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Utility Diagnostic

Results Documents Required:
*We specify results in our plans 12345

+ Specified results are realistic and can be measured 12345 ¢ Mandate

= Specified results are assigned to specific job holders 12345 e Business Plan
*Planned and actual results are communicated widely 12345 e OrmgChart

*Our KPIs include e Budget

+water coverage 12345 e  Annual Report

- quality and service period 12345 «  Monthly Report

» sanitation services 12345

- customer satisfaction 12345 * Procedures

« operating efficiency 12345 o KPs

« asset condition 12345 o Coverage Map

« financial performance etc 12345 e Customer Charter
Processes & Customer Profile
+We have documented processes (SOP) 12345 o Asset listing
*Our processes Cover:

- planning 12345

- customer services (water, sanitation, etc) 12345

« personnel — hire, develop, assess 12345

+ asset acquisition and maintenance 12345 Set up Interviews

« financial management (tariffs, billing, 12345

collection, cash management, budgeting) 12345 . GO_/MD_

- achieving change 12345 e Engineering
+We have an effective system for monitoring results 12345 * Finance
Personnel e Customer Services
+Job holders responsibilities and authority are sufficient 12345 ¢ HR
to meet agreed targets e Other
+ Strong leadership and understanding exists to support 12345
target setting process
«There are job descriptions forkey positions 12345
« Staff appointment and promotion are based on merit 12345 Consider need for
«We have staff development plans and succession 12345 .
planning ¢ Presentation
Resources e Hand out
+Budgets are sufficient to achieve agreed targets 12345 ¢+ Training
*Cash release is timely and in accord with budget 12345 e Confirm key
*Revenues exceed expenditures 12345 contact persons
«We are able to borrow to finance capital expenditure 12345 s Setup Skype
*We use long term forecasts to maintain viability 12345

1= not existing 2 = exists but not satisfactory 3 = exists but just satisfactory

4 =workswell 5=works exceptionally well

(Hi4i: 2009.9 ADB Twinning Guidelines for Water Utility Twins - power of two, boosting performance
through twinning)
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1. H#:#8/WSP @ The International Benchmarking Network for Water and Sanitation
Utilities IBNET)IZ3N T, Web ETEBIN TV DL EBIIET —# X—X

2. WHO @ Tools for assessing the O&M status of water supply and sanitation in
developing countries (2000)

3. SIDA @ Water Utility Partnership for Capacity Building Africa - Utility Performance
Improvement Plan Framework (2006)



4. WSP %D Water Operator Partnerships - Africa Utility Performance Assessment (2009)

5. USAID @ A Guide for Performance Monitoring and Benchmarking of the Water Supply
and Sewerage Sector of Montenegro  (2005)

6. WSP @ Phase II _ benchmarking urban water utilities in India (2008)

7. ADB Water Utilities Data Book, Second Edition, Asia and Pacific Region (1997)

8. WASREB @ Impact - A performance Report of Kenya's Water Services Sub-Sector Issue
No 2 (2009)

9. ADB @ 2007 Benchmarking and Data Book of Water Utilities in India (2007)

10. ADB @ Water in Asian Cities - Utilities' Performance and Civil Society Views (2004)
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2008.9 WSP Phase II Benchmarking Urban Water Utilities in India.pdf
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2007 WSP The Water Operators Partnerships - Africa - an action program.pdf
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2003.10 World Bank Water Supply and Sanitation in Poverty Reduction Strategy Papers in
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2002.4 World Bank A Water Scorecard - a discussion and examples of the use of performance
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1996.9 World Bank Performance Monitoring Indicators Handbook.pdf
1996.5 World Bank Water & Wastewater Utilities - indicators 2nd edition.pdf
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1-IBNETWaterBenchmarkingv02.doc
Instructions.doc
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2005.6 SEAWUN Benchmarking Survey for 2003 - databook of data and results.pdf

2004.1 ADB Water in Asian Cities - utilities' performance and civil society views.pdf




2003 ADB Asian Water Supplies - reaching the urban poor.pdf
1997 ADB Water Utilities Data Book, Second Edition, Asia and Pacific Region.pdf
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2009.1 GTZ Water Sector Reform Program, Zambia - interim evaluation 2008, brief report.pdf
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interim evaluation 2008.pdf

