Sustainability check list
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pact
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verification

Consumer body

1. Lack of awareness

- Lack of acceptance of and

- Pre-investment cam-

- Hold community workshops, dis-

- Water services author-

- Household aware-

i gz;sngs by general consumer | commitment to the service | paign of awareness semination of appropriate literature, ity (possibly throughthe | nesssurvey
population resulting in non-payment, creation. discussions with community leaders. implementing agency) - Leader opinion
illegal connectionsetc. and | - Establishment of - Establish consumer liaison process- | - Support from DWAF survey
eventual breakdown of the consumer liaison proc- | build relations with WS provider. - Consumer liaison
service. ess process established
1. Consumer resis- - Lack of revenue destroys | - Establish real reasons | - Direct communication with residents | - Water services author- | - Defaulters de-
- Payment for tance to payment for the financial viability of the | for non-payment to establish reasons for non-payment ity (possibly through the cressed to between 5
Services wide variety of rea- services resulting in col- - Create social pressure | - Campaign to educate residents of the | implementing agency) & 10%
sons lapse - Illustrate willingness | effects of non-payment and to establish | - Support from Prov- - All consumers able
2. Inability to pay and ability to act social pressure. inces, DCD & DWAF to pay for appropriate
3. Lack of social pres- against defaulters . Establish and publicise progressive level of services
suretto enforce pay- - Establish adternatives | default plan including ultimate cut-off
men

for those who are un-

and prosecution

able to pay - Implement default plan
- Establish aternative sources (eg
public stand pipes or welfare arrange-
ments) for those unable to pay
- Leve of sarvice 1. Expectations not - Not mgaing serviceslevel | - Establish rea serv- - Pre-investment research to establish - Water services author- - Household survey
. met expectations can lead to ices level expectations | service level expectations and ability to | ity (possibly through the indicates satisfaction
expectations 2. Expectations be- consumer rejection, non- and ability to pay pay implementing agency) with serviceslevel /
yond ability to pay payment & breakdown in - If expectations are - Workshop results of research with - Support from DWAF cost solution
relations. Establishing beyond the ability to consumer liaison bodies to build under- - Lessthan 5% of
services which meet ex- pay, negotiate a solu- standing of the relationship between defaulters cite service
pectations but which are tion with consumer level of service and costs of service. levels issues as rear
beyond the ability to pay representatives Promote the concept of progressive son for defaulting
will result in lack of cost - |If solution is not service upgrading.
recovery and financial vi- reached do not proceed | - Assist consumer liaison body to
ability with investment communicate with residents
1. Illegal connections | - Undermines social and - Establish the real - Research reasons for illegal connec- - Water services author- - Household surveys
) {:(I)?]%al connec- | o _Social acceptance legal contracts, buildsdisre- | causesfor illegal con- tions and address these wherever pos- ?ty (possi bI_y through the i_ndi cate social rejec-
of illegal connections | spect for local government, nections shle implementing agency) tion of illegal con-
3. Ignorance of the destroys the hydraulics of - Educate consumer - Undertake an avareness campaign - Support from DWAF nections

effect of illegal con-
nections

the system resulting in inef-

ficiencies and poor services
to other consumers which in
turn results in non-payment

and service collapse

body of effects of ille-
ga connections and
build social rejection

- Provideameansto
legitimise existing con-

amongst residents on illegal connec-
tions and their effects

- Create process to legalise existing
connections and create incentives not
to make illegal connections

- All existing illegal
connections legalised
or disconnected

- Prosecutions of
continuing offenders
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nections
- Prosecute aslast re-
sort

- Advertise the intention to prosecute,
send warning notices and proceed to
action in test cases including prosecu-
tion and removal of illegal connections

Services author-
ity

1. Inadeguate under-

- General lack of responsi-

- General education on

- General training in water services

- Local government

- Direct verification

- Generd standing of responsi- | hility for services provision | water services issues - DWAF through question-
bilities and functions | resulting in inadequate - Political pressure - Genera local government training - Implementing agent naires
2. Lack of political |eadership, decisions not - Build conflict resolu- | - Training in conflict resolution - Provinces and DCD - Discernible com-
will being made, delays, and tion skills mitment
3. Internal conflict service fallure. - Lack of conflict
4. Inadequate support
from District, Prov-
ince and/or central
government

- Adminisiration 1. Inefficiencies - Poor administration leads | - Proper planningand | - Establish human resource plan for the | - Water servicesauthor- | - Adequate human
2. Mismanagement to inevitable service failure, | recruitment of human admin function with TORs for posi- ity (possibly through the resources plan exists
3. Lack of staff com- loss of public support, re- resource requirements tions and clearly set out functions implementing agency) and isimplemented
mitment sistance to payment, illegal | . Initial and ongoing - Establish or link to existing entrance | - Support from Prov- - Monitoring system
4. Lack of trained connections etc. training of admin staff and on-going training program for inces, DCD & DWAF established and func-
staff - Monitoring and audit | admin staff tional
5. Inadequate com- procedures to identify - Establish performance criteria and - Regular meetings
munication with War and correct misman- indicators, and monitoring system of with services pro-
ter Services Provider agement, including admin functions vider/s happening
6. Lack of under- consumer feedback - Set up consumer liaison and com- - Consumer satisfac-
standing/clarity re- - Regular formal com- | plaints system and advertise this effec- tion with service pro-
garding subsidies, munication with serv- tively vided by local gov-
“fair share” etc. ices provider - Set up formal communication proc- ernment

- Clear communication | esseswith water services providers Local government
from central govern- - Establish effective communication isfully aware of lat-
ment regarding fiscal with relevant Digtrict, Provincial and est fiscal transfer
transfers central government departments re- arrangements
garding fiscal transfers.
1. Conflict - Conflict resultsin a - Develop conflict - Run workshops on conflict resolution | - Loca Government - Lack of conflict.

