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Foreword
The increasing threat of global population growth, predominantly in urban areas, remains the major
challenge water and sanitation utilities in African have to overcome, to meet the MDGs, according to
a panel of experts at a WaterAid organised seminar held in March 2009 at the African Water
Association (AfWA) International Water Congress, Kampala, Uganda. The panellists1 were agreed that
a pro-poor service delivery mechanism that can meet the social and commercial objectives of utilities
is possible.
Although the panellists were quite diverse in the approach to providing answers to the central
question of the seminar: Can utilities ever deliver services for the urban poor without CSO
participation, certain key recommendations came out of the discussions. The panel was unanimous
in agreeing that there is a need to involve CSOs in the planning and implementation of the pro-poor
initiatives but added that to promote services to the poor actions must include:
•
•
•
•
•

The need for urban reforms to put in place policies and a legal framework which include specific
pro-poor interventions
The need for an independent regulatory unit to ensure compliance
The need to recognise that the main responsibility for providing the funding for subsidies, where
required, lies with the Government not the utility.
The fact that a framework should be set for utilities to provide the service to the poor.
Utilities must have opportunities to know how win-win pro-poor service delivery can be done and
ways to multiply the good practices currently among a few utilities.

This publication brings together a body of knowledge on how successful utilities serve low-income
communities on a win-win basis. It is WaterAid’s contribution to the World Bank Institute (WBI)
course on successful utility reform in water and sanitation. It takes the view that utility reforms that
address utility financial viability and technical and management performance are necessary but not
a sufficient condition for improved services to the poor. It strengthens the WBI desire to address this
gap in reform programmes, providing specific services for the poor component in reforms to address
the ever-increasing spatial and socio-economic disparities of developing countries’ towns and cities.

Timeyin Uwejamomere
Senior Policy Analyst
WaterAid
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Introduction
Providing a good water supply service to all the residents of urban slums at an affordable tariff is
a major challenge for many water utilities. The World Bank Institute (WBI) course ‘Designing and
implementing successful utility reform in water supply and sanitation’ addresses the core issues
that confront the management of utilities. These can be grouped into three challenges: strengthening
financial and management viability, improving production efficiency, and establishing a strategy for
market expansion and equitable distribution of services.

The challenge
Utilities are increasingly looking for win-win approaches to reaching the urban poor. There is a vast
potential market for portable potable water in poorer urban areas of Africa and Asia. According to
the UN 40–46% of urban water supply is through off-grid water-supply systems2. 65% of urban
residents in Sub-Saharan Africa are presently paying for water at exorbitant prices, but remain
unconnected to the network.

A win-win reform framework: good for poor people, good
for the utility
The following modules on how to reach the urban poor are intended to enrich the WBI utility reform
urban programme. The modules address two core challenges: how utilities can expand their market
share in poor areas, and how to integrate the expertise of civil society organisations (CSOs) when
thinking about social extension to keep transaction costs down.
The proposed modules are built on WaterAid’s field experience and research encapsulated in two
2009 publications: Our water, our waste, our town (a toolkit)3 and Water utilities that work for the
urban poor (a policy paper), as well as Guidance notes on services for the urban poor, published by
the Water and Sanitation Programme (WSP) of the World Bank, also in 2009.
The modules address the need to strengthen and reform utilities to achieve equitable distribution of
services and extend them to the ‘new’ market in informal and un-served areas. They outline what needs
to be done and showcase examples across the world where utilities have succeeded in expanding
their services to the urban poor, using six of the action areas in the WSP framework as a guide.
The WSP publication4 provides a framework for tackling the obstacles that prevent the urban poor
accessing water, sanitation and hygiene (WASH) services. These can be grouped into seven action
areas (see Annex 1):
1.
2.
3.
4.

Give the poor a voice.
Neutralise vested interests.
Eliminate administrative and legal barriers.
Strengthen capacity, autonomy, and accountability of service providers and offer incentives to
serve poor people.
5. Adopt appropriate financial policies.
6. Overcome physical and technical barriers.
7. Support policy development.
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Modules outline
Module 1: Improving utilities’ market share of services to low income areas/customers
This module addresses action points from the 2009 WSP publication. Field experience shows that
low-income city residents presently pay small water vendors up to five times more per litre of water
compared to water prices charged by utilities in wealthier areas. Many utilities do not consider
poorer households to be viable customers; however, recent evidence shows that when utilities
overcome this misconception they can increase their income and improve their cash flow.
This module will address action areas 4, 5 and 6 identified in the WSP framework based on
WaterAid’s field experiences and research.5

Module 2: Strengthening the engagement of community groups and NGOs in utility
reforms and service improvements
This module addresses action points 1, 2 and 3 identified in the 2009 WSP publication. The
participation of consumers and civil society in the design, implementation and monitoring of
services has been shown to increase ownership and sustainability. WaterAid’s toolkit Our water,
our waste, our town explains how to strengthen civil society engagement in urban utility reform for
improved water and sanitation services. The toolkit is a useful resource for utility managers and
reformers on engaging citizens in urban reform.

Expectations
At the end of the training programme, water utilities can expect to be able to:
1. Establish a unit or task force from within the organisation to focus on serving the urban poor;
build links between this unit and community leaders and CSOs in the slums.
2. Reduce non-revenue water (NRW) and ensure that most or all of this additional water supply be
allocated to informal settlements.
3. Develop a business model for serving the urban poor that ensures revenues are adequate to
meet additional costs (i.e. cost-reflective tariffs that provide a commercial incentive to serve
these consumers).
4. Develop an investment plan to mobilise additional capital to pay for network expansion, public
tapstands, household connections and drainage.
5. Seek investment funds from national governments, international donors or financial institutions.
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Module 1:
Improving utilities’ market share of
services to low-income customers
Aims
By the end of this module, participants should be:
1. Able to address misconceptions about the costs and benefits of extending services to
poor people
2. Familiar with tools and approaches for identifying customers in informal settlements, including
strategic partnerships
3. Aware of different products (service options and payment methods) for poor people and
have considered the possible application of ‘non-conventional’ technologies in their towns
or cities
4. Familiar with the pros and cons of tariff and subsidy regimes and how these can be reconciled
with financial viability
5. Familiar with strategies and techniques to improve customer communications and feedback
mechanisms

Module outline
Background
Reaching the poor: addressing the central dilemmas
• Willingness and ability to pay
• Targeted services
Delivering change: building utilities’ capacities to serve the poor
1. Know your customers
2. Service providers’ obligations and accountability
– Utility autonomy and incentives to serve the poor
– Customer orientation
Enabling change: financial reforms
3. Tariffs and subsidies
4. Pro-poor policies to accelerate access to poor communities
5. Flexible financial products for people in low-income areas
Managing change: overcoming physical and technical barriers
6. Establishment of targeted implementation strategy or low-income service unit
– Property rights vs right to water

5

Background
Urban water and sanitation services tend to prioritise wealthier areas. Policy makers, sector
regulators and utility managers often have a misperception that poorer households are not viable
customers; however, recent evidence suggests that by meeting the needs of poor people utilities can
grow and increase profitability.
This module will give a flavour of some experiences across developing countries of technical and
organisational innovations to address some of the commonly identified challenges to serving the
urban poor. It draws extensively from research and practices presented by WaterAid in Water utilities
that work for poor people: Increasing viability through pro-poor service delivery6 and WSP in
Guidance notes on services for the urban poor7.
WSP identified common obstacles that prevent poorer neighbourhoods from accessing utilityprovided water and sanitation services. These obstacles can be grouped under seven action areas8.
Aspects of three of these action areas and common obstacles are addressed in this module.
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Action area

Common obstacles

Strengthen capacity,
autonomy, and
accountability of
service providers and
provide incentives to
serve the poor

• Public service providers sometimes lack the autonomy,
financial and human resources, and incentives to provide
services to the urban poor.
• Municipalities and utilities are not held accountable for the
provision of satisfactory water supply and sanitation services.
• Utilities have a tense relationship with poor consumers.
• The services provided by small private service providers
(SPSPs) are not recognised, encouraged and regulated.

