC The District Monitoring Training and Evaluation Team does the monitoring of 

all development project and activities. It comprises of DA, CEO, CSC 

Inspector and four chairpersons of sub committees. 

Kusile RDC 1. Finance Committee meets every month 

2. All other committees meet quarterly 

Lupane Local Board N/A 
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 Monitoring Systems in Place 

Mangwe RDC There is an internal auditor who monitors the performance of all the 

departments in addition to the overall monitoring role of the CEO. Other 

external monitoring agents are; (ZRP, EMA, Forestry, Ministry of Health, 

Ministry of Education, and the Ministry of Local Government) 

Mberengwa RDC  Monthly Financial Statements 

Mwenezi RDC 1.Pre- audit, 

2.Spot check  

3.Progress review 

4.Budgetary review  

5.Planned audits 

6.Whistle Blow issues 

Redcliff RDC 1. Management meetings 

2. Departmental Meetings 

3. Council Committee Meetings  

4. District Administrator’s weekly and monthly reports 

Zibagwe RDC Monitoring :   Through visits, reports, supervision and feedback 

 

Monitoring within LAs is being done by various stakeholders. Seven (7) LAs indicated multi 

responses i.e. monitoring is being undertaken by the departmental head, council and 

Ministry. Two (2) LAs indicated that the MoLGPWNH is responsible for monitoring. Two (2) 

LAs noted the  Council as being responsible for monitoring and two (2) LAs did not respond 

to the question.   

 Evaluation 4.2.9

Chiredzi Town Council, Mangwe RDC and Lupane Local Board are the three (3) LAs which 

indicated that they do not have evaluation systems in place within their Councils. The 

other ten (10) LAs indicated that they have some evalution systems in place. The frequency 

to which evaluation is done differs per LA as shown below: 

Table 7 Existing evaluation systems in place 

Name of LA Evaluation Systems in Place 

Bikita RDC Weekly and monthly reports are submitted to the Ministry 

Binga RDC N/A 

Bulawayo City Council Budget Performance (the previous budget is evaluated by Council) 

Chiredzi Town Council N/A 

Gwanda Municipality Financial reports, resolution action plan reports, weekly reports, and variance 

reports 

Insiza RDC The District PME 
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Name of LA Evaluation Systems in Place 

Kusile RDC WASH workshops, roads committee project visit, CEO interviews/inspections, 

and through RDDC meetings, a review of programmes and activities by 

various stakeholders is undertaken. 

Lupane Local Board N/A 

Mangwe RDC N/A 

Mberengwa RDC Budgeting process council evaluates the performance of the previous year 

budget. 

Mwenezi RDC Progress Evaluation 

Redcliff RDC N/A 

Zibagwe RDC Evaluations through self-assessment, peer reviews and Internal audits 

 

Eight (8) LAs indicated that evaluation is being undertaken by a number of stakeholders 

such as the HoD, Council and the MoLGPWNH. Two (2) LAs indicated that evaluation is 

being done by the Department, one (1) LA cited the Ministry, one (1) LA cited the supervising 

officer and one (1) LA did not respond. 

 Internal Control Systems 4.2.10

Internal control systems constitute an important component of LAs in terms of regulating the 

various Council operations. All 13 LAs indicated that they have various internal control 

system in place. The internal control systems which exist within LAs constitute following:  

Table 8 Existing internal control system in place 

Existing internal controls within LAs in place 

1 Segregation of duties: e.g.  

- Receipting-cashiers receive revenue which is banked by a different individual which is 

then withdrawn by a separate individual - these constitute checks and balances; receipting 

and banking are done by different people whilst closing cessions for daily transactions is 

also done by the supervisor 

- Authorisation of expenditure is done by the EO Finance while actual processing is done by 

the Expenditure clerk 

2 Financial regulations 

3 Cash and banking 

4 Monthly reconciliations  

5 Procurement process done by the procurement committee 

6 Use of passwords on computers to minimise access to information and documents 
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7 Vehicle log books – all drivers of council vehicles are expected to log the mileage they 

would have covered on a daily basis explaining the nature of duties that they would have 

been carrying out 

8 Physical controls- locks and security 

9 Serialization of documents 

10 Clocking system – monitors attendance and punctuality 

11 Authorisations and segregations of duties The accounting system and payroll have 

segregation of duties among staff members for checking of each other’s work to minimize 

error and fraud 

12 Asset register and asset movement 

11 Internal audit the council has an internal audit which reviews adherence and functionality of 

internal controls 

12. Physical Access Controls - The council has screen doors on all entrances which makes 

unlawful entry difficult. There is overnight security from a security company 

13 Spot checks 

 

All the LAs indicated the importance of internal control systems. The internal control systems 

limit risk, assist in raising the red flag and minimises fraud and error. However, despite 

the importance and value of internal control systems, in the workshop, the following 

weaknesses were cited. 

Table 9: Strengths and weaknesses of internal control systems 

Strengths of internal control systems Weaknesses of internal control Systems 

 The LA has a consistent structure of 

authorisation in place 

 The control system in place limits access to 

authorised personnel. For monitoring 

purposes the system records the name of 

the person who would have accessed the 

system, the time and the date  

 Segregation of duties ensures that a 

controlled task having several elements is 

executed by different employees - puts in 

place checks and balances make collusion 

difficult 

 Clocking system ensures punctuality and 

eliminates occurrence of ghost employees,  

 Vehicle log books prevents misuse of 

council vehicles 

 Internal control systems are not being fully 

implemented. The absence of one staff 

member or official and under staffing affects 

the functionality of internal controls such as 

authorisation and segregation of duties  

 Collision of staff may affect segregation 

duties  

 Clocking system is rigid and commonly has a 

negative psychological effect on the 

employee  

 Vehicle log books are prone to abuse 

through manipulation of figures  

 Inability to employ more people so as to 

separate activities/ financial resources limit 

results in by passing of controls, controls not 

being enforced and non-documented 

procedures being followed 
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 Corruption 4.2.11

Corruption is a major concern in the country and within LAs. Incidences of rampant 

corruption within LAs have been reported and this has been viewed to be contributing to 

poor service delivery. Efforts were made during the benchmarking session to establish the 

extent of curruption related incidences within LAs. Of all the thirteen (13) LAs, Bikita RDC, 

Binga and Mangwe RDC indicated that there have been no reported curruption 

incidences within their LAs in 2014. The LAs indicated that there is no corruption within their 

LAs due to the fact that an enabling environment for corruption does not exist – 

corruption exists when there are bottlenecks and the LAS are making efforts to remove bottle 

necks namely bureaucracy the root cause of corruption. In addition, LAs always talk about 

corruption when there are some LA meetings/gatherings, its implications on service 

delivery and the society, there is a whistle blowing policy which is in place as well as a 

suggestion box. The LAs also have an open door policy whereby members of the 

community can come to the CEO which facilitates complaints from ratepayers and residents 

through walk-ins. 

The other 10 LAs indicated that there is corruption within their LAs. The main reasons cited 

for corruption are: 

 People are greedy 

 Lack of supervision resulting in controls not being followed 

 Unresponsive processes leading to bribing officers to get their issues attended to  

 Lack of internal control systems in some sections of the organisation and partial 

implementation of the existing internal control systems 

 Dishonesty  

 Delayed payment of salaries resulting in employee finding other means of survival  

 Political Interference may result in deviation from acceptable and procedural practises  

 Shortage of resources 

Table 10: Overview of LAs' efforts to address corruption within the LA 

Efforts to address corruption within LAs 

1. Establishment of internal audit function 

2. Inviting external auditors 

3. Strengthening of supervisory tools 

4. Putting in place standard levels and 

ensuring adherence to them 

5. Publicity of Council processes 

6. Educating employees on the implication 

of corruption 

7. Emphasising on the internal control 

system to be followed closely 

8. Committing to zero tolerance stance on 

corruption awareness amongst 

employees and residents 

9. Work of officers has been separated 

10. More frequent checks and spot checks 

for work done 

11. Staff rotation at receipting stations 

12. Regular inspections 

13. Daily banking 

14. Implementing the code of conduct to 

offenders 

15. Compliance with policy and stands 

allocation and following laid down 

procedure 

16. Stands allocated and approved by 

committee 

17. Whistle blowing 

18. Suggestion boxes 

19. Open door policies 

20. Internal controls tightened and firing of 

corrupt employees 
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 Conclusion and recommendations 4.3

 The LAs have various internal systems to assist them in their day to day operations. 

However, despite the existence of internal systems, the usefulness of the majority of these 

systems can be discussed as they are not introduced fully yet, or – in case they are – they 

are rarely updated. 

Not all LAs have signed performance contracts with their CEOs/Town clerks yet. Worse is 

the situation with the review of the performance: 6 LAs do not carry out reviews. This is 

mainly due to the fact that either there is no performance contract, or the officers do not 

understand the concept of performance contract and reviews, and do not see the value.  

 Operational manuals/handbooks aimed at assisting Local Authorities in their day to day 

operations have been prepared but the major challenge is that they are long outdated. It 

was suggested that manuals should be updated in line with the changing situation or 

operational environment. 

The same goes for policies, bylaws and operational guidelines: many of them have been 

prepared but most of these need updating. Besides, LAs indicated several bylaws which they 

would like to be prepared.  

The majority of the LAs have monitoring systems in place. However, improvements still can 

be made. In the workshop the following recommendations were formulated by the 

participating LAs:  

 Recommendations 4.3.1

Suggested financial recommendations to improve monitoring 

 There is need to have a monitoring budget to facilitate monitoring and evaluation 

activities 

Suggested administrative recommendations to improve monitoring 

 Management should discuss how to implement the monitoring systems 

 A robust monitoring tool with measurable outcomes should be put in place  

 Establish a specific committee and terms of reference and include external expertise  

 Monitoring tools should be easy to understand and use (more user friendly)  

 Cooperation amongst all departments in terms of improvements where gaps have 

been identified, and 

 Training on monitoring  

The same goes for evaluation: although the majority of the LAs have evaluation systems in 

place, also here, improvements were mentioned and discussed in the benchmark meeting.  

 Evaluation should be done by an independent evaluation team instead of the 

implementing departments  



 Internal Systems 46 

 

February 2016 
VNG International 

and MDP 

Local Authorities Capacity Enhancement Project (LACEP) 
Learning Benchmarking Report    

 

 Alignment of the annual plans with IRBM 

 A monitoring and evaluation section, an evaluation committee and an evaluation 

checklist should be established  

 Training and evaluation for staff  

 Acquisition of vehicles for mobility 

Whilst it was established that some internal controls do exist within LAs, it was clear that 

these need to be improved and the following were some of the suggestions for improvement:  

 Council policies to clearly outline the various internal control measures in place 

 Compliance with operational procedures should be improved as well as regular 

reviews to adjust to the changing environment 

 Training of the Council management team on the internal controls  

 Intensive monitoring of the implementation of internal control systems 

 Formulation of a risk management system  

 Solicit comments from employees and note any suggestions  

 The LA should use Computer Assisted Auditing Techniques (CAAT), since it deals 

with large volumes of data. CAAT can assist in sampling and analysing data 

 Proper documentation of the internal control systems and training of personnel in 

their use 
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5 Water and Sanitation, Hygiene (WASH) 

 Introduction 5.1

Access to water, sanitation and hygiene (WASH) is critical to meeting not only the specific 

WASH Millennium Development Goals (MDGs) but also essentially for combating diseases 

and tackling hunger. During the past fifteen years, access to safe water supply and basic 

sanitation in Zimbabwe was greatly affected by the general economic decline and cyclic 

droughts. The inability of the vulnerable populations to access safe water and basic 

sanitation, especially women and girls, has resulted in frequent outbreaks of diarrhoeal 

diseases in the urban and rural areas of Zimbabwe. Although, nationally, 73% of the 

population has access to safe water and 60% to improved sanitation facilities, more than 

60% of the rural water supply infrastructure has suffered from a collapse of maintenance 

and impoverishment of the rural community and 40% of Zimbabweans in rural areas practise 

open defecation. The poor are also less likely to have access to water and sanitation 

facilities. Lack of rural WASH is a preventable cause of a massive disease burden for rural 

Zimbabweans and limits economic growth. Urban water services have also deteriorated. As 

a result, the country in 2008/09 suffered one of the worst cholera outbreaks recorded in sub-

Saharan Africa as 52 out of 62 districts were affected and this resulted in 98 531 cumulative 

cases and 4282 deaths
3
. In addition, diarrhoea has become much more prevalent than 

before and is now one of the five main childhood killers leading to high infant mortality rate in 

Zimbabwe. 