2008.1 GTZ Water Supply and Sanitation Sector Reforms in Kenya, Tanzania, Uganda and
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reality in Sub-Saharan Africa.pdf
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2007.10 GTZ&KfW Water - A key to Sustainable Development - German development
cooperation in the Yemeni water sector.pdf

2006 GTZ, etc. Planning Jordan's Water Future - lessons learnt from the water sector planning
support project.pdf
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2005.11 GTZ Private Sector Participation - theoretical insights and practical experience in
WATSAN (water and sanitation) and solid waste.pdf

2004.11 GTZ, etc. The Informations System of the National Water Supply and Sanitation
Council (NWASCO) in Zambia.pdf

2004.7 GTZ&WSP Communication Strategy for the Water Sector Reforms Programme.pdf

2004.4 GTZ Sharing the Experience on Regulation in the Water Sector (SOWAS) - working
group on regulation and PSP in Sub Saharan Africa.pdf

2004 GTZ, etc. National Strategies for Sustainable Development - challenges, approaches and
innovations in strategic and co-ordinated action based on a 19 country analysis.pdf

1993.3 GTZ Water Sector Reform Zambia - proposal on the phased reorganization of the
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management in Zambia.pdf
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2008.6 IWA Water Utility Management International - special issue benchmarking.pdf

2007.12 IWA Water Utility Benchmarking for Managerial and Policy Decisions - lessons from
developing countries.pdf
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first steps in serbia.pdf
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2008 UNICEF&WHO Joint Monitoring Report.pdf
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Developing Countries.pdf
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Category

Vulnerability

Capacity

Planning

Lack of human

resource

There is no monitoring for
sach quarter and semester

Some stalf do not
have trainings

Most work were done
based on real situation.

Some time it may cause

1/5 of the plan . "
wrong plan implementation

are not realistic

Regular maintenance

Good water quality
and enough pressure

The plan includes
meonthly plan, quartely
and semester plans

All work are The planning
going smoothly process is good

Lack of experts for plarrirg.
Sinve there is no firm long-term

Each sector does

not hava its own outside plan, firm long term plans

relating watarwarks also cannot be

There is annual plan
and action plan. All

All plans were analyzed
in advance

plans are based on

the situation The management is

Communication

supply to tha need of

Some staff have bad attitude

Staff come late to work ;:rp‘”‘ is OK bur not very

made. .
analysis transparent
Lack of elear regulations that cause | Palicy solves problems with Transfer knowledgze among
vislation from othar institution Carvwt pravids watsr CLETOM OIS staff is done well

The communication with other institutions and
customere is not good which cause them do not
understand well about the impast of water use

Iseal paople =1 Good commurication amorg
sach sector and among the Thers is claar mesting
institution sched.ila 1o solvs work
problems, to expose the
Communcation amorg || [ There are meeting among real problems met.
the institution is good. sector and institution

Distribution of
Tasks &
Authorities

Each sector has
limited knowledge

They work
carelessly.

Not yet set up a mechanism

They have limited
Y for solving conflict with

knowledge
! The task assignment is not good.
They work followd “ ¥

ald habit ILack of internal working regulation

| The management of cach seetor chief is too lnose.

|
[
|
]

There is adequate
structure

Clear TOR for each
sector

Labor is still low

Employ no skill staff

|Thc staff lack of
skill
The employment do not fit

1o the scope of work

There is no reserve

The employment was
done based on the real
need

Since people in
Cambodia are not
bound by rules as

persons for future i i N
Employment —lud‘ of posts Th;mr.‘ e S‘O:'.d custom, difficult
Werking regulation All employment ware cases can be easily
The employment is not good ] done based on evaluation handled by
because those employment do |Number of staff is criteria, c !
not have skill absolutely not enough excaptional ways.
No promotion incentive The incentiva is higher
than other institutions
Incentives The incentive was

done on time

Others

The awareness raising on
the promotion of potable
water are

The water quality test is not
contain full parameter.