Adopt appropriate
financial policies

•
•
•
•

Overcome physical and
technical barriers

• The overexploitation and degradation of water resources
affect the poor disproportionately.
• Physical and technical challenges and the high investment
cost of conventional technologies make extending formal
piped water supply and sewerage networks into informal and
unplanned settlements more difficult.
• Utilities and municipalities are reluctant to use alternative
technologies.

Tariffs do not cover the full cost of efficient services.
Poor households find it difficult to pay up-front connection fees.
Poor households find it difficult to pay monthly bills.
Increasing block tariffs penalises households that share
a single connection.
• Small-scale service providers lack adequate finance to extend
networks into peri-urban informal settlements and small
towns.
• Many subsidised tariffs benefit non-poor households who
have connections.
• Shared/public latrines have inadequate revenue to pay for
maintenance, water supply and cleaning.

WaterAid presents a six-step approach to address utility challenges in serving poor people living in
urban areas. This manual integrates the three action phases – delivering change, enabling change
and managing change – espoused in the 2009 WaterAid paper and WSP framework.

Key characteristics of pro-poor utilities/providers
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Reaching the poor: addressing the central dilemmas
Two central dilemmas face utility management in developing countries:
• The perception that poor people are not willing to pay for water supply.
• The technical, physical, legal and political challenges of targeting services to the needs and
payment convenience of the urban poor.
The first point is a myth that can be ably addressed by identifying the most appropriate answer,
for your towns and cities, to the second dilemma.

Willingness to pay
In most cities in developing countries, poor people often pay more for a lower level of water supply
service. For example, 65% of urban residents in Sub-Saharan Africa are paying for water at exorbitant
prices, but they remain unconnected to the network. There is an untapped market for potable water
in poorer urban areas of Africa with approximately 70% of the African urban population living in
informal settlements.

Case study: Poor people pay more for water in Addis Ababa
A survey of 105 randomly sampled households in poor areas of Addis Ababa found 45% relying
on public taps or yard taps. A further 22% of households were using private water kiosks or
water vendors; the average price charged by water vendors was found to be almost eight times
the lowest rate of the tariff. Water from public and yard taps was also found to cost more than the
top rate of the utility tariff for connected households – mainly middle and upper-income earners.

The need for targeted services
Services need to be tailored to poorer customers. Low-income water users, because of the
inconsistent nature of their income, require special mechanisms for service delivery and for revenue
collection. If services are tailored well, the urban poor can be reliable and viable customers, helping
utilities to sustain a regular or daily cash flow.
Resolving the central dilemmas creates the political atmosphere and attitudes that enable a conscious
effort to reach the urban poor.
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Action area 1 – Delivering change: building utilities’
capacity to serve poor people
Providing services to poor people can be a challenging task. Most utilities that want to expand
services to this population will need to develop new understanding, new skills and draw upon
additional resources.

1. Know your customer
As a first step, utility managers need to find out more about the needs and preferences of the target
group. It is likely that some data already exist and it’s worth checking with government, donor and
NGO partners to see whether they have data that might help.

Discuss
•

•
•

•

What do you know about the poor un-served people in your town? Where do they live?
Where do they work? How do they access water and sanitation? How much do they pay for
these services now?
What are the main barriers that prevent your utility from providing universal service?
What skills are required to expand services to the urban poor in your city?
What skills does your utility already possess and which additional skills are
required? How can you obtain these?
What financial and engineering resources are required to serve the poor
and which are available? How can the gap be met?

Case study: Mapping slums in Kathmandu, Nepal
In Kathmandu, the NGO Forum for Urban Water and Sanitation carried out a mapping of slum
and squatter areas. The mapping process was validated by a taskforce combining utility,
government and donor representatives. The process included a survey of stand posts, the
collation of existing data about the urban poor and a detailed survey in selected clusters to
obtain information with regard to social status, migration patterns, access to water and
consumption patterns – such as collection time, water quality and quantity, sources of water
and ability to pay.
The mapping process was carried out in close cooperation with the respective communities.
Before commencing the actual mapping and data-collection process, a user committee was
formed, which later served to coordinate activities for project design and implementation, and
was subsequently responsible for the operation and maintenance of the services provided by
the utility. Municipalities were also involved in order to integrate any works into local level
planning processes.
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Be wary of making untested assumptions about poor people, where they live and their aspirations for
a better life. Data is essential to inform decisions and can be collected from local organisations,
discussion groups, household surveys and key informants.
Here are some key questions that need answering in order to be able to serve customers in informal
settlements:
• How many people live in informal settlements?
• What are their income-earning activities within the informal settlement that require water?
• What are the household income levels?
• What improvements have highest priority? Lower prices? Better services?
• What are the current prices in the informal water market(s) and how good is the service quality –
in terms of availability, hours of service, waiting time, water quality?
• How do the poor people prefer to buy water and pay for water services?
Almost all water utilities are under pressure to improve their commercial viability and utility staff
must test the investments to expand services into slums to ensure these make commercial sense.
This requires making educated assumptions about potential revenues, and costs which can be
adjusted using Excel worksheets. For easy-to-use tools, see www.waterbusinessplanning.com.
Some of this information might exist already. It is worth making links with central government
(Ministry of Water, Ministry of Housing, National Bureau of Statistics), the municipal authorities, local
NGOs or community based organisations (CBOs) and donors.

2. Service providers’ obligations and accountability
As an essential requirement for life, the human right to a minimum volume of water for all residents
every day has received increasing endorsement by governments around the world and within several
international charters. The implementation of this obligation for urban residents falls on the shoulders
of public water utilities and municipal authorities. This obligation can be met by direct service or by
facilitating services to be delivered by others, such as small scale independent providers (SSIPs).
Some utilities have prepared a charter that makes explicit their commitment to customers, as in the
below example from Nairobi.
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Nairobi City Water and Sewerage Company: Customer service charter summary
Description
of service

Requirements

Charge

Timeline

New water
connection

– Completed
application form
– Copies of
1. ID/passport
2. Pin certificate

– Survey fee of
14 days
Ksh 2,500
– Meter security deposit in
Ksh
1. Domestic – 2,500
2. Kiosk – 5,000
3. Industry – 50,000
4. Construction
– Domestic – 15,000
– Commercial – 50,000

Water leak repairs

Report

Free

48 hours

Meter reading

Access/cooperation

Free

30 days

Meter testing

Access/cooperation

Ksh 100

7 days

Billing enquiries

Visit or call customer
care desk

Free

Instant

Final billing

Application for
de-enrolment

Payment of total bill
up to final reading

14 days

Payment of bills

– Water or account number
– Visit to our paypoints

Free

15 minutes

Re-connection on
disconnection for
non-payment

Cooperation

– Normal disconnection
Ksh 500 and double
deposit up to 2.5 times
of customer monthly bill
– Disconnection from
mains Ksh 5,000 or
double deposit,
whichever is higher

24 hours

Sewer connection

– Completed application
form
– Copies of either
1. ID
2. Passport
3. Pin number
4. Approval of
construction by
city council

Ksh 2,500

14 days

Sewer burst repairs

Report

Free

48 hours
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Exercise: Customer service charters
Brainstorm in pairs:
A customer service charter outlines the standard of service that the customer can expect, as
well as what they can do to support the utility to deliver an effective service. Customer service
charters can be seen as social contracts. Look at the above example and then develop a similar
set of commitments for your service area.