The major objective within the water and sanitation sector is to increase availability and 

access to quality water and sanitation services nationally with special focus on the most 

disadvantaged districts and communities. 

This chapter will discuss water and sanitation issues such as: 

 Accessibility to potable water, distance to nearest source of potable water, water 

connection to developments within the urban periphery, water supply infrastructure – 

construction and rehabilitation, boreholes, water harvesting and sanitation. 

 

 

                                                           

3
 Zimbabwe. Ministry of Water Resources Development and Management Small Towns, Water Sanitation and 

Hygiene Programme  
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 Key findings from the analysis of survey data 5.2

 Access to potable water 5.2.1

Provision of bulk water has always been the responsibility of LAs. However, since the 

establishment of the Zimbabwe National Water Authority (ZINWA), the corporation has 

become one of the bulk water suppliers for LAs. 

 

 

Figure 13: Provision of bulk potable water  

 

As shown in the table above, the survey amongst the 13 LAs revealed that 54% of the LAs 

are being supplied with bulk water by ZINWA. 23% of the LAs supply their own water whilst 

15% are being provided bulk water by more than one authority. E.g. in the rural areas, 

ZINWA supplies water to the growth points and the LA supplies and maintains water in other 

parts of the district. Redcliff Municipality is the only LA which gets its bulk water from another 

source namely from Kwekwe Municipality through Zisco Steel.  

All the urban LAs, except Lupane Local Board, are providing 76 – 100% of their 

households with potable water. Lupane Local Board is the only urban authority being 

provided with water by ZINWA which indicated that it is failing to provide potable water to 

most households due to power cuts and low pressure due to fewer boreholes supplying 

the reservoir tanks. However, in an effort to improve the supply of water in the town, more 

boreholes have been drilled by Lupane Local Board to complement what is being supplied 

by ZINWA. 
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Figure 14: % of Households with access to potable water in RDCs 

 

Of all the rural LAs, only Bikita RDC indicated that 76 – 100% of their households have 

access to potable water. The LA attributed the high water provision to households within 

the community to borehole rehabilitation which has been ongoing during the past 2 years 

through the UNICEF funded rural WASH program hence ensuring that most of the boreholes 

are functional. Communities have also been trained in Community Based Management 

(CBM) to minimize down time and assistance is also being rendered to ZINWA by the LA to 

attend to any pipe faults/breakdowns at the growth points. Four (4) RDCs (Insiza, Mangwe, 

Mwenezi and Zibagwe) indicated that 51 – 75% of households have access to portable 

water. The LAs attributed low supply of water to:  

 High frequency of borehole breakdowns  

 Poor service from ZINWA due to small engines  

 Poor water pipes reticulation, and  

 Dry area with water table below 60m extraction of underground water is costly  

Two LAs (Binga and Mberengwa RDC) can provide water to 26 – 50% of their households 

due to constant borehole breakdowns, boreholes drying up during summer and a non-

functional Community Based Management system. Kusile RDC can provide potable 

water to 0 – 25% of the households. Kusile attributed low coverage due to constant 

breakdowns, non functional CBM systems and non coverage especially in the new 

resettlement areas. 

The LAs have many water sources. Twelve (12) LAs indicated that people get portable 

water from more than one source. The main sources of water are boreholes, dams, 

protected and unprotected wells, and piped water schemes.  
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For the urban LAs with the exception of Lupane Local Board the major water sources are 

dams and boreholes but there is water reticulation to individual plots during land servicing. 

The boreholes in the urban areas were drilled to compliment the existing water sources 

especially during the dry periods. Only Lupane Local Board indicated that their main source 

of water are boreholes which are very few, relative to the size of the town resulting in low 

pressure to fill the reservoir tank. 

For the rural LAs the major sources of potable water at growth points are dams and 

boreholes. However some piped water schemes have also been developed in some parts of 

the communal areas to supply water, the major water source for residents in the communal 

areas are boreholes and protected walls. Where there are no reliable water sources, 

people in the communal areas resort to using rivers, streams and other unprotected water 

sources. However, efforts are being made by all the LAs to ensure that the people have 

access to potable and reliable water sources. 

 

Figure 15: Availability of potable water throughout the year 

 

Water availability throughout the year is important to residents, as non availability may result 

in the spread of diseases and people resorting to unprotected water sources.  

 Six (6) LAs (Binga RDC, Chiredzi Town Council, Kusile RDC, Lupane Local Board, 

Mberengwa RDC and Zivagwe RDC) indicated that water is available to households 

throughout the year at 26 – 50% of the time throughout the year.  

 Four (4) LAs (Insiza RDC, Mwenezi RDC, Mangwe RDC and Redcliff Municipality) 

indicated that they can supply water at 51 – 75% of the time throughout the year.  

 Three (3) LAs constituting 23% (Bikita RDC, Bulawayo City Council and Gwanda 

Municipality) can supply water to households at 76 – 100% of the time throughout 

the year.  

 There is no LA which indicated that it is supplying less than 25% of potable water 

through out the year a sign of the significant efforts which have been made by the 

NGO and donor community in close collaboration with LAs and the community to 

provide potable water. 
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The three (3) LAs which are supplying more than 76% of water to their residents attributed 

that to the following actions:  

Table 11 Reasons for supplying water more than 75% of the time throughout the year 

Name of Local 

Authority 

Reason for Supplying more than 76% 

Bikita RDC  Borehole rehabilitation has been ongoing in the past 2 years through 

the UNICEF funded Rural WASH program hence ensuring boreholes are 

functional. Communities are also being trained in CBM to minimize down 

time 

 Assistance is also being rendered to ZINWA to attend to any pipe faults 

Bulawayo City 

Council 

 Timely response to any faults associated with water delivery e.g. pump 

failures and pipe breakdowns  

 In seasons when there is minimal rainfall the City embarks on water 

shedding 

Gwanda 

Municipality 

 Installation of a booster pump to augment water supplies to Spitzkop 

and Spitzkop North Extension suburb  

 Timely attendance to water pipe bursts 

 

LAs which are supplying less than 76% of the time cited the following reasons: 

Table 12: Reasons for supplying less than 76% of the time throughout the year 

Name of LA Reason for Supplying less than 76% of the time 

Binga RDC  In some rural areas it is not feasible to drill boreholes due to 

water levels at times 

Chiredzi Town Council  Our water supply is intermittent with an average supply of 10 hours 

per day 

Insiza RDC  Some sources such as boreholes and wells are seasonal, 

some boreholes need rehabilitation but the local authorities do 

not have enough resources to rehabilitate them  

 Some areas need new boreholes to be drilled 

Kusile RDC  Constant borehole breakdown  

 Borehole drying up during summer  

 Non-functional community based management system 

Lupane Local Board  Power cuts   

 Low pressure due to fewer boreholes supplying the  reservoir 

tanks 

Mangwe RDC  Water sources are seasonal and tend to dry up in winter. The 

water table is also dropping, causing boreholes to fail to access 

water at some point 

Mberengwa RDC  High frequency of borehole breakdowns 

 Poor service from ZINWA due to small engines, poor water pipes 

reticulation 

 Dry areas region with water table at above 60m extraction of 

underground water is costly 
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Mwenezi RDC  Breakdown of boreholes and breakdown of water pumps at 

ZINWA 

Redcliff RDC  Erratic water supplies from Zisco and Kwekwe 

 Non-payment for water to Kwekwe City Council 

Zibagwe RDC  Power shortages 

 Pump breakdowns-exchange dam –ZINWA takes time to repair 

 Siltation-Zhombe DSC 

 

The information delivered by the LAs forms a good basis for formulating corrective measures 

to improve on the situation. However, the major reasons for lack of adequate provision in the 

rural areas lies with constant breakdowns due to lack of maintenance as the water point 

commitees (WPC) are no longer functional in most wards. The water point committees 

need to be resuscitated with the active involvement of institutions such as District 

Development Fund (DDF) to ensure improved maintenance. The LAs which are being 

supplied with water by ZINWA, are experiencing challenges as ZINWA is struggling to 

provide water due to lack of resources namely financial and technical. LAs are making efforts 

to assist ZINWA by purchasing the required spare parts, transport as well as providing 

technical manpower to assist their communities with water. 

In an effort to ensure that there is a consistent supply of water, alternative sources of 

water have been established by LAs. However, not all LAs have alternative sources: four 

(4) LAs indicated that there is no alternative source of water. 

All the LAs indicated that the supply of water is a challenge, such that residents have to use 

alternative sources of water. The alternative sources of water identified by LAs, range from 

safe/protected water sources to unprotected water sources, especially in the rural 

areas. In the urban areas boreholes have been drilled as alternative to piped water and 

these are being utilised by residents. Urban areas have boreholes scattered around, mainly 

in the high density suburbs which can be used as an alternative source, whilst residents at 

growth points use boreholes in the abutting communal areas as an alternative source of 

potable water. The LA bowsers water in tankers to affected areas. Most institutions i.e. 

schools and clinics have been provided with water tanks as an alternative water source 

when the need arises. During periods of water rationing, the community is also authorised to 

collect water from these points. In addition other sources of water include fire hydrants from 

which residents may purchase water, rivers, dams, protected deep wells as well as sand 

abstraction Rowa pumps. 

Water which is consumed by residents should be potable and hence it is essential that water 

quality tests be undertaken for all potable water sources. However, of all the 13 LAs, Bikita 

RDC and Binga RDC indicated that they do not directly undertake water quality tests. These 

LAs indicated that water quality tests in their areas of jurisdiction are being undertaken by 

ZINWA or the Ministry of Health. The other 11 LAs indicated that they do water quality tests 

for all their potable water sources internally or they outsource.  
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Figure 16: Frequency of water quality tests 

 

In terms of water quality testing frequency, four (4) indicated that they undertake water 

quality tests quartely. Two (2) LAs, Lupane Local Board and Mangwe RDC indicated that it 

undertakes water quality tests on a monthly basis. Three (3) LAs indicated multiple 

responses and Mberengwa RDC mentioned that the water quality testing frequency is 

erratic.  

 

However, for urban LAs which have treatment works, water quality tests should be 

undertaken daily at the water treatment works – when water is pumped into the treatment 

works and before it is discharged for consumption by the residents to ensure that water 

being consumed by the residents meets the prescribed minimum standards.   