They have solution
skill.
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o JKEEHEOmEIE(LIZ, MIME OEEREFITEN, HGFHORME TS,

e  MIME/DPWS i, BREOFEIMEL . AERIITE VIR, KEFEERORE TR
ZITWDIZ WO T, SBEIL~V/A T 4 T O BRI,

o JKEEICKIT AHMIBER E LTO ML —=0 IR0

o [HD ML —=u TR H =22\, JICA DEEYR, 41, KEWHES ORI
LTS, KFET, EFKEIZONTHZ TWRWD &G, ENFEFT N E
BETICHY, ZZCREDORER EZEHLL TVDIN N L —=2 7 BRNE,

1 7hread
1 Opportunity

Cannot Control

Organizational

Individual Knowledge

Functions .
Don't have long Lack of training & Skills
termi center
improvement
Difficult to order Water
chemical for association
treated water
Can Control |[W=erae
scheme of
water supply system
LAN is installed -
Salary is low in the office h
Palicy to Inoreasing No experience
autonomous the operation time to make
water utilities and supply water Connection @
pipe become ]
2 N T increase nﬁ E
1] o standard ol Policy to encourage i "
% g equipment of the investment in WATER ::' :;: daiﬂdpif::;"t;::) Water shortage o g
= 2 tools for water supply sector UTILITY - in dry season = )
ﬁ. serving clear Water quality is =
o o watar bad g @
> (™
No water Population is Water tariff is ;
service law increasing reasonable
Lack of understanding ‘noroase GDP
on taniff increase for -
poor peopla Tockiof < N
\ R ainires ater tariff is
on water saving too low
Lack of Central government does not

awareness have budget to improve or
raising on clean extend the water supply
Gonfusing | ~ —
accounting system Electrical tariff is
expensive

No low interest loan
Increase of fuel
price

Politics &
Society

Financial Base

T RTT OFETH « =R VF —4 OKEEBMIME/DPWS) TOEREE A ¥ v L (ES) D i 5]
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o HBWXIRLLT, VAr—F— - TR ZREL., BT,
o MEEOIHBA~DXEFEHIT> TV D,

Category Vulnerability Capacity

Foeilitation by Tara on ExisLing Distribution syslem 4 staff can do hydraulic
development lackirg dravings are notl. up—to—date analysis
Obtaining budget takes time Trairing needs aceasement Plans are under to develop
. | rot camied out GIS syslem inlernally
defined Realistic targets set by

Tana SPA for Meru

Lack of MEE staff | Lack of moritoing and
luation system neluding
sqdisversement of budgel
Ne customer Neot enough internal Easy to communicate Commercial department
magazine yet mesating due to much work due to small organization ||coordinates budget
preparation
. . Lack of adequate Not enough rasponse time Open to the public
Communication || an cystem with TANA
Bottom up approach for
N N budgetting including
Requirement of TANA in i im
notqcmar Sugges?lon and anti participatory approach
corruption boxes

. . . Evalualion of clined in job descriplion
D IStrIbutIOI"I Of |perfnrmance lacking Snc: st:ff qug:r:zatioal
Ta SkS & structure
Authorities

No human

rasouce officer
Do not have full Recruitment is objective and adequate
conlrol on Difficult in rocruiting qualified slalT in the markol
employment capable staff due to low MEWASS recruit recommend to the board

Employment salary
No human Possibility of better
resouce officer salary and incenlives

No incenlive
scheme Provision of tools &
uniform Lo the slall

|Lack of mechanism to assess performance |

Incentives

|Lack of link between performance & revenue |

|Lack of career progression due Lo limited posts |

Two accounting Financial audit
syslems

Auditing state
Oth ers International accounting
standards & state
Cootperation act (2
systoms)