Utility autonomy and incentives to serve the poor
There are a variety of ways to encourage utility staff to expand their services to the poor. The most
powerful are probably financial bonuses tied to progress in meeting explicit targets. These can be
viewed by the utility management and directors as one component of the investment costs incurred
by bringing in additional customers.
One way to secure autonomy for your utility is to negotiate a performance contract with your
government. This serves to provide guidelines on government–utility relationship and the
expectations thereof. Some utilities have also entered into performance contracts with their service
area managers and staff, as is the case in Uganda.

Case study: Zambia’s regulatory system incentivises pro-poor services
Pro-poor reforms need the presence of an independent driving force – a champion, a role which
NWASCO oversees, under the Zambia water sector reforms. The reforms were prompted by
water use conflicts, droughts, water-related diseases, inadequate financial resources including
issues of cost recovery and tariffs, a weak policy and legal framework, poor service delivery
levels and a multiplicity of actors. To resolve these issues, the Zambian government defined
and adopted a policy on the provision of water and sanitation, a legal framework to implement
the policy and provided a guaranteed autonomy to service providers and the right size of
operation. It also established a framework for regulation and arbitration.
NWASCO enforces the terms of service providers’ licences, including making sure providers
ensure sufficient water outlets such as kiosks and commercialised public stand posts are
available. This is possible as extending service delivery into low-income areas is an integral
part of investment plan from providers. NWASCO promotes customer involvement in regulation
through Water Watch Groups.
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Discuss
•
•
•
•
•

What commitments could your water utility make to unconnected poor residents?
What commitments would you like to be able to make in 12 months? In three years’ time?
What incentives would be sufficiently powerful to encourage you and your colleagues to
make expanding services to the urban poor in your city a priority?
How much water would each of these new customers have to buy to cover
these incentive costs?
How does government interference impact your decisions?
What can management or your utility’s board do to resolve the challenge?

Customer orientation
Two aspects of customer orientation are essential for the successful operation of a utility. Service
providers need to understand and respect their customers as the customer is the reason for the
existence of the utility. This will include treating the customer with courtesy and responding to their
needs and complaints in a mutually beneficial manner. Utility managers also need to seek and
consider the feedback of customers as an opportunity to improve operations, grow corporate
profitability and ensure customer satisfaction.

Exercise: Improving customer relations
Consider the following points in pairs:
• What benefits can good customer relations bring to a utility?
• How might this be achieved in your town?

Case study: The City of Durban utility’s customer orientation programme
The City of Durban municipal utility engaged in a reform of its customer management because
the utility “wanted to understand what our customers are saying and thinking about our
services”. Initial engagements showed a lot of anger and misunderstanding of our policies and
processes in communities that we provide services to, indicating that “We were not engaging
effectively and efficiently”.
What did we do? “We adopted the attitude of engaging the poor in order to have a better
performance. We engaged with civil society and local politicians to raise awareness of policies
and procedures; we established focus groups; and we communicated over the radio our
intentions and plans.”
“The role of civil society was key to our initiative helping us to facilitate quarterly meetings.
The utility today is collecting 98% of revenue. 300,000 families, that is, a third of the
customers, are poor, so the rich are made to pay a larger cost and as such subsidise the poor”.
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Case study: Uganda National Water and Sewerage Company
The National Water and Sewerage Corporation (NWSC) has a rolling training programme for all
employees with direct interface with customers including cashiers and field staff, such as
plumbers and meter readers. NWSC actively informs customers about changes related to service
provision through flyers, newspaper advertisements, radio, and strategic alliance meetings.
NWSC proactively seeks the opinions of customers through annual customer surveys,
suggestion boxes and strategic alliance meetings. The strategic alliance meetings involve a
dialogue between NWSC area management teams and the full range of stakeholders in an area
of operation – including water vendors, water kiosk and public standpipe operators, urban
authorities, large government consumers, urban poor communities, restaurant operators,
industries, educational or academic institutions etc. The percentage of resolved customer
complaints ranges from about 95% to 100%.
Actions taken by NWSC to improve services to low-income communities include:
• Social connection policies – subsidising connections
• Minimal connection fee to certify ownership,
• Providing standposts and yard pipes – but being careful that middleman do not hike the
price of water
• Promoting yard taps to increase competition
• Providing pre-paid meters to ensure access to water at the basic national cost – 18shs per
20 litre jerry can,
• Establishing a dedicated pro-poor unit to address the issues of poor people
• Engaging NGOs to promote voice and advocacy in the community

Exercise: Securing customer feedback
Brainstorm in pairs:
• What would you like to know from your customers? What kind of information could help you
improve services?
• What would you like to know from your town’s unserved communities/potential customers?
• What kind of information do you need to enable you extend services to the unserved areas?
• What do you think are the best ways to collect this kind of data?
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Case study:
Citizen Report Cards in Kenya
The Citizen Report Card initiative in three
Kenyan cities (Nairobi, Kisumu and
Mombasa) was born from a concern to
improve the quality of water, sanitation and
solid waste services. The use of Citizen
Report Cards provides the opportunity for
dialogue between citizens, the government
and service providers. The initiative was
supported by the Ministry of Water and the
World Bank’s Water and Sanitation
Programme.

Process
•
•
•

•
•

NGOs led the initiative in each of the three cities, engaging a wide range of stakeholders.
A questionnaire was designed based on focus group discussions with a range of
households from different backgrounds.
A sample of households were interviewed about the following: availability, access and use
of services, costs, perception of water quality and reliability of supply, satisfaction with
services, transparency in service delivery, priority areas for improvement, interactions with
the service provider.
Meetings were held in each of the cities to present and discuss the findings.
The exercise will be carried out again in order to measure progress in these key areas.
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Action area 2 – Enabling change: financial reforms
3. Tariffs and subsidies
Tariff and subsidy design is key to expanding services for poor people. There are a range of choices
utilities must make, from tariff type, to subsidy arrangement, targeting method and the balance of
subsidy between connections and consumption. There is no universal template, and the process
must be tailored to specific contexts, often requiring revisions in response to specific challenges. In
some countries, this process is led by a regulatory institution.

The system of charges for water consumption is described as a tariff (connection charges may
be separated out as ‘fees’). Tariff design obviously has an effect on financial sustainability and
affordability (for those people who already have a water connection).
Any use of public funds to meet the costs of water supply is effectively a subsidy. Subsidies can
support consumption (maintaining access) and also connections (obtaining access in the first
place). Subsidies can be made from customer to customer (cross subsidy), from government
directly to customer (direct subsidy outside the tariff) and from government to customer, via
the utility (direct subsidy within the tariff).