For Redcliff Municipality water quality tests are being undertaken by Kwekwe City Council as 

the city is responsible for supplying Redcliff Municipality with water. However, in addition, the 

Municipality undertakes water quality tests at household level to ensure that the potable 

water meets the prescribed standards as the Municipality is not in direct control of bulk 

water.  

Water quality tests for boreholes should be undertaken on a monthly basis. However, 

some of the LAs are not undertaking water quality tests daily at the treatment plants or 

monthly for boreholes due to manpower, and technical as well as financial challenges. 
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Case study 5: Redcliff municipality - water quality testing 

The Municipality of Redcliff is responsible for the provision of regular, safe and affordable water to 

residents and other stakeholders within its Municipal boundary. The current supply chain is that the 

City of Kwekwe buys raw water from ZINWA and purifies it before distributing it to its residents and 

other stakeholders such as ZISCO Steel. ZISCO Steel buys water from the City of Kwekwe and 

sells it to Redcliff at a profit. Redcliff buys water from ZISCO Steel since it has no water treatment 

plant of its own.  As a result Redcliff is rated as a third party, regardless of having direct access to 

the residents of Redcliff and other consumers of water.  

Since the City of Kwekwe distributes the water, the LA is responsible for undertaking water quality 

test for the water on a daily basis into the water treatment plant and before distribution. Redcliff is 

not in direct control of the water but as an authority which eventually distributes the purified water to 

its residents it has to ensure that the water being distributed to their residents meets the prescribed 

standards for potable water. 

However, in an effort to ensure accountability to the residents in terms of water quality, Redcliff 

through their health technicians undertakes water quality tests at the stand pipe level by 

means of sampling stand pipes to ensure that the water meets the minimal prescribed standards. 

Undertaking water quality tests at this lower level ensures that the LA can ensure that the water 

being consumed by residents meets the prescribed standards. In the event that the minimum 

standards are not met, Redcliff would advise Kwekwe Municipality about non conformity to 

standards. 

Water quality testing at the lowest level has been the initiative of Redcliff as they are not in direct 

control of the bulk water. 

Conclusion: 

Redcliff relies on the City of Kwekwe for the supply and water quality testing. However, though the 

Municipality is not in direct control of water, it is responsible for ensuring that water being distributed 

to the residents meets the prescribed standards for potable water. In an effort to ensure that the 

minimal standards are met the LA has gone ahead and taken the initiative of water quality testing at 

the lowest level (stand pipe level). 
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Figure 17: Who is responsible for testing the quality of water? 

 

The majority of LAs indicated that they do not undertake water quality tests themselves: 

other institutions/authorities do tests on their behalf. The LAs which indicated that they do 

not undertake water quality tests themselves attributed that to lack of equipment i.e. water 

testing kits/reagents, technical capacity and manpower. During the benchmarking survey, 

the situation was as follows:  

 Six (6) LAs indicated that they do not have capacity to undertake water quality tests 

and hence they rely on ZINWA and the Ministry of Health & Child Welfare (MH&CW) for 

water quality tests  

 Three (3) LAs indicated several institutions which are assisting them with water 

quality tests i.e. LA laboratory, ZINWA & MHCW.  

 Two (2) LAs indicated that ZINWA undertakes water quality tests on their behalf,  

 

Due to the ageing sewer infrastructure which has outlived its life span in most urban areas, 

and lack of proper sanitation, there exists a lot of waste water flowing into rivers and streams 

which has resulted in some water sources becoming polluted. During the benchmarking 

survey it was established that in the event that pollution has been detected from a potable 

water source the following measures are undertaken:  

 Where pollution is considered mild, the water source is treated 

 Distribution of water to the public from that source will be halted immediately until the 

water is treated 

 Investigations are undertaken to establish the source of pollution 

 Samples are collected for testing in order to identify the nature of pollutants  

 It is established the cause of pollution, and 

 Put corrective measures e.g. leak repair, system flushing 
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For those LAs which do not have the capacity and rely on the MH&CW if pollution has been 

detected, they report to the MH&CW, who quarantines the water source; if it is a borehole, 

the facility is chlorinated. As for the LAs themselves, they do not have any mechanism of 

addressing a polluted borehole other than to condemn and decommission the water source. 

In cases where pollution is severe the source of potable water is changed. 

 Distance travelled to access potable water 5.2.2

In urban LAs water is readily available to residents within their properties but in addition, 

some LAs and RDCs with growth points – indicated distances of 501 – 1km to the nearest 

access for potable water. Water points which are not within the premises within urban area 

exists where communal water points are still being utilised especially in the old residential 

areas. 

 

Unlike in the urban areas where water connection is mainly provided within the premises 

except for some areas where piped water schemes have been constructed, in the rural areas 

people are still travelling long distances to the nearest source of potable water. The 

majority of rural LAs six (6) indicated that the majority of people still travel distances of more 

than 2km to the nearest source of potable water. One rural LA indicated that people are 

accessing water within their properties – in the growth points, and one LA indicated several 

responses regarding distances to the nearest source of potable water. The variations in 

distance to the nearest water source are attributed to the scattered nature of settlement 

pattern in the communal area. 

 

 

Water pump in Insiza RDC 
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 Water connection to people within the urban periphery 5.2.3

The increasing costs of residential stands in the urban areas has created opportunities for 

land owners/property developers within the urban periphery to undertake subdivisions or 

densify within such areas. However, despite such developments all the urban LAs indicated 

that they are not connecting water to the urban periphery due to capacity constraints. 

The urban LAs indicated that they cannot supply water to the urban periphery as their 

current supply capacity is low hence they cannot sustain any new water connections outside 

their jurisdiction (Gwanda) whilst Bulawayo noted that the areas within the urban periphery 

are under a RDC a different administrative area. Guided by the Regional Town and Country 

Planning Act negotiations are ongoing for these areas to be incorporated into the Greater 

Bulawayo thereby rendering them legible to service provision by the LA. Redcliff Municipality 

indicated that they cannot connect to the urban periphery as they are not a water authority – 

they are still solely dependent on water from Kwekwe Municipality and hence they cannot 

connect the urban periphery. 

 

Figure 118: Number of boreholes drilled per quarter 

 

Due to water shortages being experienced by urban and rural communities, efforts are being 

made by the LAs to identify other water sources to supplement the existing ones to ensure 

consistent water supply to the residents. The majority of LAs (7, all rural) indicated that on 

average a maximum of 5 boreholes are drilled per quarter. Only Kusile RDC indicated that 

they drill more than 20 boreholes per quarter. The other five (5) (all urban) LAs indicated that 

they drill between 6 – 10 boreholes per quarter. The number of boreholes drilled per quarter 

is solely depended on the availability of financial resources. 

The number of boreholes which are functionally, varied per LA. However, most of the non 

functional boreholes were attributed to the need for mechanical rehabilitation or 

general repairing of worn out parts e.g. pipes, rods and leather cups, lack of spare parts, 

theft of some components and vandalism. 

LAs were being assisted or funded by NGOs or other stakeholders, but there were also LAs 

that were financing the dillig themselves, assisted by the community,  
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 Default rate of water charges in your LA 5.2.4

Citizens in the rural areas are being levied for water at growth points as these potential 

growth nodes are consuming treated water and they have individual water connections. 

Charges to consumers who draw water from boreholes mainly constitute of maintenance 

charges which would have been agreed to by members of the community and the water 

point committee to assist in maintaining the water source in the event of a breakdown.  

For some communities the charges are undertaken monthly to boost the maintenance fund 

whilst for some communities payment is undertaken once there is a breakdown. The basic 

underlying principle is that the borehole should be functional within 12 to 24 hours. 

Chiredzi indicated the lowest default rate on water i.e. 0 – 25%,  Bulawayo and Lupane 26 - 

50%, whilst Gwanda 51 – 75% and Redcliff had the highest default rate +76%. Lupane and 

Bulawayo attributed the low default rate to disconnections which are undertaken by ZINWA 

and the LA in the event of a failure to settle an outstanding bill. Bulawayo City Council also 

sends out short messages service (SMS) to all the property owners within their areas of 

jurisdiction once there is a bill which has to the be settled. Redcliff has the highest default 

rate. This is attributed to the fact that the Municipality has always depended on torwood 

residence for its sustaince in terms of revenue as most of the rates were being paid by 

residents in that area who were working at Zisco Steel. The scalling down of operation by 

ZISCO steel coupled with massive retrenchments has resulted in people failing to meet their 

monthly obligations. 

 Water Supply Infrastructure constructed 5.2.5

Due to the general economic decline, reduced institutional and community capacity, one of 

the major challenges being experienced by LAs is ageing infrastructure. 

 

Figure 19: Water supply infrastructure constructed 
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Urban LAs namely Bulawayo City Council, Chiredzi Town Council and Redcliff Municipality 

indicated that their water supply infrastructure was constructed more than 40 years ago - 

the infrastructure has outlived its lifespan. The infrastructure has long surpassed its life span 

hence problems related to water bursts, leakages are a recurring problem throughout the 

LAs. The other LAs Mberengwa RDC and Gwanda Municipality indicated that their water 

supply infrastructure was constructed between 31 – 40 years ago. The LAs which indicated 

that they have the most recent water infrastructure are Kusile and Lupane as it is less than 

10 years old. The age of infrastructure has implications on water leakages/bursts and is 

related to high maintenance costs being experienced by most LAs. All the LAs indicated 

that most of the water supply infrastructure has long surpassed its life span and 

funds permitting most of the infrastructure needs to be rehabilitated. Four (4) LAs did 

not respond to this question. 

LAs indicated that the ageing water infrastructure within their areas of jurisdiction needs 

rehabilitation but due to the current financial constraints LAs are repairing/maintaining and 

rehabilitating incrementally as funds permit. However, due to the ageing infrastructure the 

costs of maintenance are becoming very costly for the LAs. Responses from the LAs 

indicated that  

 Only two (2) LAs (Chiredzi Town Council and Kusile RDC) have rehabilitated most of 

their water supply infrastructure: 76 – 100%.  

 Lupane Local Board, Bikita RDC and Bulawayo City Council have rehabilitated 6 – 

25% of their infrastructure  

 Gwanda Municipality 25 – 50%  

 Mberengwa RDC less that 5%.  

Some LAs did not indicate when their infrastructure was last rehabilitated. However, Bikita 

RDC indicated that rehabilitation was undertaken in 2002, Chiredzi Town Council 2013, 

Gwanda Municipality, Insiza RDC, Kusile RDC and Bulawayo City Council intend to 

rehabilitate the water works in 2015 – its an on going activity. 

Most of the water infrastructure within LAs has reached the end of their planned life spans, 

with 60 % of the reticulation being more than 40 years old. This is as a result of 

insufficient funding allocation for the rehabilitation and/or replacement of components 

that have reached the end of their design life and inadequate maintenance budgets, which 

could be attributed to the LAs limited income base. The end result of old infrastructure is that 

it is unpredictable, rapid deterioration of assets, followed by catastrophic component 

failure, and regular and prolonged disruptions in service delivery.  

