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The cost implication of erroneous rezoning by the city 
 
On 9 May 2024, our office received a complaint from *Mrs 

Hendricks who cited that a year ago, her municipal account 

statement had suddenly increased significantly from her usual 

monthly billing. After inspecting her bill for discrepancies, she 

quickly realised that her property had been rezoned from a 

residential home to a commercial space. As a result, she was 

subsequently billed on business tariff rates. 

 

During this period, she made multiple queries with the Revenue 

Shared Services Centre (RSSC) Department but unfortunately 

received no response. However, she continued to pay the 

inflated billing amount to avoid any penalties until she could no 

longer afford to do so and opted to lodge a formal complaint 

with the Ombudsman.  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Image Source: Property24 

 

In terms of Section 21 of the City of Johannesburg Municipal 

Planning By-Law, 2016, the alleged reclassification of Mrs 

Hendricks’ property indicated two probable instances of 

maladministration, namely, the erroneous rezoning of her 

property without a written application from the resident 

requesting such a change and the respective department’s 

failure to formally consult with her on the City’s decision to 

implement the alleged change.  

 

As a property owner, you have the legal right to object to your 

municipal rates. The grounds for objecting to property valuation 

are outlined in the Municipal Property Rates Act 6 of 2004 (with 

subsequent amendments). This means that you can apply in 

writing to the RSSC or at your nearest customer service centre 

to be charged at residential rates, provided that the property 

in question is exclusively used for residential purposes. Click here 

to lodge your complaint with the city, should you find yourself in 

a similar situation. 

 

While this matter is still under investigation, we implore all 

officials to conduct due diligence when serving the residents of 

the City as billing oversights of this nature very often carry serious 

financial implications, particularly for pensioners and others 

living on a fixed income, who may not always have the means. 

 

* Not her real name 
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Complainant seeks reinstatement of pavement  
 
*Mr. Kgopa, a resident from Randburg, lodged a complaint 

with our office in July 2024, requesting for the reinstatement 

of his residential pavement and damage to his property. 

 

In his complaint, he cited that on 18 April 2024 

Johannesburg Water officials attended to a leaking pipe on 

his property and left without reconstructing the pavement 

after an alleged botched excavation on his property led to 

the rupturing of an asbestos pipe that caused a significant 

amount of water flooding and ultimately damaging various 

valuable items in his garage and backyard. 

 

After numerous attempts to receive some form of 

compensation from the city-owned entity, he decided to 

escalate his matter with the Ombudsman as there seemed 

to be no effort from Johannesburg Water to redress his 

complaint. 

 

Though the matter is currently under investigation in our 

office, it is worth noting that the entity usually actions small 

scale restorations work on pavements, roads, concrete 

surfaces and backfilling etc. Thus, we are confident that we 

will find an amicable solution for both parties based on the 

findings which will derive from our evidence-based 

investigation. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
* Not his real name 

https://objections.joburg.org.za/Objection/PropertyIndex
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A day in the life of a…Joburg Ombudsman Ambassador 

 
Since the inception of our Joburg Ombudsman Ambassadors 

Programme in June 2021, we have mentored a total of forty 

ambassadors through the City's EPWP Project. From call 

centre training and lodging of complaints to procurement 

and media buying, beneficiaries such as Aluwani Lehlokota 

have quickly adapted to the workplace while learning soft 

skills such as time management, problem solving and 

teamwork in the various units within our office. 

 

Umbiko sat down with Aluwani, to get a glimpse of his day as 

an ambassador within the Intake and Registry Unit. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Image source: Aluwani Lehlokota 

 
What training or experience is required to work at an Intake 

and Registry level, particularly as an ambassador?  

 

To work at intake and registry, one typically requires customer 

service training, proficiency in administrative tasks, and a 

strong understanding of the handling of confidential 

information in respect of the POPI Act. Additionally, effective 

communication, public speaking, and decision-making skills 

are essential, alongside cultural competencies to interact 

respectfully with a diverse group of clients.  

 
Walk us through a typical day at work as an ambassador? 

 

As an ambassador, my day is structured around several key 

activities. I begin with a morning briefing to review the 

schedule, meetings and any urgent issues. A significant 

portion of my day is devoted to communicating with various 

stakeholders, such as clinic managers, and community 

representatives, ward councillors through calls, and emails. 

Engaging with the public through events and outreach 

programmes is crucial, as it helps in promoting our services and 

building relationships. I also document my activities and 

prepare reports to ensure transparency and accountability. 

Finally, I end the day with a review of my accomplishments 

and subsequently plan for the next day to ensure tasks are on 

track and any pending issues are addressed, timeously. 

 

What information do you need to successfully close a client’s 

case at the preliminary investigation stage?  

 

To close a client’s case at the preliminary investigation stage, 

you need to gather comprehensive case details, all relevant 

evidence, understand the client’s pain point and the desired 

outcome. This means that you need to be familiar with 

applicable laws, obtain stakeholder feedback, review 

preliminary findings, and ensure all procedural requirements 

are met. Proper documentation of the investigation and 

communications is equally important. 

 

How would you rate yourself when it comes to providing the 

client with feedback of their case?  

 

I would rate myself highly on providing detailed feedback 

regarding a client's case because I ensure that the information 

is accurate, relevant, clear, and delivered in a timely manner. 

I always strive to address the client's needs effectively and 

provide them with the best possible support. 

 
What is stressful about solving clients’ queries or cases? 

 

Solving clients' queries can be stressful due to the complexity 

of issues, time pressure for quick resolutions, high client 

expectations, emotional demands, and the responsibility of 

ensuring correct outcomes, especially when resources are 

limited. Balancing these factors requires strong problem-

solving skills, time management, and emotional resilience. 

 
Tell us your overall experience as an ambassador and how 

working for the Office of the Ombudsman has affected your 

life?  

As an ambassador, I have gained valuable skills in 

communication and diplomacy while engaging with diverse 

communities. Working for the Office of the Ombudsman has 

deepened my understanding of social justice and 

accountability, emphasising the importance of empathy and 

transparency. This has significantly shaped my approach to 

leadership, highlighting the importance of integrity and fair 

processes. 

 
 
 
 
 
Copyright Notice and Disclaimer 
 
The information provided in this document is protected by applicable 
intellectual property laws and may not be copied, distributed, or 
modified for any purpose without the explicit consent of the Office of 
the Ombudsman. This newsletter is for information purposes only and 
cannot be considered a legal reference to the needs/circumstances 
of any individual. 