Principles of an optimal tariff
Principle

Description

Cost efficiency and cost
recovery

Revenue stream generated from tariffs should be relatively stable
and not cause cash flow or financing difficulties for the utility

Economic efficiency

Signal to users the financial and other costs that the decision to
use water imposes on the rest of the system

Resource conservation

Discourage excessive or wasteful uses of water, thus promoting
the conservation of depleting sources or the sustainable use of
renewable water sources

Affordability

Affordable for poor people

Equity and fairness

Treat similar users equally and users in different situations
differently – may mean some policy measures to subsidise poor
people

Simplicity

Easy to understand

Feasibility

Administratively, the tariff should be such that its
implementation can be undertaken at minimum cost

Transparency

It should be clear how the tariffs are set and what opportunities
exist to influence this process

Flexibility

Adaptable to the varied and changing needs of users – structured
to meet diverse user needs and regularly reviewed to ensure
efficiency and effectiveness for achieving objectives

Source: WaterAid (2009) Water utilities that work for poor people
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4. Pro-poor policies to accelerate access for poor communities
Tariffs and subsidies that work for poor people9
Increasing access may require reforms to prices and the way in which payment is obtained from poor
people. The latter goes beyond questions of tariff design (who pays what) to include how and when
that payment is made (see section 4). Tariffs can either be dependent on, or independent of, water
consumption. There are advantages and disadvantages to the different ways in which additional
units of water are priced. Often a tariff will combine elements of different designs, for example a fixed
charge to cover fixed costs, together with an increasing block tariff, relating more to variable costs.

Exercise: Analysing tariff options
In groups, discuss the advantages and disadvantages of each of the following options.
Decide which option would benefit most poor customers in your city and explain why.

Tariff design

Description

Fixed charges

Independent of water
consumption, but
can vary (eg with
property value)

Linear (uniform) rate

Each additional unit
of water costs the
same amount

Increasing linear rate

Each additional unit
of water costs more

Increasing block tariff

Costs of additional
units increases
(or falls) in steps

Volume
differentiated tariff

Price of each
additional unit is the
same, but differs
between customers
on basis of overall
consumption

Advantages

Disadvantages

If poor potential users are unable to pay for capital costs, public financial support may be necessary
to subsidise connections and consumption. Capital costs for the system have a longer lifetime,
usually over 50 years, and they tend to be amortised for at least 20 years. Consumers may pay for the
capital costs of their connection – pipe to main, trench digging, and meter connection – or these can
be added to operating costs and spread over all consumers.
Targeting subsidies is not straightforward. Connection subsidies have generally been better targeted
than consumption subsidies, even without the assistance of means testing, or geographical or
17

categorical targeting. Consumption subsidies can only effectively target poor people if they are
connected to the network while connection subsidies will only be effective where the mains network
is in place.

A word of caution! One size does not fit all.
There is no single subsidy or tariff design that will guarantee equitable access and sustainable
service in every situation. Context-specific responses to local opportunities and constraints are
essential. These must be built on local data and understanding of where and how poor people
live, and what their current and desired level of access to water is.

Case study:
Phnom Penh Water Supply Authority’s ‘Water for the poor’ programme
A number of successful water utilities have set up special units within their organisational
structure to work with poor communities. For example, Phnom Penh Water Supply Authority
(PPWSA) developed a ‘Water for the poor’ programme to ensure that even those who cannot
afford to pay the full cost still get access to clean water. The utility set up two teams responsible
for community relations. Consumers were informed about water tariffs, connection procedures,
billing, and complaint procedures with the help of local communes, which helped to build a
relationship between the service provider and consumers.
The team also carried out surveys, which revealed that poor people were finding it difficult to
pay the connection fees. The utility decided to use World Bank funding, providing subsidies
depending on the poverty levels. Poor households are entitled to receive subsidies of 30%,
50%, 70% or 100% of the connection fee in line with their socio-economic status. Eligibility is
evaluated by PPWSA staff and community representatives.

18

5. Flexible financial products for people in low-income areas
Flexible payment
Most utilities bill on a monthly basis. But the poor often have irregular incomes and lack of access
to financial services. This means that they may not have accumulated enough capital to pay a lump
sum. Providing more flexible ways – weekly, daily, by phone SMS – to pay is an obvious way to
increase cost recovery while boosting connection ratios.

Case study: Pre-paid meters in Kampala
There is always a negative impact by middle men in any financial transaction. They cause
increase in the ultimate price/value of the good or service. This is similar to what the National
Water and Sewerage Corporation (NWSC) was facing with the public standpost (PSP) system
as an urban poor water service delivery option. Historically, the National Water and Sewerage
Corporation had provided services through metered private connections, alongside stand
pipes/posts for the general public who were not able to afford private connections.
However, while the customers with private water connections were paying on average
30/= per 20l jerry can, the cost could be up to five times as much at a public standpost,
despite the official NWSC tariff. To make matters worse, the same vendors were not paying their
water bills, resulting in accumulation of arrears and subsequent disconnection that would
inconvenience customers.
The pre-paid metering system eliminates the middle man, allowing low-income customers to
access water from public standposts at the official NWSC tariff. Water is available 24/7 unlike in
the past where customers were dependent on vendors.
The pre-paid metering system also helped NWSC to reduce its operational costs. There is
no need for marketing assistants to take monthly meter readings, and NWSC no longer prints
and delivers water bills to standpost operators. NWSC also no longer requires the services of
debt collectors.
How does the pre-paid metering system work?
The system works in a manner similar to that used by pre-paid mobile scratch cards. The
consumer purchases water credit, either from a vendor or from the NWSC offices. This credit is
loaded onto a consumer token using either the mainframe computer or via handheld vending
machines. When the token is placed into the public standpost slot and there is sufficient credit,
the system allows the valve in the meter to open and release water. When the token is removed
from the slot, the valve automatically closes, cutting off supply after deducting credit
equivalent to the water drawn.
Points of sale of water credit were established within each zone of the informal settlements,
and furnished with at least one vending machine. NWSC entered into agreements with
interested individuals residing in the area to operate as water credit vendors, as a way of
bringing services within easy reach of the residents. Through the franchising system, NWSC
extended a 10% discount to vendors involved in the sale of water credit.
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Exercise: Designing flexible payment mechanisms
In pairs, discuss other strategies that could be used to make payment more flexible,
eg interest-free instalment payment schemes for connections, using mobile phones
(mpesa in Kenya).

WaterAid/James Kiyimba

Children collecting water from one of the pre-paid water meters.
With these meters, the urban poor are able to get water at the
recommended price charged by the utility company, thereby reducing
the cost of water five-fold – from the UGX (shillings) 100 usually paid
20
for 20 litres at public stand pipes to UGX 20.