 

Problems/challenges which are a result of ageing infrastructure are: 

 Only two thirds designing capacity of infrastructure has rehabilitated; the pumping 

capacity resulting from high demand and low supply resulting in water shortages 

 The pumping mains have not been rehabilitated and currently the number of water 

bursts from the pumping mains is high 

 Inaccurate water billing due to non-revenue water and non-functional water meters 
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 Water reservoirs are leaking 

 Water leakages through burst pipes 

 Frequent engines breakdown 

 Valves leaking and non-functional  

 High non-revenue water, and 

 Water theft by residents as they break pipes or collect water from the valves 

 

Water leakages are a concern to LAs which sell water to consumers as they contribute to 

non water revenue especially where the major supplier is ZINWA as the parastal would have 

billed the LA for bulk water provision.  

We asked the LAs if they can establish how much water is lost, due to eater leakages:  

 Redcliff indicated that it can establish how much water is lost due to water leakages 

 Bulawayo City Council indicated that it cannot establish the amount of water lost through 

water leakages  

  Gwanda, Lupane and Chiredzi urban authorities as well as Bikita, Binga, Insiza, Kusile, 

Mangwe, Mberengwa, Mwenezi and RDCs did not respond to the question as this is not 

applicable to them especially the RDCs where boreholes are the major source and 

supplier of water 

 

We asked the LAs who revealed that they cannot establish how much ware is lost, 

what the reason is. The following reasons were mentioned:  

 ZINWA is managing the whole water supply system for Gwanda and Lupane urban 

authorities as well as Bikita, Binga, Insiza, Kusile, Mangwe, Mberengwa, Mwenezi and 

Zibagwe Rural District Council. The Local Authorities are not directly involved in the 

water sector  

 Non availability of bulk meters and lack of  capacity was cited by Chiredzi Town 

Council, Lupane Local Board and Gwanda Municipality.  

 Bulawayo City Council indicated that it cannot establish water loses because it cannot 

establish its NRW (Non-revenue Water). NRW is the difference between the volume of 

water supplied and the volume of water billed for a particular region. Therefore when 

calculating it there is a need for coincidence of the boundaries for metering zones – 

which give the volume supplied – and the billing zones – which give the volume billed. 

This is not the case for Bulawayo City Council, there are different boundaries for different 

administrative purposes like metering zones and billing zones, and these do not 

coincide. The System input volume measuring devices are non-functional and NRW is 

the difference between the volume of water supplied and the volume of water billed for a 

particular region. Therefore when calculating it there is a need for coincidence of the 

boundaries for metering zones – which give the volume supplied – and the billing zones 

– which give the volume billed.  

 Redcliff indicated that the water losses are more than 51%.  

Urban LAs and RDCs with growth points indicated that there are water losses being 

experienced within their water infrastructure systems. However, currently they cannot 

measure the amount of water losses as ZINWA is administering their water system. The 

following proposals were suggested to address water losses:    
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Table 13 Suggestions for decreasing water losses 

Name of LA Suggestion solution to water losses 

Bikita RDC Request for decentralisation of ZINWA offices from Mutare to Nyika, in 

terms of Civil Engineers 

 

 

 

Bulawayo City Council 

By implementing Water Demand Zones  

1. Plans are underway to renew problematic mains with recurrent 

bursts /leaks and also to minimise pressures,  

2. Staged replacement of water distribution pipes,  

3. Introduction of planned maintenance,  

4. Replacement/rehabilitation of water infrastructure (water meters, 

reservoir meters, valves, district meters and pressure reducing 

valves.),  

5. Through the use of GIS the municipality is in the process of 

developing an asset register to (1) trace missing plant and 

equipment, and (2) compile maintenance plans. 

 

Chiredzi Town Council 

Replacing worn out valves, scouting for water leakages and repairing 

them and incarceration of water theft 

Gwanda Municipality We are encouraging our residents to have their faulty water meters 

replaced. 

Lupane Local Board Plastered the leaking reservoirs 

Redcliff Municipality 1.Repairing water pipes, 2.Rehabilitating certain sections of the 

reticulation, 3.Replacing old valves and meters 

The LAs have indicated a concern regarding old infrastructure within their areas of 

jurisdiction which has surpased its life span. In an effort to address the problem of old 

infrastructure the following were proposed: 

Table 14 Proposals to address the issue of ageing infrastructure 

Name of LA Proposal to address old infrastructure 

Bikita RDC Request for decentralisation of ZINWA offices from Mutare to Nyika, 

in terms of Civil Engineers 

Bulawayo City Council In 2012 the City concluded the water and wastewater master plan 

which is currently being used as a guide to rehabilitate and replace 

aged infrastructure. 

Chiredzi Town Council Planning to upgrade the current situation 

Gwanda Municipality 1.We are currently replacing old AC water pipes with newer PVC 

ones  

2.Installation of new water pumps 

Insiza RDC Boreholes are being rehabilitated through the rural WASH 

programme. 

Lupane Local Board Construction of the new treatment plant 

Mberengwa RDC 1.Engage ZINWA  to prioritise the issue of water supply 

2.PPPs in the sector particularly at Mberengwa where private sector 

has drilled boreholes to argument ZINWA water supply 
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Redcliff Municipality 1.Repairing water pipes  

2.Rehabilitating certain sections of the reticulation  

3.Replacing old valves and meters 

 

Due to water shortages in the rural areas as well as not availability in some properties due to 

non-connection by some stand owners in the urban areas, some incidences of vandalism 

are being experienced on the main water lines, which is a major concern for LAs. Of all the 

participating LAs, Kusile, Lupane and Mangwe indicated that they do not experience 

incidences of vandalism to their water infrastructure. The other LAs indicated that there are 

some incidences of vandalism resulting from damage to water pumps and pipes, water theft 

and intentional breaking of pipes, vandalism during erection of stand boundary fences, 

Intentional breakages by the illegal gold miners, rural communities break water pipes to 

access water during dry seasons for their cattle, people break pipe to access water and also 

water garden and Water thefts (illegal connections). 

 

The LAs which indicated that they do not have incidences of vandalism attributed that to the 

following:  

 Community based management (CBM) approach.  

 Water point committees (WPCs) have been established at every borehole and  

 Community policing is being undertaken through WPCs. 

All the urban LAs, except Lupane Local Board, indicated a shortage of manpower. The 

shortage is attributed to: restructuring within the Engineering Department and its sections, 

there are no plans as there is a Government directive on employment staff, non-availability 

of competent and experienced artisans on the job market. 

However, in an effort to address the manpower shortages the following measures are 

being undertaken: employment of class 1 skilled and experienced personnel such as a 

plumbers, electricians and a fitters. Bulawayo City Council indicated that currently there are 

no plans as there is a Government directive on employment staff.  

Rural LAs did not indicate that they are having manpower shortages as maintenance is 

mainly being undertaken by the water section of the District Development Fund (DDF) and 

the water point committees. The engineers/technicians who are employed within the Rural 

District Council offer technical support only at growth points or when there is a major 

breakdown. 



 Water and Sanitation, Hygiene (WASH) 63 

 

February 2016 
VNG International 

and MDP 

Local Authorities Capacity Enhancement Project (LACEP) 
Learning Benchmarking Report    

 

 Boreholes 5.2.6

Nine (9) LAs indicate that they are experiencing frequent breakdowns of boreholes. Only 

Binga RDC, Chiredzi Town Council, Redcliff Municipality and Gwanda Municipality indicated 

that they do not experience frequent breakdowns on boreholes due to community based 

management and availability of water in most cases which results in less dependency on 

boreholes. In urban areas, boreholes are mainly used when there is a water crisis hence 

their breakdowns are not much. The breakdowns are attributed to saline water which affects 

G.I pipes, rods and short casings have a short life span, worn out pipes, rods, and worn out 

cylinders, old infrastructure, over use due to over population per borehole, lack of 

maintenance, disintegration of Water point user committees that were formed at the time of 

borehole drilling, lack of spares to repair, components are no longer durable. 

LAs especially RDCs are experiencing serious challenges in maintaining boreholes. Some of 

the proposals submitted in an effort to improve borehole maintenance include the following:  

 Establishing ward borehole committees in the wards with boreholes through 

Councillors to look after the boreholes,  

 Improve/strengthen CBM;  

 Train/equip more pump minders (especially women) and  

 Community education on caring and proper use of boreholes 

Seven (7) LAs constituting 54% of urban and rural LAs indicated that they have a 

maintenance plan for boreholes. Six (6) LAs constituting of both rural and urban LAs 

indicated that they do not have a maintenance plan. Maintenance is a continuous - daily 

activity because once the end users realise that the borehole is not working they report to 

the pump minders; community based case takers and pump mechanics check on the 

boreholes weekly and one of the LAs indicated that regular maintenance is a quarterly 

activity. 

The LAs indicated that there is no maintenance plan because: 

 There is need to strengthen the WPCs through training on CBM  

 A maintenance plan is still under development 

 There are resource challenges hence a maintenance plan would not be feasible to 

prepare 

 Maintenance is undertaken when there is a breakdown 

 Erratic supply of boreholes pipes hindering effective maintenance plan  

 Lack of capacity by responsible institutions such as DDF and RDC  

 Funds to procure spare parts are rarely budgeted for and when budgeted for, funds 

are rarely released, and  

 Council relies on donor aid thus a proper maintenance plan is difficult to put in place 

The majority of LAs (10 out of the 13) indicated that maintanance is being undertaken by 

DDF, the Community and the LA. Two (2) LAs (Bulawayo and Chiredzi) indicated that only 

the LA is responsible for maintaining the boreholes. Binga RDC indicated that the 

community is responsible for maintaining the boreholes. 
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Case study 6: Kusile RDC – Rehabiltation of water sources 

Kusile Rural District Council is the only rural Local Authority which indicated that it has rehabilitated 

more than 75% of the water sources in the district during the last five years. With funding from 
German Agro, UNICEF and LEAD, the RDC undertook a rehabilitation exercise of water supply 
infrastructure mainly boreholes which had long been abandoned. The rehabilitation exercise resulted 
in the majority of the available potable water sources in the district being functional. 

The LA attributed their success to a realisation that all activities in the sector should be based on a 
participatory approach and that decisions should be undertaken at the lowest appropriate level and 

this should entail consultations and involvement of users in planning and implementation. The 
success of the Local Authority in terms of rehabilitation was also attributed to the identification of key 
stakeholders such as Councillors, traditional authorities, girls and women as well as stakeholder 
support e.g. District Development Fund (DDF). The Local Authority is working closely with DDF in 
rehabilitating, maintaining and training water point committees and pump minders to reduce the down 
time of broken down boreholes.  

There was a realisation by the RDC that during previous WASH programmes men were the target in 
terms of training as pump minders but this has not yielded the desired results. Most of the men who 
had been trained had left the wards to urban and other areas where employment opportunities were 
better, whilst those who were still present were not always available to take up their responsibilities 
which resulted in non-maintenance of boreholes which would have broken down resulting in women 
and the girl child suffering most in times of water shortages. 

The District water supply and sanitation Sub – Committee saw it fit enough to train more women 
though men who wanted to participate were also considered. Training was undertaken and people 
received skills in pump maintenance and handling of tools. At village level, women devised a 
collective roaster in which they assigned water and sanitation duties and tasks to each household for 
designated water points. In addition a fund was established in each ward to buy locally available 
spares and greasing material for boreholes. Apart from the RDC, German Agro, UNICEF, LEAD the 
Ministry of Health and Child welfare was instrumental in training Village Health Educators and the 
Village Health workers who had the task of disseminating education on health and hygiene related 
information to villages. The success of the rehabilitation of water infrastructure is attributed to 
collaboration among the various stakeholders. 