=T DA — ETFKEEFEEHMEWASS) TO X v /37 ¢« MEgatE o Hr (CVA) D E i 1]
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ELTHIDTNDN, S HIZIUAD 30%% Bl K S8 OYLIRICEH 2 £ 512 TWSB
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e  MEWASS O 7= ORisk IriRaH O R E X TWSB OE(L7EA3, JICA DX TIEL L
TodT O EHEN IR S AU TUV RN,

o TWSBIZ, =7 ILWELOKEAZBRIE L, NNIKOAKEREEKE 7 T ALY 7L
T, EREIUC B RTE FCEAFR AR L2 R LI & Vs TS, #aE &
D, BRI, KEJRE B %A & 0 Environmental Management O FHA % JICA [ZHKHH L
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N

Cannot Control

QOrganizational Individual Knowledge
Functions & Skills
Kenya Water
Training Institute in
Meru (branch)
Can Control
Lack of skilled
|worker
Lack of updated
: s (tachnical
Inadequate staff E ion/Major
Emforcement of rules & and business training program rehabilitation of water
regulation eg. procedures) except et
Environmental protecting for procurement [ t
within catchment area i s
E Long sarvice pipes insids the @
H ol ot Achievement of WATER AR Cp Elramtae o3 3
. 0 respect o performance =
a % difforont playcrs indicators from SPA UTILITY e l Inadequats 3 3
& S |mandate in the Prossure in disiribution system is high facilities to = 09)
= @ |water seotor QS i going to be cotsblished serve all arcas T:} -
<] Existing water suppl, o
g‘. 2 xm:x“;lm touth If '.(-6
reed updating N g
= Network is new

NRW within acceptable
Various media to international value and
communicate with customer also quality of water
availabe supplies

(distribution

and service
Siooo)

Lack of concem
understanding due

Lack of awareness
on water quality

The assumption
that water sould Gontrol of

Setting of tariffs |
be provided free of [ [ 10 ative Difficult to collect

charge water sourges enough revenue

owned by public | [The respect of for expansion
rule of law

Electricity tariff

is high

Society & Culture Financial Base

=T DA — ETFAKEEFEEIELMEWASS) & N F F 7K ¥ — & 23 (TWSB) TD
BRiFE A % v L (ES) D FEfi Bl
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o KEFHXKOMEFFEHED 30%E MEERIZEDEDL EWnoTle, L—ARHDN, A
YT 47 E L TOMBIIAH,

o HEEFSIZED DL N — L oOfifiL, KIEHE DT> TEHY, WASREB IFBH5- L T
AYA/AN

o KEEWMEZIL. KBV X —D<vAF—TF5 U EFEHFTX TR,

2009 it WASREB O F~—J BT A KEFEERHORaT Y T « VAT A

Indicator Maximum Minimum
Performance Score Performance Score
Collection efficiency =090% 30 <50% 0
Unaccounted for Water (UfW) =20% 30 =70% 0
Water quality | Drinking water quality >085% 20 <80% 0
Compliance with residual >95% 10 <50% 0
chlorine tests
Hours of Population =>100,000 20-24hrs 20 <8hrs 0
supply Population <100,000 >16hrs 20 <d4hrs 0
Cost Recovery (O&M) >130% 20 <70% 0
Metering ratio 100% 20 <50% 0
Staffing (No. | Large & Very large companies <5 20 =20 0
of staff per Medium & Small companies <7 20 =20 0
1000 con- (with less than 3 towns)
nections) Medium & Small companies <9 20 =25 0
(with more than 3 towns)
Water coverage >80% 20 <30% 0
Sanitation coverage =>90% 10 <20%
Total maximum Score 200

3.64  GTZ: NA Bt 14

o BUZ—DXRXNVT 4 - THEAAY POFEL, EE o TR,

o R OETHBIFEEAFENEH 2 AKEFFEK PL OIFRS AT LOWHEDO IR — k
% SEfii (Zambia, Tanzania & Kenya Tt £ IZ5EfE, Z 417 5 Albania & Palestine),

o =TT, KEFEKPORIELEIND T —XOKEIZR EL TS,

o INDLDPIDERY AT ADOWFIZISWT, RO IBNET & (EHdH L T2z,

e WHO. UNICEF } U UN-HABITAT (2 & %, ® EEO LKER =T — a0
W R AZDUNT D Joint Monitoring programme (JMP)IZIZIEH L TCWAN, T — X DOfE
ERHEY EmL RN,
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