Action area 3 – Managing change: overcoming physical
and technical barriers
The third area identified by the WSP framework addresses three issues:
• The overexploitation and degradation of water resources affect the poor disproportionately.
• Physical and technical challenges and the high investment cost of conventional technologies
make extending formal piped water supply and sewerage networks into informal and unplanned
settlements more difficult.
• Utilities and municipalities are reluctant to use alternative technologies.
Many cities face a water resource crisis and must strengthen their management of these resources.
This can involve improvements at all stages of the water cycle: catchment areas, protection of
wetlands, storm water infiltration and aquifer re-charge – interventions beyond the scope of this
module, but of immense medium and long-term significance for sustainable water supplies. The
utility can play some role in water resource management by such measures as tariff design to curtail
excessive use and wastage of water. Utilities can also improve water resource management through
leak repairs to reduce unaccounted-for water and by addressing its non-revenue water issues as well
as the treatment of wastewater.
The cost of a conventional water supply and water borne sewerage system is considerably higher on
a per capita basis than are many low-cost approaches. In reality, many cities must consider the use
of low-cost technological options if only as an immediate and transitional solution. These include:
• Delegated management to third parties such as private vendors or community organisations.
• Bulk water supplies to community perimeters and above ground/shallow trench pipes to
households or waterpoints.
• Public tapstands and kiosks.
• Rainwater harvesting.
• On-site latrines.
• Pit and septic tank emptying by smaller equipment than vacuum trucks.
• Small bore sewers and the use of condominial systems.
The training of many water and sanitation professionals does not fully include these approaches,
which is regrettable as in some cities they have great potential.

Discuss
•
•
•
•

What ‘non-conventional’ technologies are currently used in your city?
What are their costs and effectiveness?
Is there scope to expand their use?
Do the by-laws and official standards permit their use in your city?
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6. Establishment of targeted implementation strategy/
6. low-income service units
Interim service solutions
Phased expansion of services may mean that serving the poor is left until last. Interim service
solutions are essential though some may argue that it encourages the perpetuation of lower
standards of service for poor households.

Case study: Kiosk Management Unit in Malawi
WaterAid in Malawi entered into a strategic partnership with Lilongwe Water Board (LWB) to address
challenges related to the community management of water supply systems. Customers were
being charged double the official tariff for water and kiosk managers were not remitting revenues
to the utility. Community facilities were prone to disconnection and facilities had accumulated
debts to the utility totaling 17.6m Malawi Kwacha (approximately US$176,000 in 2003/4).
This scenario was caused by a number of factors, including:
• Lack of transparency in charges, billing and revenue collection systems
• Vandalism of facilities, illegal connections and weak network monitoring
• Poor relationship between the community and the utility fueled by abuse of power and
community disillusionment with services
The role of the Kiosk Management Unit (KMU)
The partners carried out a review of management options and piloted a Kiosk Management Unit
within the Lilongwe Water Board. The unit was charged with the following responsibilities:
• Facility management
– Liaising with the Projects Unit of the utility to rehabilitate existing facilities and extend
pipe network to unconnected neighbourhoods.
– Facilitating decisions about kiosk management options.
– Ensuring that the water kiosks are operated by legally recognised entities.
– Facilitating the establishment of a faults report and response mechanism for kioskserved communities.
• Cost recovery
– Regulating water pricing.
– Liaising with Revenue Accounts Unit to ensure efficiency in billing.
• Community participation
– Facilitating dialogue between the communities, Lilongwe Water Board and other stakeholders.
– Facilitating the formation and capacity building of water users associations (WUAs).
What changed? Gains for communities and the Lilongwe Water Board
Lilongwe Water Board
• Reopened 250 non-functioning kiosks
• Reduced NRW – KMU fixed all leakages
in the kiosk system
• More Revenues to LWB – recovered
US$210,000 debt
• Improved service level to WUAs
• Eliminated kiosk attendants role –
saving >MK1 million (US$6,700)
monthly
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Water user associations
• Construction of 48 kiosks (five have been
built with WUA funds)
• Creation of jobs for 350 workers who are
on gratuity
• Local initiatives for extension – yard taps
and improved sanitation
• WUAs paid off arrears – now only
servicing current bills
• WUAs have a bank balance of MK15million
(US$100,000) in their accounts

WaterAid/Layton Thompson

Elizabeth Banda, collecting water from a kiosk, Mgona, Lilongwe, Malawi.
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Working with informal service providers and community groups
Dismissing alternative service providers as exploiters of the urban poor means they will continue to
charge higher prices and offer low-quality service. Utilities and regulators should think about
informal service providers and consider partnerships, perhaps as an interim measure while services
are being expanded. Alternative water providers can be recognised and regulated by official service
providers and authorities, so that they can play their part in bridging the supply gap.

Legal barriers to serving the poor: property right vs right to water
A major challenge to service extension is the demand by utilities of a billing address and (or) title to
land for applicants of new connections. Many of the occupants of low-income areas and informal
settlements do not have land titles. Some settlements are constructed on lands that have been
earmarked for other uses such as setbacks of railway lines, motorways and other city infrastructure.
Hence, these settlements may be considered illegal. This was the case of the slums of Dhaka,
Bangladesh, before a local NGO took the initiative to resolve the water needs of the slums.

Case study: NGOs act as a mediator between the utility and communities
During the 1990s in Bangladesh it was illegal for the official water and sewerage agencies to
provide services to slums, as the Government considered this might imply legal title to the
land. NGOs, led by Dushtha Shasthya Kendra (DSK), were able to negotiate an arrangement by
which NGOs acted as an intermediary between the Dhaka Water Utility (DWASA) and the
community. DSK signed the official agreement accepting responsibility for full payments. The
community agreed that the accepted water services implied no claim to the land they occupy.
The Government retained the right to destroy the water supply facility if the land was required
for development. This allowed the level of water services to be improved and prices to be
reduced, as well as increasing revenue for the utility. In 2010 a decision was taken to scale up
this approach to all major towns and cities of Bangladesh by a Government Gazetta.
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Module 2:
Strengthening the engagement of
community groups and NGOs in utility
reforms and service improvements
Aims
By the end of this module, participants should:
1. Be able to identify barriers that hinder poor people from good quality WASH services.
2. Be able to differentiate between the barriers that are largely outside the utility’s control and
those within the utility’s control.
3. Be able to identify community groups in un-served areas of the towns and cities where the utility
is based.
4. Have a strategy and implementation plan for how these community groups and residents of
informal settlements can be approached to support service improvements that produce win-win
outcomes for the residents and the utility.
5. Be familiar with international examples of successful partnerships between water utilities and
communities in addressing barriers to services for poor people.

Module outline
Background
From adversaries to partners
Give the poor a voice
• Creating space for poor people to be heard
Neutralise vested interest
• Working with CSOs
Eliminate administrative and legal barriers
Summary of next steps

Background
Water utilities have an obligation (whether explicit or implicit) to provide a universal service to all
areas of a town. But water utilities face many difficulties and barriers – declining water resources,
revenue shortfalls, old and decaying infrastructure, insufficient funds for investment, political
pressures, corruption etc.
Utility managers often find themselves in a no-win position, faced with a dilemma of needing to
negotiate revenue increases with politicians who may prefer to freeze or cut tariffs in order to ‘protect
consumers’. This has been demonstrated in countries across the development divide. Utility managers
well understand that price protection today undermines viability and a decent physical state in a few
years’ time. They may feel that even when they are doing their best it may never be enough.
25

Many poor communities are excluded from basic services of water and sanitation by these obstacles.
Some of these barriers are beyond the control of the utility; however, utility staff need to understand
these barriers and recognise that if they are to provide services to poor urban communities then
these obstacles must be addressed. Evidence suggests that the voice and actions of citizens can
help in addressing these obstacles.

From adversaries to partners
Many utilities have adversarial or difficult relations with un-served areas; in some cities utility staff
are reluctant to visit these communities as they may require police protection to do so. And yet these
areas are desperate to have better water and sanitation services. Residents here pay more for less –
often far more for a much lower level of service. The residents of these areas are a veritable ‘new’
market for improving the utilities’ bottom line with the right relationship between community leaders
and utility officials.
Our experience shows the value of a partnership approach based on better mutual understanding
and a commitment by the water utility and community to work together.