The following outcomes were noted: 

Effectiveness and efficiency: 

 Women pump mechanics and pump minders are now able to undertake repairs and rehabilitation 
of water points, something which would take weeks when men constituted the majority of pump 
mechanics and pump minders. 

 Improved access to convenient and reliable water supply within a walking distance 
Empowerment: 

 The role of women in society was recognised and their role as custodians and effective 
managers of water resources 

 Women took over what has always been perceived as a role of men 
Community development 

 The adoption of CBM has significantly reduced the community’s dependence on DDF. DDF is 
actively involved where there are major maintenance works 

Improved health 

 Water is being sourced from reliable and protected water sources rather than unprotected water 
sources, streams or rivers. The water is generally safe for human consumption. 

Conclusion 

Community based management as well as the adoption of a participatory approach with the 

active involvement of end users of water (women) has played a large role in reducing the down time 
for boreholes. In addition stakeholder identification and structures such as the district water supply 
and sanitation sub-committee was critical in mobilising resources and providing advice where it was 
needed. The above activities have also community management of the water resources as people 
now have a sense of ownership to the sources. 
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 Water Harvesting 5.2.7

Six (6) LAs indicated that water harvesting is being practised within their areas of jurisdiction, 

whilst the other six (6) indicated that water harvesting is not being practised. Mwenezi RDC 

did not respond to the question regarding water harversting. 

All the six (6) LAs that indicated that water harvesting is practiced within their areas of 

jurisdiction indicated that only 0-15% of the population undertakes water harvesting. The 

communities are not undertaking any water harvesting due to:  

 Know-how is lacking amongst communities (education and encouragement is 

needed)  

 Limited rainfall and high evaporation rates make water harvesting uneconomic 

 Unsuitable roofs  

 Sanitation 5.2.8

As a result of the water, sanitation and hygiene (WASH) activities within LAs, improvements 

have been realised in the sanitation sector.  

 

Figure 20: % of households that have access to functional toilets 

 

In the urban areas the majority of the households (except in the Garikayi Hlani Kuhle 

residential areas (Bulawayo), which are still to be connected), have functional toilets within 

their properties. This is attributed to the fact that within the urban areas connection to 

conventional sewer has to be undertaken before an occupation permit is issued. As a result  

76 – 100% of the households in urban LAs (Bulawayo City Council, Gwanda Municipality 

and Redcliff Municiplaity) have access to a functional toilet. Chiredzi Town Council has a 51 

– 75% coverage due to the new residential areas which are not yet serviced and Lupane 

Local Board has the lowest coverage because the town board it still in a transition period and 

has not serviced all the areas within its jurisdiction.  
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The coverage of functional toilets in the rural areas varies. Binga RDC  and Kusile RDC have 

the least coverage in terms of sanitation 0 – 25% followed by Bikita RDC, Mangwe RDC and 

Zivagwe RDC with a coverage of 26 – 50%. Mwenezi RDC and Mberengwa RDC have a  

coverage of 51 – 75%, Insiza RDC did not respond to the question. Within the area of 

jurisdiction RDCs coverage in communal areas has improved as most of the RDCs have 

benefitted in the past and are still benefitting from donor assistance in the sanitation sector 

and their area of focus is the communal areas. The least coverage is mainly in those RDCs 

which have a wider coverage in terms of the new resettlement areas.  

Waste water sample testing is expected to be undertaken by LAs to establish the quality of 

water which may be re-used for irrigation, watering gardens etc. Four (4)  urban LAs 

indicated that they undertake waste water testing and Lupane Local Board did not respond. 

Bulawayo City Council indicated that it undertakes waste water tests internally. The other 

three (3) LAs (Chiredzi Town Council, Gwanda Municipality and Redcliff Municipality)  do not 

have the capacity to undertake tests internally and hence they outsource the service. 

The rural LAs indicated that they do not undertake waste water tests as they do not have 

treatment plants as blair toilets are being used in their various areas of jurisdiction. 

The LAs  infrastructure which was constructed more than 40 years ago is deteriorating 

due to wear and tear. This coupled with the economic challenges being experienced in the 

country, has incapacitated LAs with regards to rehabilitation of the sewerage infrastructure.  

 Six (6) LAs (Bikita RDC, Bulawayo City, Gwanda Municipality, Insiza RDC, Mwenezi 

RDC and Redcliff Municpality) indicated that they have rehabilitated less than 10% 

of the existing waste water infrastructure.  

 Mberengwa RDC indicated that 21-30% of the infrastructure has been rehabilitated.  

 Chiredzi Town Council and Kusile RDC indicated that it has rehabilitated more than 

51% of the existing waste water infrastructure.  

The ageing infrastructure has resulted in constant sewerage bursts and this compounded 

with constant sewer blockages has created challenges for most Urban LAs. 

 

Community Stand Pipe in Bulawayo 
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 Conclusion and recommendations 5.3

 The provision of potable water constitutes a high priority service amongst LAs. The WASH 

sector also benefits from a lot of donor support to ensure that diseases which are water 

related are curtailed. 

Most of the urban LAs provide 76 – 100% of their households with potable water. This is not 

the case in rural LAs: only Bikita indicated the same percentage, due to the fact that 

borehole rehabilitation has been ongoing during the last two years with the help of foreign 

(donor) funding. Four rural LAs indicated they provide potable water to 51-75% of the 

households, whereas two LAs only manage this to 26-50% of the households. In Kusile 

less than 25% of the households have access to potable water. This is a worrying situation. 

The main reasons for this performance are the constant boreholes breakdowns, 

boreholes drying up and a non-functional community based management system. A 

lack of resources in the LAs, needed for maintenance and rehabilitation of the 

boreholes, hampers to solve these problems. Besides, also a lack of good service by 

ZINWA, power cuts and droughts are mentioned. This leads to the situation that citizens 

are looking for alternatives, which are not always safe.  

A lack of funding and capacity constraints are the main reasons that the situation in the 

WASH areas is not good: water tests are not undertaken frequently enough in some of the 

LAs, the urban LAs are not connecting water to the urban periphery (which sometimes 

causes damage because of vandalism), maintenance and rehabilitation of boreholes not 

always take place, in some LAs, the percentage of water loss/water leakage is quite high, 

the infrastructure is old and there are no financial means for replacement or rehabilitation.  

A good example has been found in Kusile, where – with the help of donor funding – a project 

has been set up, based on a participatory approach, which resulted in a more than 75% 

rehabilitation of the water sources in the district.  

 Recommendations 5.3.1

The LAs participating in the benchmark workshop recommended:  

 To invest in education on water harvesting 

 To educate the community on caring and proper use of boreholes 

 To train/equip more pump minders (also women – see good example Kusile) 

 To install Water point committees or water boreholes committees at the 

boreholes (also to prevent vandalism)  

 To invest in a community based approach  

 To investigate if it is possible to make improvements through Private Public 

Partnerships (PPP)   
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6 Solid Waste Management 

 Introduction 6.1

Solid waste management (SWM) refers to the systematic control of generation, collection, 

storage, transport, source separation, processing, treatment, recovery, and disposal of solid 

waste. This constitutes an important service to residents within LAs but most LAS are failing 

to provide the service to the expected service standard. All the 13 LAs have challenges with 

solid waste management. 

This chapter will discuss solid waste management in general as well as problems which 

are being faced by Local Authorities regarding solid waste management including: 

 Lack of proper dump sites, lack of proper refuse collection trucks, old fleet which is 

experiencing frequent breakdowns, lack of solid waste receptacles, lack of 

equipment at the landfill/dumpsites, landfills/dumpsites which do not meet the 

minimum standards and inadequate personnel. 

 

 Key findings from the analysis of data 6.2

 Availability of Landfills/Dumpsites 6.2.1

In addition to the general problems being experienced as noted above the availability of 

properly designated sites which meet the minimum standards remains a challenge for some 

LAs. Eight (8) LAs indicated that they have landfills/dump sites.  Five (5) LAs indicated that 

they do not have landfills/dumpsites.  

Urban LAs are expected to construct refuse disposal facilities to ensure that collected 

waste is properly disposed – it is a requirement hence they have to plan/budget to provide a 

waste disposal facility. This is unlike rural LAs which do not collect refuse from residents 

hence they do not have waste disposal facilities except at the growth points. Chiredzi Town 

Council indicated that it does not have a landfill/dump site because the one which they have, 

does not meet the minimal prescribed standard. LAs such as Kusile, Mangwe and Zibagwe 

RDC as well as Lupane Local Board do not have landfills/dumpsites at all. These Local 

Authorities indicated that they are experiencing a serious problem of indiscriminate dumping 

of waste. The LAs which do not have dumpsites/landfills indicated that people have dug 

private pits and some are burning and burying waste within their properties.  

http://www.businessdictionary.com/definition/systematic.html
http://www.businessdictionary.com/definition/control.html
http://www.businessdictionary.com/definition/collection.html
http://www.businessdictionary.com/definition/storage.html
http://www.businessdictionary.com/definition/transport.html
http://www.businessdictionary.com/definition/source-separation.html
http://www.businessdictionary.com/definition/processing.html
http://www.businessdictionary.com/definition/recovery.html
http://www.businessdictionary.com/definition/disposal.html
http://www.businessdictionary.com/definition/solid-waste.html
http://www.businessdictionary.com/definition/solid-waste.html
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Increased waste being generated within the community and environmental awareness on the 

need for proper disposal of waste has made LAs especially rural LAs realise the value and 

importance of waste disposal facilities. During the survey most LAs, even some urban 

LAs, indicated they do not have waste disposal facilities at all or they have some waste 

disposal facilities which do not meet the minimum prescribed standards. As a result, due to 

the non-availability of facilities or existence of facilities which do not meet standards, it was 

important that LAs indicate their future plans regarding the provision of such an important 

facility.  

 Nine LAs (9) indicated that they have plans to develop landfills/dumpsites.  

 Bulawayo City Council already has a land fill  

 Three (3) LAs (Mwenezi RDC, Mberengwa RDC and Gwanda Municipality) did not 

respond to the question.  

The LAs indicated that the major challenges they are experiencing are technical, namely 

the standard designs which are expected to be utilised by all the LAs despite their 

varying sizes, volume of waste being generated, type of waste and different financial 

capabilities to develop such infrastructure. In addition, preceding processes such as 

Environmental Impact Assessments (EIAs) and actual construction cannot proceed 

before meeting the minimum standards set by EMA. Redcliff Municipality indicated that the 

Municipality is sourcing for donors to fund their proposed landfill project. 

The provision of waste management services constitutes an important service of any LA 

such that a large component of the LA budget goes towards waste management expenses 

namely: labour, equipment, transport and protective clothing.  During the benchmarking 

process three out of five urban Local Authorities namely Chiredzi Town Council, Lupane 

Local Board and Redcliff Municipality indicated that a large percentage of their 

expenditure goes towards the provision of waste management services. Four (4) RDCs 

(Bikita, Binga, Insiza and Mwenezi) indicated that they are providing waste management 

services at their growth points and hence they budget for the service. 

All the LAs are aware of the Environmental Management Agency (EMA) standards though 

seven (7) LAs indicated that their facilities still do not meet the prescribed standards. Binga 

RDC indicated that their facility meets the standards as prescribed by EMA. The reasons 

cited mainly by urban LA for non-compliance is that they have long time ago constructed 

their landfills and they do not meet the standards prescribed by EMA e.g. the landfill cells 

are not lined. Some LAs such as Gwanda Municipality indicated that they do not have a 

landfill but a dumpsite. Though LAs are aware of the standards prescribed by EMA for landfill 

development, the major constraint indicated was that the prescribed standards require 

heavy capital investment which most LAs currently do not have. 

