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SWAN Cape Town 2026 Workshop – Roundtable Recap:  

“How Do we finance…” 
 

Topic: Customer Engagement/Billing 
Facilitators: Hilton Smith (Drakenstein Municipality) & Danie Kotzé 

(Mezzanine) 
 

"The customer is the common touchpoint—understand their role in the AMI journey." 
 

"Separate the message from the billing." 
 

"Show the link between efficiency and self-funding." 
 

"Customers sometimes trust a 3rd party rather than the utility itself." 
 

"Need to disrupt... Entry to market needs to be quicker." 
 
I. Summary 
 
The roundtable focused on the holistic revenue journey triggered by smart meter roll-outs. 
Using the Drakenstein pilot (129 meters) as a baseline, the discussion pivoted from a purely 
technical installation view to a business transformation perspective. The framing centered 
on the reality that while technology exists, the "human" elements of customer engagement 
(currently at 5% survey completion) and internal departmental silos—are the primary 
hurdles to scaling smart water projects. 
 
II. Top Challenges 
 

• Low Digital Adoption & Engagement: Despite roll-outs, the 21% app download and 
5% survey completion rates highlight a significant "customer fatigue" and a lack of 
perceived value. 

• The Trust Deficit: Customers often trust third parties more than the utility itself, 
making direct engagement difficult when addressing billing disputes. 

• Departmental Silos: A lack of cooperation between municipal departments 
prevents the project from being seen as a collective revenue journey. 

• Funding Barriers: Navigating the gap between internal revenue-based funding and 
external grant mechanisms while proving a business case. 

• Policy Inertia: Existing municipal policies and "pressure from the municipality" 
often move slower than the speed required for effective market entry and tech 
disruption. 



2 
 

• Primary Challenge Statement: How do we move from a technical pilot to a self-
funding, municipality-wide business transformation where the customer is the 
common touchpoint? 

 
III. Practical Solutions, Tools, Approaches, & Best Practices 
 
Internal Buy-in & Funding  
 

• The "Smart Playbook": Developing a formal business case (or handbook) to show 
senior management the direct link between efficiency and self-funding. 

• 80/20 Rule & Baselines: Focus on the 20% of issues causing 80% of revenue loss. 
Establishing a data-driven baseline is "NB" (notable/essential) for internal 
credibility. 

• Leveraging Grant Funding: Actively seeking external grants to supplement internal 
revenue to accelerate market entry. 

 
Customer Engagement 

 
• Quarterly Engagement Forums: Utilising existing city structures to host regular 

touchpoints rather than relying solely on digital apps. 
• Separating the Message: Moving away from only contacting customers regarding 

billing. "Value water" messaging should be distinct from "payment due" messaging. 
• Peer-to-Peer Platforms: Sharing success stories between customers to build 

organic trust. 
 

IV. Main Industry Takeaways 
 

• Business over Tech: Smart metering is a business transformation project, not just a 
technical upgrade. 

• The Value of Water: Utilities must shift the narrative from "cost of service" to the 
"value of water" to improve collection and engagement. 

• The Customer Touchpoint: Every internal department's contribution must 
eventually serve the customer, who is the common thread in the revenue journey. 

• Baseline Data is Critical: Without a solid data baseline, you cannot prove the 
efficiency gains needed to secure future funding. 

• Disruption is Necessary: Entry to market needs to be quicker; traditional municipal 
timelines need to be disrupted to keep pace with AMI capabilities. 