Case study: Phnom Penh Water Supply Authority: before and after
The story of Phnom Penn demonstrates that access to water does not mean that it has to be
free. It also shows that the urban poor will be considerably better off paying for safe, piped
water than they would be buying water of questionable quality from private vendors. For
instance, Phnom Penh’s unconnected residents used to pay 1,000 riels a day for water bought
from private water vendors; today, they only spend about 5,000 riels per month for Phnom Penn
Water Supply Authority (PPWSA)-supplied water.
The remarkable increase in bill collection and reduction in illegal connections has also
highlighted the importance of involving users and civil society in a service that they want and
are willing to pay for. The key has been to develop a utility-customer relationship, based on
long-term community building rather than short-term contractual relationships. Effective
awareness campaigns also enabled PPWSA to increase tariffs with broad public support.
The utility developed a close relationship with its customers. For example, it provided
incentives to members of the public who reported illegal connections and it has set up an
effective system to register and resolve complaints. This, together with the fight against smallscale corruption and improvements in service quality, helped to gain broad public acceptance
for tariff increases.

In 2009 WaterAid published a toolkit Our water, our waste, our town to help communities and civil
society engage with and support urban water and sanitation service reforms, based on an
appreciation of the constraints faced by the water utilities. The toolkit identifies how communities
can help the water utilities to improve access and ensure sustainable service delivery. For example
by reporting leaks, organising users to pay bills, preventing illegal connections, supporting the water
utility to obtain investment funds among other activities.
The same year, WSP identified common obstacles that prevent poorer neighbours from accessing
utility-provided water and sanitation services. These obstacles are grouped under seven action
areas. Three of these action areas and appropriate obstacles are addressed in this module.
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Action area

Common obstacles

Give poor people a voice

•
•
•

The voice of poor people too often is not heard.
Misperceptions about the poor persist among public service
providers, politicians and others.
Gender inequality – the limited political and personal power
of women restricts their influence over decisions and
priorities – especially for improved sanitation.

Neutralise vested
interests

•

Water vendors, organised crime, public officials and utility
staff may have a vested interest in preventing better services
for poor people.

Eliminate administrative
and legal barriers

•

Land ownership and tenure issues often create barriers to the
provision of services to poor people.
Poor people may be unaware of administrative and legal
requirements, or find it difficult to understand and comply
with them.

•
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Action area 4 – Give poor people a voice: listening to CSOs
in unplanned areas to improve service extension, delivery
and revenue collection
Almost all unplanned urban areas have community leaders and some forms of social organisation.
These vary by country and by political system, but can include elected representatives, savings and
credit/micro-finance groups, women’s groups, recreation teams, faith groups, lane associations,
business associations and youth groups.
These are potential points of entry into the settlement and possible partners for water utilities.

Case study: Civil society, service provider and policy maker dialogue
on urban water services in Kenya
Over the past two decades in Kenya, CSOs and citizen groups have been involved in extending
water and sanitation services to very poor communities in both the rural and urban areas. As
major reforms unfolded around 2000 there was little strategic citizen and CSO engagement,
and the development of the Water Act 2002 was undertaken largely with government and
partner donors in the driving seat.
An important initiative was subsequently launched to increase the voice of water consumers in
the sector through the use of Citizen Report Cards, a civil society-led process, with three
prominent NGOs, from Nairobi, Kisumu and Mombasa, in the lead. The Citizen Report Card is a
simple and powerful tool to provide service agencies with systematic feedback from users, and to
enable these agencies to identify strengths and weaknesses in their work. Citizen Report Cards
were compiled from data on consumers’ perceptions, collected from a random sample survey of
the users’ water and sanitation utilities and councils providing solid waste services. At the public
presentation of the survey findings, a slogan was adopted to unify citizens, service providers and
policy makers in the spirit of dialogue, rather than direct confrontation. The slogan in Kiswahili
was ‘Maji na Usafi? Njooni Tujadiliane’. This translated means ‘Water and sanitation? Come all,
let’s discuss and agree,’ and was repeated as a rallying call to long-term dialogue.

In some countries and regions there are also CSOs with a wider reach, such as national consumers’
associations, that have a mandate to improve the quality and value of all services for all consumers.
This includes water and sanitation services in informal settlements, and in some countries
consumers associations sit on boards of water regulators and utilities.

Case studies: Customers’ voices in utilities’ boards
In Zambia, the Zambian Consumers Association (ZACA) has a seat on NAWASCO, the water
regulatory body. ZACA also participates independently in tariff review consultations.
In Senegal, the association formed to represent water, electricity and telecommunications
consumers, has a seat on the Asset Holding Company which manages water and
sewerage infrastructure.
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Discuss
•
•
•

What do you know about the informal settlements of your city/town and
the people who live there?
What CSOs are there?
Who are the community leaders and representatives?

WaterAid/Marco Betti

A community meeting, Bijanbari, Terai region, Nepal.
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Action area 5 – Neutralise vested interests –
working with CSOs
Residents of informal settlements or un-served areas manage somehow to meet their water and
sanitation needs. These are sometimes provided under mechanisms that exploit the powerlessness
and vulnerability of the people. Powerful forces take control of the services and charge very high
prices while providing a weak service. In some cities, utility staff are sometimes accused of
complicity in these arrangements, allegedly conniving with the water providers to delay and
undermine the expansion of the utility service into the slums.

Case study: Group water meters in Manila, Philippines
In Manila, the management of water delivery was handed over to the private sector through two
concession contracts, one for each half of the city. One of the concessionaires, Manila Water,
has developed a system for water delivery in densely populated, hard to reach slum areas
known as Bayan Tubig (‘Water for the community’).
An interesting feature of the ‘Water for the community’ programme is the collaboration between
the private utility and civil society in expanding connectivity to poor communities. Community
associations, small-scale entrepreneurs and others arranged to purchase bulk water from the
operator at the edge of the community where it would be measured by a ‘mother meter’. Water
is distributed within the community using a network constructed by the on-seller to metered
individual households or groups of households. Community-based organisations and NGOs
play a role in intermediation, mapping of the network and revenue collection. In 2003, water
was purchased by the association at PhP 19 ($0.35)/m3 and sold to residents at prices ranging
from PhP 25-35 ($0.45-$0.64)/m3.
In Manila East, this arrangement increased coverage from 64% to 85% between 1997 and 2003
and assisted the new operators to meet their targets for expanded coverage with no risk of
payment default. Other advantages included: fast connections to new customers – usually
within 48 hours; flexible payment schedules that matched a household’s earning pattern; and
a sensitive approach to tariff non-payment. Having a local presence means that the
associations or CBOs know if a family encounters hard times and has difficulties in making
payments. These can be treated as interest-free loans with social pressure helping to prevent
payment defaults and avoid disconnections. Reduced non-revenue water was also recorded as
staff and community residents monitor pipes or hoses located above ground and are able to
immediately respond to problems of water wastage caused by damaged pipes.
A final important change has been to introduce and reinforce a culture of paying for water. By
2009 the utility reported a 100% revenue collection from water sold to poor neighbourhoods.