Nine (9) out of the thirteen (13) LAs indicated that they were fined by EMA in for non-

compliance. Mwenezi RDC, Mberengwa RDC, Zibagwe RDC and Binga RDC are the only 

LAs which have not been fined.  
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Whilst LAs are in general agreement that solid waste should be disposed properly, their 

concern is that EMA is divorcing its self from reality, although the Agency is very much 

aware of the challenges LAs in the country are facing in terms of financial and human 

resources. EMA is putting emphasis is on punitive measures namely fines not 

facilitating on how to assist the LAs to improve their landfills or develop landfills 

which meet their standards. The fines being issued to LAs are for:   

 Non-collection of waste,  

 Developing without preparing an EIA, and  

 Non-compliance of the existing facilities, this is despite that the facilities were 

constructed a long time ago.  

Bylaws are regulations made by a Local Authority to aid its functions. By laws are made by 

LAs in respect of all matters as it considers necessary or desirable for the maintenance of 

health, safety and well-being of the inhabitants of its area of jurisdiction. As a result it is 

important that LAs prepare waste management bylaws to assist in solid waste management 

services. However only 8 LAs indicated that they have bylaws on waste management.  

The other five (5) LAs indicated that they do not have any bylaws on waste management 

as they do not have the technical expertise to prepare whilst one LA. Out of those five (5), 

Bikita RDC indicated that it is in the process of formulating some by laws.  

Whilst eight (8) LAs have bylaws on waste management, the major challenge which was 

being experienced, is related to the enforcement. Six (6) LAs indicated that they are 

enforcing the bylaws, two (2) are not. Some LAs indicated that they are not enforcing the 

waste management by laws due to lack of commitment, they are outdated and there is 

only negligible waste being generated at growth points which does not warrant 

enforcement of the bylaws. In terms of waste management bylaw enforcement, LAs 

indicated that they provide health education, undertake inspections, and impose fines 

to offenders. 

LAs indicated that they are experiencing challenges in the enforcement of bylaws namely:  

 Delays in approval of bylaws by the Minister which means that they cannot use them, 

 Inadequate manpower to monitor illegal dumping  

 Low prioritisation given to health and environmental issues by the justice system, 

 Non-deterrent fines and outdated by – laws.   

Waste management should be viewed as a team effort by the LAs and citizens. The LA 

makes an effort to provide an enabling environment for the proper disposal of waste and it 

does this by providing waste receptacles for residents for collection as per schedule. 

However, during the survey it was established that nine (9) LAs do not distribute waste 

receptacles and only four (Bikita, Binga, Mwenezi and Zibagwe RDC) distributed. The non-

availability of waste receptacles to residents presents a major challenge as it could be 

a major contributor of improper refuse disposal. 
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Bikita RDC Clean up Campaign 

 

                

Figure21: If Yes, how many residents do you deliver waste receptacles to annually            

As shown in the graph above, two (2) LAs (50% of the 4 LAs who deliver waste receptacles), 

deliver waste receptacles to 0-20% of the populations. One (1) LA delivers waste 

receptacles to 21 – 40 % of the population and one (1) LA did not respond.  

The waste receptacles should be demand driven and the survey results clearly show that 

there are very few residents who have waste receptacles. This is attributed to the fact that 

people are expected to purchase their own waste receptacles and they give less priority to 

that. The majority of residents in the residential areas improvise, they use 50kg and 20kg 

plastic bags, plastic buckets and they bury waste in the pits. Bikita RDC indicated that in 

an effort to improve waste management, the LA purchased some bins so that residents 

could buy from them and make payments incrementally. However, despite such facilitation 

by the LA, the residents are not forthcoming to purchase acceptable waste receptacles. 
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 Conclusion and recommendations 6.3

Waste management is a problem for almost all of the LAs. Eight out of thirteen LAs have a 

landfill/dumpsite. One has a landfill/dumpsite that does not meet the requirements and 4 LAs 

do not have a landfill/dumpsite at all.  

During the survey, most LAs indicated that they do not have waste disposal facilities at 

all, or – in case they have – they do not meet the standards. These standards are a real 

problem. The standards are set by the EMA, but only Binga meets these standards. Resons 

for not meeting the standards are:  

 The landfills/dumpsite have been developed before the standards were in force 

 The standards require a heavy capital investment 

As a consequence of not meeting the standards, LAs are fined by EMA. This happened to 9 

out of 13 LA. Instead of assisting and facilitating the LAs, EMA fines, which is not 

encouraging the LAs at all. The LAs have financial problems, and instead of using the 

scarce means they have for establishing provisions for waste management, they now have 

to use the means to pay the fines.  

Bylaws are an important instrument to guarantee smooth implementation. However, only 8 

LAs have developed bylaws on waste management. Only 6 out of 8 LAs are also enforcing 

the bylaws. Reasons for not-enforcing are: inadequate manpower to monitor illegal 

dumping and low prioritisation given to health and environmental issues by the justice 

system. Also non-deterrent fines and outdated bylaws hamper effective enforcement. It is 

advised to the LAs to invest in enforcement, in order to make clear to the citizens that waste 

management is a serious issue. When not collected properly, waste flying around can cause 

health problems and has a negative influence on a healthy environment.  

 Recommendations 6.3.1

In an effort to improve waste management practices, LAs suggested that EMA as a 

government agency should: 

 Facilitate landfill development by issuing standard designs,  

 Plough back to the LAs through training and funding for the construction of landfills,  

 Assist in formulating PPPs,  

 Facilitate for EIA preparation and  

 Advocate for Government subsidies to assist in the construction of landfills. 
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7 Citizen Participation 

 Introduction 7.1

Citizens’ participation is a regulatory process by which the public's input on matters affecting 

them is sought. The main goals of citizens’ participation are improving efficiency, 

effectiveness and transparency by involving the target group in policy development. The idea 

behind public consultation is that those who will be directly affected by the policy
4
, can bring 

in their experience, their problems and their solutions, which should lead to better, more solid 

and suitable solutions. Besides that, it is widely known that the legitimacy of state activities 

and the acceptance of new Laws and regulations by the target group is increasing by 

involving them in the development process.  

Actually citizens’ participation leads to:  

 Better policy and a more effective implementation 

 Increased legitimacy of state activities  

 Active citizenship which lead to stronger democracy  

 

This chapter will focus on citizen participation in general.  

 More focus would be in terms of establishing if Local Authorities have a policy on 

citizen participation, processes of citizen participation, methods used by Local 

Authorities for citizen participation and effectiveness of participatory mechanisms. 

 

 Key findings from the analysis of data 7.2

During the benchmarking survey all the 13 LAs indicated that citizens are actively 

participating in various Council activities. 

However, despite the active involvement of citizens in various Council activities in the LAs, 

only three (3) LAs participating in the benchmark (Bulawayo City Council, Bikita RDC and 

Kusile RDC) indicated that they have a policy on citizen participation. The other 10 LAs 

do not have policies or  guiding frameworks on citizen participation. For those LAs which do 

not have policies, the basis on which the citizens are actively involved are: the RDC Act, 

Good Governance principles and “institutionalising community involvement”. The non 

availability of a policy document on citizen participation was mainly attributed to lack of 

capacity to develop one. The LAs indicated the need and importance of developing a citizen 

participation policy as a guiding framework to all LA employees especially how members of 

the community can have a stake in decision making – it is an important concept in terms of 

citizen empowerment. 

                                                           

4
 When we speak about ‘policy’, we mean all activities from the government, including Laws, regulations, secondary 

legislation, implementation of laws and regulations, etc.  
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 Methods utlised by LAs in Citizen participation   7.2.1

Citizens’ participation can be carried out in several ways, with the use of several instruments, 

from basic to very advanced. The choice for a certain way and instrument depends on the 

subject. In many countries, governmental bodies who are seeking for ways to involve the 

target group in policy development, they work with the so-called “participation ladder”
5
. This 

ladder can consist of 3 – 11 steps. The simplest version of the ladder consists of three steps: 

information (one way: mostly from the LA to the citizens), consultation (two way: the 

citizens can ask questions, which are answered by the LA) and active participation (LS and 

citizens are working together).  

The LAs indicated that they use a mixture of methods, covering the steps mentioned 

above. The majority of LAs indicated that consultations are mainly undertaken during the 

budget consultation process, community based plannning, bylaw formulation and during the 

preparation of service charters. 

         

Figure 22: Methods used by LAs for citizen participation 

 

The methods utilised by LAs varied from public meetings to focus groups though the majority 

of LAs indicated that they use public meetings during the consultation processes. The 

majority of LAs provided more than one response regarding the methods they use citizen 

participation i.e. public for consult public meetings are viewed as the most effective for 

community meetings as many people would come as once. However, the LAs indicated that 

meetings are not very effective as some people dominate, some peole are shy to speak in 

public, disadvantaged groups such as women and youths generally do not talk much when 

they are in public meetings compared to other foras such as focus group discussions. 

 

                                                           

5
 Initially developed by S. Arnstein in ‘Journal of the American Institute of Planners’, 35, 1969, 4, pp 216 – 224. 

Adapted for the Netherlands by inter alia the Dutch Institute for Public and Politics in 1998.  
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In an effort to ensure that all the affected and interested stakeholders are consulted  

consultations are being undertaken mainly with the following identified stakeholders: 

residents association, business community, disabled, youth, women as well as common 

interests groups such as farmers, business people, vendors, commuter operators and 

miners.  

Due to the diversity of stakeholders various methods are used for inviting different groups 

depending on the target group. Six (6) LAs indicated that they use the same method to invite 

the various stakeholders and the other six (6) indicated that they do not use the same 

method it depends on the target group. For example, if they focus on young people, they use 

Facebook posting and emails, while for other target groups letters, telephone, notices, SMS 

and through public notices in newspapers are used to reach the target groups. In addition 

the LAs recognise the association structures and use those structures to invite them.  

 

 

Focus Group Discussions in Insiza RDC 

 

Though participatory mechanisms are in existence among LAs, it is important to find out to 

what extent they are effective.  

Of the thirteen (13) LAs, Mangwe RDC indicated that the current participatory mechanism is 

not effective because attendance to these meetings is very low. This means that  

stakeholders who should avail themselves to consultation foras, are not be represented.  

The other LAs indicated that the current participatory mechanisms are effective. The LAs 

which indicated that participatory mechanisms are effective, mentioned that:  
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 High attendance to council meetings e.g. budget consultation meetings resulted in few 

to no objections 

 Engaging citizens on payments of council licences and levies leads to the situation that  

the LAs now encounter less resistance from the community, and 

  Cooperation among various stakeholders is increased. 

 Social Accountability 7.2.2

Social Accountability is a form of accountability which emerges from actions by citizens 

and civil society organizations (CSOs) aimed at holding the state to account, as well as 

efforts by government and other actors (media, private sector, donors) to support these 

actions
6
. Two (2) LAs (Bulawayo City Council and Bikita RDC) indicated that they have a 

policy on social accountability. The other 11 LAs indicated that they do not have a social 

accountability policy. Bulawayo did not indicate when their policy was developed and Bikita 

indicated that it was developed in 2012. Bulawayo City Council prepared the social 

accountability policy with the help of an external consultant, whereas Bikita RDC prepared it 

along with the MoLGPWNH. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                                           

6
 Goetz, A. M. and R. Jenkins (2005) ‘Introduction’, in Goetz and Jenkins, Re-inventing Accountability: Making 

Democracy Work for Human Development, International Political Economy Series, Basingstoke, Palgrave 
Macmillan. 
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 Conclusion and recommendations 7.3

 Public participation constitutes high priority amongst all the Local Authorities in their 

activities. A lot of attention is being given to participation in an effort to ensure that residents 

make contributions to the various decisions/activities being proposed by Local Authorities as 

they are ultimately affected by the decision. 