Discuss
•
•
•
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Are there vested interests that benefit from the existing services to the slums?
What complaints do residents and CSOs make about these vested interests?
What ideas do CSOs have about how these might be neutralised?

Action area 6 – Eliminate administrative and legal barriers
In some cities there are legal requirements that are impossible or difficult to meet by low-income
households wishing to gain a connection. Formal legal title to the land or a multi-stage process that
requires much time, effort and expense to comply with are two examples. If these requirements can
be reduced (for instance, through a political decision), the process simplified and changes well
publicised and explained, this can help take-up of the utility’s services.

Case study: Negotiated service for slum dwellers in Dhaka, Bangladesh
Hitherto, in Bangladeshi cities, water supply to households without legal ownership of land is
not officially permitted. Since 1992, NGOs, led by Dushtha Shasthya Kendra (DSK), have acted
as intermediaries between the utility and slum dwellers, taking out connections in their name
and assuring the utility of the credibility of CBOs to pay their water bills. The NGOs also extend
partial support or credit and technical assistance to community groups to assist them to
construct and manage the waterpoints.
Following receipt of permission from City Corporation and Dhaka Water Supply and Sewerage
Authority (DWASA) the waterpoint is constructed and connected with the water supply mains.
The community manages the waterpoint and bears the cost of capital, maintenance, caretaker's
salaries, and DWASA bills. Communities form groups and DSK facilitates training on
management, waterpoint maintenance, health, hygiene and behavioural practices.
Community participation is encouraged, including an adequate voice and representation for
women and other socially excluded people in designing and selecting the location of water
services and formulating water use rules and repayment options of community share or credit from
DSK. Upon 100% repayment of the capital costs, the waterpoints and latrine units are completely
handed over to the community. After this, they are responsible for paying running costs.
After 10 years of pilot and lobby by NGOs, the DSK approach to service extension has been
adopted by the Government for roll out across the country as a national policy.

Discuss
•
•
•
•

What do residents perceive to be the legal and administrative process for accessing utility
services?
How do these perceptions match the process as understood by the utility?
How can these be simplified and reduced in cost?
Is there a need for a special utility unit to work with an NGO or local
organisations to provide services to help low-income consumers and
manage the process of household connections or public tapstands?
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Summary of next steps
Assign a team
The first step is often to assign a team of utility staff to a task force or unit focused on informal
settlements; they may need to also include people with community development and meeting
facilitation skills.

Map
Water utilities staff should:
• Identify the leaders of community groups and CSOs.
• Invite community leaders and representatives of CSOs to a meeting.
• Work with them to prepare a sketch map of the settlement, showing landmarks, roads and
pathways, housing areas etc, paying special attention to how they access water (tapstands,
kiosks, on-selling, private vendors, unprotected sources etc) and toilets (private household
latrines, shared latrines, public toilets, open defecation areas etc).
• Use satellite images (eg Google maps) to locate these facilities/areas, count shelter units and
produce a rough population count.

Meet and dialogue
Convene community-wide meetings to:
• Feedback information and confirm/elaborate data.
• Identify what approaches could be feasible for water supply, eg bowsers/tankers, water kiosks,
public tapstands, delegated management by a private sector or CSO, SSIPs, bulk-water sales.
• Identify what approaches could be feasible for sanitation, eg on-site latrines, shared toilets,
public toilets.
• Estimate the approximate costs of each option.
• Discuss a possible payment method for recovering the cost of the investments.

Share your constraints
Explain the constraints faced by the utility – eg using a SWOT analysis (see Annex 2).10

Prepare costed options
Develop costed options for:
• Immediate quick-win improvements
• Medium and longer-term approaches

Mobilise resources
•
•

Mobilise support from leaders, CSOs and residents to lobby municipal/state/national
governments for funds and address capacity gaps.
Mobilise local sources of finance – SSIP investments, community contributions,
cost-reflective tariffs.

Diagnose, address and resolve
Analyse shortcomings of the water utility – self assessment and user assessments – and develop
a plan to address gaps and omissions.
At some point in time it may be useful to contract CSOs to help count how many people live in the
informal settlements; for CSOs such as National Federations of the Urban Poor11, this is a tried and
tested approach to building local self-help groups that organise savings and credit for members and
also organise for better basic services.
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Exercise: Next steps – planning how to engage with civil society in
your towns
•
•
•
•
•
•

What do you know about the informal settlements of your city/town and the people
who live there?
What CSOs are there?
Who are the community leaders and representatives?
How can you work with them? What process will you follow to understand current services
and how people are coping?
What water supply options might be possible in the short term? In the medium and longer
terms?
What sanitation options might be possible in the short term? In the medium and longer terms?

Case study: NGOs support WASH reforms in Kathmandu, Nepal
The water and sanitation situation of slum and squatter communities in Kathmandu Valley
(2000) helped to challenge the view of some utility staff that there were no poor people in the
city. To underscore this fact, the NGO Forum on Urban Water & Sanitation, a network of NGOs
providing shelter, micro-finance, health, as well as water and sanitation to these urban
communities, conducted two research projects:
Public latrines study
NGOs in Kathmandu conducted the first ever survey of 33 public latrines in Nepal in 2002. They
compiled a list of all such latrines in 15 wards from the knowledge of their staff and partners as
well as from Municipal records. They then visited each one with a survey form, questionnaire
and camera and recorded details on its facilities, condition, users, revenue etc. The analysis of
the findings was presented to the municipality along with recommendations for improvements.
A workshop was held for caretakers to discuss the findings with municipal staff. There was
extensive media coverage and discussion resulting in the construction of new Urban Service
Centres with an expanded range of facilities and the destruction of those that could not be
rehabilitated. The survey was subsequently repeated in other towns.
Mapping the water supply network
Using interviews with water utility staff, NGOs mapped the water network system showing pipe
locations and diameters as well as the location of the un-connected ‘probable-poor’ households.
This was used to identify neighbourhoods that, because of proximity to the pipes, could be
connected at relatively low cost. The maps of the network in all 135 wards were also an
important tool to help all parties understand the magnitude of the task to expand connectivity
and, if a lease or concession route for reforms had been used, would have reduced the risk for
bidders and thus their bid price to the Government.
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Case study:
Different positions on WASH reforms within Ghana’s labour movement
The turbulent history of Ghana’s water reforms divided civil society from government and
donors. The labour movement also took different positions with the Trade Union Congress
(TUC) serving as the National Convener and Secretariat of the Ghana National Coalition Against
Privatisation (NCAP) while the Public Utilities Workers Union (PUWU), a member union of TUC
and responsible for organising workers in public utilities, chose to focus on protecting the
interest of its members directly affected by the reform, and to not join NCAP.
In its role with the NCAP, the TUC provided strategic leadership, co-management of the
finances, administrative services, and served as the official mouthpiece of the campaign,
taking responsibility for making press releases and calling meetings of the coalition.
Although PUWU chose to distance itself from NCAP it did seek to understand its position.
A representative said, “We saw it as more of a political advocacy kind of thing. That is different
from reality. The utility has its problem. We earn our living from the company. To NCAP it’s a
mission. To us it is a sacrifice. As a labour leader, you always want to listen to your members
and follow their directions.”
So while the TUC mobilised against various aspects of the reform, PUWU focused its efforts on
obtaining the best deal for its members, specifically:
• Job security
• Participating in the reform process through being represented on all important committees,
rather than risk only being informed of the reform, thus helping to assure labour issues
were considered and staff informed
• Social justice and equity of reform – particularly in identifying staff for retrenchment
• Training and counselling for retrenched staff – training design, payment of severance
benefits, entrepreneurial development schemes
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Annex 1:
A framework for improving water and
sanitation services for the urban poor
A framework for acting on the multiple obstacles that impede access by the urban poor to WASH
services developed by WSP in 200912.

Action area

Common obstacles

1. Give poor people
a voice

•
•
•

The voice of poor people too often is not heard.
Misperceptions about poor people persist among public
service providers, politicians and others.
Gender inequality – the limited political and personal power
of women restricts their influence over decisions and
priorities – especially for improved sanitation.

2. Neutralise vested
interests

•

Water vendors, organised crime, public officials and utility
staff may have a vested interest in preventing better services
for poor people.

3. Eliminate
administrative and legal
barriers

•

Land ownership and tenure issues often create barriers to the
provision of services to poor people.
Poor people may be unaware of administrative and legal
requirements, or find it difficult to understand and comply
with them.

4. Strengthen capacity,
autonomy and
accountability of service
providers and offer
incentives to serve
poor people

•

•

•
•

5. Adopt appropriate
financial policies. Tariffs
do not cover the full cost
of efficient services.

•
•
•
•

6. Overcome physical
and technical barriers

•
•

Public service providers sometimes lack the autonomy,
financial and human resources, and incentives to provide
services to the urban poor.
Municipalities and utilities are not held accountable
for the provision of satisfactory water supply and
sanitation services.
The services provided by small private service providers are
not recognised, encouraged and regulated.
Poor households find it difficult to pay upfront connection
fees.
Poor households find it difficult to pay monthly bills.
Increasing block tariffs penalises households that share
a single connection.
Small-scale service providers lack adequate finance to
extend networks into peri-urban informal settlements and
small towns.
The overexploitation and degradation of water resources
affect the poor disproportionately.
Physical and technical challenges and the high investment
cost of conventional technologies make extending formal
piped water supply and sewerage networks into informal and
unplanned settlements more difficult.
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Annex 2:
Our town’s water supply systems –
strengths, weaknesses, opportunities
and threats (hypothetical but typical)

3

Strengths

Weaknesses

•

•

•
•
•
•

•
•

•
•
•
•

•
•

Estimate of non-revenue water (NRW)
is 40%.
Only 35% of households have
a piped connection.
Revenues to the utility only cover
salaries and electricity.
60% of poor people report using
unprotected water sources.
Only two civil society members on the
utility board and unable to convince
board to adopt pro-poor policies.
The utility has no leak detection
equipment.
Only 40% of the customers pay their
bills regularly.

Opportunities

Threats

•

•
•

•

•
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Two new tube wells sunk five years
ago which increased bulk water supplies
by 30%.
People have mostly accepted the tariffs
after they were increased two years ago.
The community and water network is
now mapped.
Some staff are helpful and well motivated.
Our water utility has some flexibility to
propose its tariffs (but they must be
approved by the regulator which takes
many months).
About 55% of connected households
have a working meter.
Two new utility offices make it
easier to pay bills, report leaks and
make complaints.

National government has publicly
committed to meet the water and
sanitation Millennium Development Goal
targets and has increased budget
allocations to urban water.
Two or three donors or International
Financial Institutions (IFIs) are reported
to have visited the town and may be
interested in granting or lending us
funds to expand the network and reform
the utility.
Some wealthy citizens might invest in
the utility or other water service
businesses.

•

Declining groundwater levels.
More boreholes will have to be drilled,
some farmers are angry and suspect that
we are taking their water.
The catchment areas are deforested and
rain runoff is increasing.
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water and sanitation, especially in informal urban settlements. He was one of the authors of
Our Water, Our Waste, Our Town: supporting civil society engagement in urban water and
sanitation reforms for use by WaterAid programmes and others. He has provided consulting
services in this area to UNICEF, Water & Sanitation for the Urban Poor and Homeless
International and other NGOs. He was WaterAid Country Representative in Nepal in 2000-03.
Laura Hucks was WaterAid’s Policy Officer (Development Finance) before moving to Dar es
Salaam as Senior Policy Adviser to WaterAid in Tanzania. She is a widely published author
leading the landmark WaterAid research publication Think local, act local. Laura is back in
England undertaking further studies in development.
Timeyin Uwejamomere is the acting Country Representative of WaterAid in Nigeria, on
secondment from his role as Senior Policy Analyst (Urban), in WaterAid UK. He is the co-author
of several papers, briefs and training manuals including the toolkit Our water, our waste, our
town. He recently led a study on the effectiveness of World Bank-IDA urban investments in Africa.
He previously worked for WaterAid in Nigeria, establishing the Advocacy and Communications
Department in 2003. Between 1999 and 2003, Timeyin chaired the Board of Lagos Mainland
Local Planning Authority, while working in journalism, as Deputy Housing and Environment Editor
of The Guardian in Nigeria. He is a Fellow of the Leadership for Environment and Development
Programme (LEAD), London, and a Member of the Nigeria Institute of Town Planners.

Endnotes
11

12
13

14
15

16

17

18
19

10
11

12

The panel includes David Isingoma, manager corporate planning National Water and Sewerage Corporation (NWSC);
Dr. Dibalok Singha, executive director of Dushtha Shasthya Kendra (DSK), Bangladesh; Mukami Kariuki, sector leader,
sustainable development, World Bank; Kelvin Chitumbo, chief inspector, National Water Supply and Sanitation
Council (NWASCO), Zambia; and Neil Macleod, Head of WSSS, City of Durban, South Africa.
WHO/UNICEF (2008) Joint Monitoring Report
WaterAid (2009) Our water, our waste, our town: Supporting CSOs to engage in urban water and sanitation reform
(Available at www.wateraid.org/urban)
World Bank Water and Sanitation Programme (2009) Guidance notes on services for the urban poor
See WaterAid (2009) Water utilities that work for poor people: Increasing viability through pro-poor service delivery
(Available at www.wateraid.org/documents/plugin_documents/water_utilities_2010.pdf)
WaterAid (2009) Water utilities that work for poor people: Increasing viability through pro-poor service delivery
(Available at www.wateraid.org/documents/plugin_documents/water_utilities_2010.pdf )
World Bank. (2009) Water Working Note No. 19. Guiding Principles for Successful Reforms of Urban Water Supply and
Sanitation Sectors. Washington: World Bank.
A full table of the WSP obstacles and actions is included in Annex 1.
WaterAid 2009 Access for the urban poor: Tariff and subsidies for urban water supply
http://www.wateraid.org/documents/plugin_documents/access_for_the_poor_and_excluded.pdf
See also: WaterAid (2011) Urban framework p48.
www.sdinet.org Members of Slum/Shack Dwellers International are in 13 countries in Africa and there are ‘emerging’
affiliates in other African countries, including Nigeria.
WSP (2009) Guidance notes on services for the urban poor.

WaterAid transforms lives by improving access
to safe water, hygiene and sanitation in the
world’s poorest communities. We work with
partners and influence decision-makers to
maximise our impact.
WaterAid, 47-49 Durham Street, London SE11 5JD
Telephone: 020 7793 4500 Fax: 020 7793 4545
Email: wateraid@wateraid.org www.wateraid.org
Registered charity numbers 288701 (England and Wales) and SC039479 (Scotland)