The methods used by LAs vary from public meetings to focus group discussions though 

public meetings is the most prominent consultation mechanism. This is not always effective, 

especially when all stakeholders are invited at the same time. According to some LAs, the 

effectiveness could be improved by organising separate meetings for different 

stakeholders, so that they all can speak freely.  

 

Other recommendations aiming at increasing the effectiveness of the participation are:  

 

 Development of a policy on citizen participation (make clear how procedures will be, 

who will be invited, what the purpose is: only sharing information or asking for an active 

contribution from the participants, etc.)   

 Carry out regular councillors feedback meetings with residents  

 Provide additional channels for accessing the LA  

 Budget allocations at ward level to support community plans / desires, and 

 Introduce report back meetings on issues discussed and presented to council for 

consideration so that everyone is informed about all developments. 
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8 Complaints Procedure 

 Introduction 8.1

Local government is frequently the first point of contact with the public in accessing public 

services. As a result it is important that local authorities deal with residents in accordance 

with the principles of courtesy, fairness, openness and transparency. In such an 

environment, residents have the opportunity to say when service standards are not being 

met or when they have not been treated with courtesy and fairness. A responsive culture, 

where issues are resolved timeously can lead to a better way of conducting business with 

the public and also assist LAs in improving the services they offer. The issue of handling 

complaints is an important part of service delivery in local government and this has been 

illustrated in recent years through a variety of practical developments, such as through 

extending opening hours, improved interaction with residents and published service 

standards, in many cases through customer service charters. 

 

Customer complaints systems are another clear expression of LAs’ commitment to customer 

service and to treating citizens with courtesy and fairness, and in an open and transparent 

manner. In addition, complaint procedures are of benefit to local authorities as well as to 

service users within the local community, as they provide an opportunity for continuous 

improvement of service, by indicating problem areas. Most LAs have already taken the 

initiative to establish complaints procedures so that citizens can register their complaints and 

they can respond to concerns expressed citizens about service delivery, including in many 

cases appropriate appeals mechanisms. There is significant increase in recent years in the 

number of local authorities which have put in place procedures for dealing with complaints.  

 

This chapter will focus on complaints procedures in general, and will focus specifically on: 

 Establishing if there are platforms for citizens to complain about the services of 

Local Authorities, the mechanisms through which citizens may complain, how Local 

Authorities are providing complainants with feedback and complaints registers. 

 

 Key findings from the analysis of data 8.2

Of the 13 participating LAs only Chiredzi Town Council indicated that it does not have a 

platform/mechanism for citizens to complain about LA services. 
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Insiza RDC, Mangwe RDC and Redcliff Municipality indicated that the citizens are not 

aware of the complaints procedure. The lack of knowledge about the existence of complaints 

procedures by the citizens is attributed to lack of community awareness by the LA. The 

three (3) LAs indicated that they are in the process of making residents aware about the 

complaints procedures which are in place.  

The other nine (9) LAs indicated that citizens are aware of the complaints procedure which 

are in place. The LAs indicated that citizens have been made aware of the complaints 

procedures which are in place through adverts and road shows. Citizens have been 

made aware about the existence of call centre number through their bills, ward 

meetings, budget consultation meetings with councillors, newsletters and fliers, 

website, and sms platforms. 

It should be noted that though there could be complaints procedures existing within LAs, the 

major challenge noted among some LAs is that these are not documented: seven (7) LAs 

(Redcliff Municipality, Lupane Local Board, Insiza, Kusile, Mangwe, Mberengwa, and 

Zibagwe RDC) indicated that their complaints procedures are not documented. The 

only LAs which indicated that their complaints procedures are documented are Bulawayo 

City Council, Gwanda Municipality, Bikita, Binga, and Mwenezi RDC.  

LAs as service providers have put in place machanisms through which residents can 

complain about the various service being provided by the them. These include:  

Table 15 Mechanisms in place to provide feedback 

Name of LAs Mechanisms in place to provide feedback 

Bikita RDC  Suggestion Box 

Binga RDC  Public Meetings 

Bulawayo City council  Toll Free 

 Suggestion Box 

 Email 

 Mail 

 Walk Ins 

Gwanda Municipal  Suggestion Box 

 Complaints Register 

Insiza RDC  Suggestion Box 

 Citizens are free to approach any of the LA officials, the DA 

and even politicians to register their displeasure on any 

activity/ process. Such issues are then referred to LA 

Management for rectification 

Kusile RDC  Suggestion Box 

Lupane Local Board   Come through Town Secretary or the Board Chairperson 

Mangwe RDC  Suggestion Box 

Mberengwa RDC  Association/ Committee leaders 
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Name of LAs Mechanisms in place to provide feedback 

 Grievance procedure in place for employees to air their 

grievances. 

 Suggestion Box 

Mwenezi RDC  Suggestion Box 

 Whistle blowing system 

 Open door policy 

Redcliff Municipality  e-mail 

 Walk in 

 Direct phone line  

Zibagwe RDC  Budget Consultation 

However, though there are various platforms which are used by LAs to provide feedback, 

the effectiveness of these platforms is an important consideration. If feedback is not 

provided, citizens may stop to give their opinions/male their complaints. This can lead to the 

situation that the LA is assuming that it is performing well as there are no complaints. For 

example: suggestion boxes are rarely opened and if opened the suggestions or complains 

are not acted upon. 

All LAs mentioned that they either invite the complainant, call the complainant or write 

the complainant. In Gwanda, this happens even within 24 hours, in case the citizens files a 

complaint on water and/or sewerage issues. In Mwenezi, the complaint is investigated and 

the citizen is informed about the investigation.  

All the LAs except Mangwe RDC indicated that they are providing the complainants with 

feedback. Mangwe RDC indicate that it is not yet providing feedback because there is no 

policy as yet which is in place regarding how to provide feedback. However, despite that the 

LA is not doing so it has plans to provide feed back to the complainants in future.  

 Complaints Register 8.2.1

Of the thirteen (13) LAs, seven (7) indicated that they have a complaints registers whilst the 

other six (6) (Lupane Local Board, Bikita, Binga, Kusile, Mberengwa and Zibagwe RDC) 

don’t have such a register  The complaints register is being used to capture all the 

issues/complaints which need the LA’s attention. The complaints register is administered by 

various people,  such as the internal auditor, focal persons in the various departments, the 

CEO, call centre and by secretaries in the various departments. The complaints are 

forwarded to the various departments which are in charge with the subject, for answering 

them.  

LAs which do not have a complaints register indicated that they are working on modalities to 

compile complaint registers as it is a new concept. Kusile RDC indicated that there is no 

complaints register but as complaints increase they will create a complaints register.  
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Zibagwe RDC indicated that they attend to complaints as they come, they do not have a 

complaints register. A complaint register unlike a call centre would be affordable to the LAs. 

The case of Gwanda Municipality is clear testimony to the fact that the purpose of improved 

service delivery by Local Authorities through a complaints register can be attained. 

 

Case study 7: Gwanda Municipality - complaints register 

The Municipality of Gwanda has established a complaints procedure which has improved the Local 

Authorities reaction time to repair works and general service delivery processes. Currently, a 

complaint can be raised against any council department through the office of the Town Clerk. 

The complaint can be made in writing through the office of the Town Clerk or the complainant may 

come to the Municipal offices to register his/her complaint in the complaints register. The complaint 

register has codes which relate to the nature of the complaint e.g. 01 – burst pipe, 02 – overflowing 

manhole, 03 – leaking water pipe, 04 – bill, 05 – broken manhole cover, 06 – late response to fixing 

a water leakage 07 – other (specify). The specification of the appropriate code is important as it will 

give the Municipality an idea of the problem. 

Some of the important information which is contained in the register includes: name of the client, 

house number, contact phone number, day when complaint was attended, and the date when issue 

was resolved. In addition the date of reporting, reported time, nature of complaint, time of 

attendance, time completed and signature of the council official and the client - where possible - 

should also be documented. Once a client has filed a complaint with the Municipality he/she is given 

a copy (the complaint register/book is in duplicate).  

A complaint can also be raised over the phone for documentation by the LA official who would have 

received the complaint. The official would be filling the information in the complaints register.  

Once the complaint has been attended to, the client is also given a copy of the sheet which he/she 

countersigns to show that the complaint has been attended. The sheet would be containing 

information such as work done, when and who attended to the report etc. A copy of the filled 

complaint form is filled for future reference. 

Conclusion:  

Complaints procedures have been established by Gwanda Municipality and this has improved 

reaction time to repair works and general service delivery processes. Attendance to complaints 

has also improved the relationship of the Municipality with residents as feedback is given to 

the complainant once the work has been done.       
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Case study 6: Bulawayo City Council - improved interaction with residents 

Bulawayo City Council is one of the Local Authorities which have several mechanisms in place for 

use by residents to interact with the city about the LA services. The City has traditionally used 

methods such as suggestion boxes, complaints register, through the area councillor and writing to 

the office of the Town Clerk. The above methods especially suggestion box has not been very 

effective and user friendly. 

Due to technological advancement and the need to be more interactive with all members of the 

community – the young and the old, other platforms such as Facebook and Twitter have been 

utilised by the city. The establishment of a 24hr customer service call centre by Bulawayo City 

Council (BCC), with support from the Australian Government AUSAID, has assisted BCC to open a 

call centre meant to enhance rapid interaction between the LA and the citizens, this is also seen as 

a modern innovation of improving service delivery. The call centre has improved the LAs response 

to customer queries which has been of great concern over the years. The call centre uses a 

computerized system through which phone calls from residents are logged onto the system and 

forwarded for address to the relevant Council departments for further action. Through the call centre 

residents can request emergency services like fire and ambulance, report burst pipes and sewers, 

refuse collection, street lighting and make queries on their bills and give feedback to the LA.  

The call centre operates as follows: 

 A resident calls to make a formal complaint e.g. burst water pipe 

 The nature of the complaint/issue is logged into the system and the complainant is issued with a 
reference number. 

 Before the artisans attend to the burst pipe the complainant is called by the artisans to establish 
the exact problem, locations etc. 

 Site visit is undertaken by the BCC artisan to attend to the problem 

 Once the artisan has completed the repair works he/she informs the call centre attendant to or 
explain challenges encountered in addressing the problem.  

 The complainant is called and informed that the works have been fully attended – is he happy 
with the way the works have been done 

Whilst other mechanisms such as complaining through the area councillor, walk-ins are still being 

used, the call centre has improved communication with residents and stakeholders and this 

has restored confidence. In terms of operations once a complaint has been launched it is logged 

and the details of the complainant are taken and once the complaint has been addressed/repaired 

the complainant is called to verify if the complaint has been addressed to his/her satisfaction. 

The call centre initiative also assisted Bulawayo City to win the public sector award as the most 

customer focused local authority because of its excellent customer service initiatives. 

Conclusion: 

The call centre has improved interaction between the residents and City Council and there are no 

costs for the residents. This has also strengthened citizen’s participation in service delivery as 

well as improved the LAs response to customer questions which has been of great concern 

over the years. Whilst mechanisms such as complaining through the Town Clerks office, area 

councillor and walk-ins are still being used, the call centre has improved communication with 

residents and stakeholders and this has restored confidence to the city.   
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 Conclusion and recommendations 8.3

All the participating LAs have put in place mechanisms for residents to complain or make the 

authorities aware of challenges being experienced in their areas of jurisdiction. These 

mechanisms are improving service provision. 

However, despite such a noble idea being in place the Local Authorities observed the 

following recommendations: 

 Some residents are not aware of the complaints procedures due to lack of awareness 

by the LA. The LAs should invest in awareness raising regarding the possibilities of filing 

a complaint and the procedures. 

 The complaints procedures are not documented, which hampers an optimum use of 

the complaints: by analysing the complaints on a regular basis (e.g. quarterly), the LA 

can receive useful information on the state of affairs of e.g. public utilities and can 

prioritise their actions for the upcoming quarter.  

 In many LAs there is no clear procedure for providing feedback. This can really damage 

the relation with the citizens and can lead to the situation that citizens do not file 

complaints any more.    

       

                                    

Bulawayo Call Centre  
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9 Overall Conclusion 

This benchmark report constitutes a consolidation of findings from a questionnaire which 

was designed by the LACEP team but was validated by the participating Local Authority 

during a workshop session. The questionnaire covered 6 municipal performance areas 

identified by Local Authorities as key to their day to day functions namely; Revenue 

collection, Internal systems, Water supply and sanitation, waste management, citizen 

participation and complaints procedures which was distributed to Local Authorities. 

The benchmark outcomes show that the Local Authorities in Zimbabwe are struggling with 

the implementation of the services to the population, mainly due to a lack of financial 

means. This is, in turn, partly caused by the fact that most LAs encounter problems when 

collecting revenues: valuation rolls and databases are not updated, collection methods are 

not effective, property owners do not pay, mistakes are made due to manual billing, and 

meters are not functional. Only 5 LAs managed to collect more than 50% of what they 

are estimated to collect. Of these, Bulawayo performs best, with a collection rate of 82% of 

the property/unit tax. 

The lack of financial means leads to problems in service delivery. In the benchmark, we 

concentrated on two important services: services in the field of water delivery, sanitation 

and hygiene, and waste collection. Urban LA’s (except for Lupane, which is quite a new 

urban LA) manage to deliver potable water to more than 75% of the population, but in 

rural LAs, the situation is not that positive: only one of the rural LAs participating in the 

benchmark reached this percentage. Although the urban LAs manage to deliver potable 

water to more than 75% of the households at the moment, continuation of this situation is in 

danger, because of the lack of maintenance of the water infrastructure. The state of the 

water infrastructure also leads to large volumes of water loss.  

Regarding waste collection, LAs have problems in developing infrastructures for waste 

disposal. The standards, as they have been developed by the Environmental Management 

Agency are (in the current situation) too high, and cannot be reached by the LAs due to a 

lack of financial means. Instead of assisting and facilitating the LAs, the Agency fines the 

LAs, and the fines are quite high.   

Although the financial situation is difficult, for the citizens as well as for the LAs, LAs still 

see opportunities to increase the income, by increasing the efficiency and effectiveness 

of tax collection. Recommendations can be found in Chapter 3.  

Some of the LAs are struggling with their internal systems: new tools (like performance 

contracts and reviews) have been introduced over the last years, which have not been fully 

implemented yet. These new tools could also help to increase the efficiency and 

effectiveness of the LAs in general.  

Citizens’ participation is quite well developed in the LAs, although some participants 

mentioned that improvements till can be made, mainly in the field of giving feedback.  
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The same goes for complaints procedures: they are in place, although clear policies are 

missing in most of the LAs. Complaints can be a good source of information for the LAs, 

and therefore it is important to develop clear procedures and give feedback to the citizens, 

who file a complaint. 

The next step in the benchmark process is sharing the outcomes of the workshops, as 

described in this report. The LAs will study the good examples mentioned in this report as 

well as in the workshops, and, if applicable, implement these good examples in their own 

LA, with the support of the Local Authorities Capacity Enhancement Project (LACEP). At the 

beginning of 2017, a new questionnaire will be developed. The outcomes of this 

questionnaire will also be analysed and used to see if and how far, improvements have 

been made and if trends can be identified. A final seminar to share the identified Good 

Practices with all Local Authorities in Zimbabwe will be organised mid-2017.     
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11  Annexes 

Annex 1: LAs Sources of Revenue, as mentioned by the 13 
participating LAs 

  

Source(s) of Revenue 

1. Leases   

2. Licences 

3. Levies   

4. Rates   

5. Unit tax 

6. Fines & Penalties 

7. Income generating projects 

8. Estate Development 

9. Water 

10. Solid Waste management 

11. .Waste Water 

12.  Rentals (commercial & Domestic 

13. Interest  

14.  Hire of facilities & equipment 

15. Burial Fees 

16. Clinic/Health Fees 

17. Plan Fees 

18. Development permit fees 

19. Land Administration 

20. Cemetery Fees 

21. Penalties 

22. Supplementary charges 

23. Advertising rentals 

24.  General Fees 

25.  Approval Fees 

26. Trading Profits 

27. Grants (ZINARA grant) 

28. Levies (Development, Land 

29.  Cattle 

30. Mining 

31. Sales  

32. Donations 

33. Lession fees 

34. Tender fees 

35. Inspection fees 

36. Plan approval fees 

37. Waiting list fees tax 

38. Timber royalties 

39. Clay sales 

40.  Cattle sales levies 

41. School admin fees 

42. Cession fees 

43. Wildlife and other natural resources 

44. Vendors and hawkers 

45. Trophy fees- Hunting quotas 

46. Bus terminus fees 

47. Royalties 

48.  Stray livestock sale 

49. Pegging 

50. Certifying, photocopying and printing 

51. Irrigation levy 

52. Builder registration 
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Annex 2: Breakdown in terms of infrastructural facilities, constructed 
per ward in Mwezeni RDC, in the framework of ploughing back [income 
from taxes] to the community.     

    WARD 13 

Project Area Identified 

Problem 

Nature of 

Project 

Amount 

Ploughed Back  

Situation after 

Intervention 

Mukume 

 

High absenteeism 

rate in times of 

bad weather due 

to absence of a 

conducive learning 

environment 

Construction of 

classroom 

block 

 

US$ 2 150.09 

was ploughed 

back to the 

community for 

purchasing 171 

bags of cement 

Reduced absenteeism as 

there is a complete 

classroom block which 

suits all weather 

conditions 

Marirangwe 

and Masakwe 

schools 

High absenteeism 

rate in times of 

bad weather due 

to absence of a 

conducive learning 

environment 

Construction of 

classroom 

block 

US$ 4 258.00 

was ploughed 

back to the 

community for 

purchasing 

building material 

Reduced absenteeism as 

there is a complete 

classroom block which 

suits all weather 

conditions 

  Fencing of BJB 

plots 

US$ 2 987.00 

was ploughed 

back to the 

community for 

purchasing 29*50 

KGs of rolls of 

barbed wire 

Cattle and wildlife now 

have restricted movement 

thereby protecting nearby 

farmers crops 

Sengwari 

Secondary 

Cattle and wildlife 

were straying into 

the nearby farm 

lands 

Construction of 

a classroom 

block 

US$ 1 325.00 

was ploughed 

back to the 

community for 

purchasing 100 

bags of cement 

Reduced absenteeism as 

there is a complete 

classroom block which 

suits all weather 

conditions. The pass rate 

has also improved 

significantly. The school 

has also been registered 

as an examination centre. 

Masakwe, 

Tagarika and 

Farai Schools 

High absenteeism 

rate in times of 

bad weather due 

to absence of a 

conducive learning 

environment 

Construction of 

a classroom 

block 

US$ 2 152.00 

was ploughed 

back to the 

community for 

purchasing 184 

bags of cement 

Reduced absenteeism as 

there is a complete 

classroom block which 

suits all weather 

conditions. The pass rate 

has also improved 

significantly. 

Tsakani 

Primary 

School 

High absenteeism 

rate in times of 

bad weather due 

to absence of a 

conducive learning 

environment 

Roofing of a 

classroom 

block 

US$ 357.00 was 

ploughed back to 

the community for 

purchasing IBR 

sheets 

Reduced absenteeism as 

there is a complete 

classroom block which 

suits all weather 

conditions. An 

improvement in staff 
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retention. 

Zvataida, 

Simukai and 

Chegumbiro 

schools 

High absenteeism 

rate in times of 

bad weather due 

to absence of a 

conducive learning 

environment. 

Construction of 

a classroom 

block 

US$ 2 822.00 

was ploughed 

back to the 

community for 

purchasing 184 

bags of cement 

Reduced absenteeism as 

there is a complete 

classroom block which 

suits all weather 

conditions. 

Guramatunhu 

School 

High absenteeism 

rate in times of 

bad weather due 

to absence of a 

conducive learning 

environment. 

Construction of 

a classroom 

block 

US$ 1 758.00 

was ploughed 

back to the 

community for 

purchasing 149 

bags of cement 

Reduced absenteeism as 

there is a complete 

classroom block which 

suits all weather 

conditions. 

Mufula Ranch 

borehole 

drilling 

Unsafe drinking 

water 

Sinking and 

casing 3 

boreholes in 

Mufula 

US$ 10 800.00 

was ploughed 

back to the 

community  

The three boreholes were 

drilled and cased. The 

RDC needs to purchase 

pipes, rods to complete 

the installation process. 

Mucheni 

School 

No learning during 

times of bad 

weather 

Construction of 

a classroom 

block  

US$3 743.00 was 

ploughed back for 

purchasing 28 

bags of cement, 

roofing material 

and 24 seater 

examination 

desks 

Learning now taking 

place as scheduled since 

there is a completed 

classroom block and 

children’s desks 

Chikokoko 

School 

Shortage of 

cement for the 

completion of the 

classroom block 

Complete 

construction of 

the classroom 

block 

US$ 137.50 was 

ploughed back to 

the community for 

purchasing 11 

bags of cement  

The classroom block has 

been completed and 

conducive learning 

environment created 

Machena and 

Siwela dam 

There were water 

leakages on the 

dam wall 

 Rehabilitation 

of Machena 

and Siwela 

dam wall 

US$ 144.00 was 

ploughed back to 

the community for 

purchasing 12 

bags of cement 

Water leakages were 

eradicated as a result of 

the maintenance on the 

dam wall 

Chemhara 

School 

There was a 

shortage of 

classroom blocks 

for an improved 

learning 

environment for 

children 

Construction of 

classroom 

blocks 

US$ 306.03 was 

ploughed back to 

the community for 

purchasing 

building material 

A conducive learning 

environment has been 

created after the 

completion of the 

classroom blocks. 
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Chimbi 

Primary 

School 

There was a 

shortage of 

classroom blocks 

for an improved 

learning 

environment for 

children 

Construction of 

a classroom 

block 

US$ 503.00 was 

ploughed back 

into the 

community for the 

purchase of 

building material. 

A conducive learning 

environment has been 

created after the 

completion of the 

classroom blocks. 
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Annex 3: Overview of all the Tables, Figures and Case Studies  

 

                                                                                                                                