- Governance 2. Lack of decisive breakdown of leadership resolution skillsin local | within local government and service - Provinces and DCD - Clear vision and
leadership and control. councils. providers. . DWAF purpose demonstrated
3.Lack of visonand | - Lack of leadership and - Develop leadership - Run leadership development work- - Implementing agent by local government.
enterprise vision may lead to confu- skills and capacity. shops for new councillors and regular - Political will dem-
4. Lack of political sion or lack of control over | . Reinforce political refresher workshops. onstrated through

commitment to en-
force payment and to

service providers by local
government.

authority and function
in local government

- Leadership workshops must include
service-oriented training so that coun-

fulfilment of leader-
ship responsibilities




Issue Problem Sustainability im- Solution Action Responsibility Monitoring &
pact verification
take action on illegal - Lack of political will di with increased sense of | cillors understand their responsibilities and decisive action
connections ac of palitical will dis- political responsibility. | and functions fully. being taken against
empowers service providers defaulters.
resulting in non-payment
for services and illegal con-
nections not being con-
trolled with resultant possi-
ble collapse of services.
. 1. Lack of under- - Poor and inadequate deci- | - Develop an under- - Run aworkshop on basic water - Loca Government - Survey of council-
- Technical un- standing of basic sion-making resulting in standing of basic water | services principles and technical issues. | . DWAF lors indicates ade-
derstanding water servicesissues | technicaly inadequate so- services principles and - Implementing agent quate understanding
lutions and consequent fail- | technica limitations of basic technical
ure of water services. such as the nature of issues.
groundwater, the costs
of construction and
operation and mainte-
nance etc.
Services pro-
vider

- Consumer rela
tions

1. Lack of consumer
orientation

2. Inadequate notion
of “service”

- The development of poor
relationships with consumer
body resulting in consumer
resistance. Lack of "serv-
ice" orientation resultsin
lack of responsiveness and
poor consumer relation-
ships.

- Develop customer
service asthe primary
modus operandi of the
service provider.

- Ensure an active and
articulate consumer
body.

- Develop key performance indicators
of customer orientation and incorporate
these into service provider contract.

- Establish consumer liaison process.

- Water services provider
- Water services author-
ity (possibly through the
implementing agency)

- Support from DWAF

- No complaints from
consumers.

- Key performance
indicators of cus-
tomer orientation met
by water services
provider.

- Administration

1. Poor communica
tions with the Water
Services Authority
2. Inefficiencies

3. Lack of staff com-
mitment

4. Lack of trained
staff

5. Inadequate stock
control of spares etc.
6. Financia misman-
agement

- Poor administration will
make it impossible for war
ter services providersto
fulfil their functions result-
ing ultimately in the failure
of the system.

- Poor communication with
the Water Services Author-
ity will result in the Water
Services Provider being un-
accountable.

- Regular formal com-
munication with serv-
ices authority.

- Ensure that the water
services provider has
an adequate human
resources plan.

- Ensure that water
services provider has
an ongoing programme
of staff training.

- Ensure that adequate
monitoring and audit
systems are in place to

- Establish regular meetings with water
services provider using a pro forma
agenda designed to ensure all issues are
properly covered.

- Include key performance indicators
of efficiency in the contract and moni-
tor these regularly.

- Include a requirement for an ap-
proved human resources devel opment
process in the contract. Formally re-
view the human resources devel opment
progress on asix monthly basisin-
cluding ongoing staff training.

- Over and above normal annual

- Water services provider
- Water services author-
ity

- Support from DWAF

- Efficient services
rendered with mini-
mum complaints
from consumers.

- Regular well at-
tended meetings held
between water serv-
ices authority and
water services pro-
viders.

- Key performance
indicators of effi-
ciency met.

- Efficient, well




Issue Problem Sustainability im- Solution Action Responsibility Monitoring &
pact verification
identify and correct auditing procedures, include quarterly trained staff in posi-
mismanagement, in- financial reporting in the contract. tion with minimum
cluding consumer feed- | - Establish a consumer complaint sys- staff turnover.
back tem and monitor consumer perspec- - Noindications of
tives of efficiency of service. mismanagement of
finances.
- Revenue col- 1. Inadequate or un- Fi nqncial sustainability of - The introd_ucti onofa | - H_old discussions with consumer : Water services author- - Efficient and accu-
lection acceptt_ad cost- services de_pends on reve- system to fai r!y meas- bodies to agree on metering and meas- ity rate cost aIIo_catl_on
allocation system nue collection. ure consumption and urement methodologies. - Water services provid- system functioning.
(metering etc.) alocate costs. - Reach agreement with consumers ers - Revenue collection
2. Inefficient and/or - Consumer education | regarding the allocation of usage of - Support from DWAF levels of at least 90%.
inaccurate billing and the promotion of water so that costs can be allocated. - Senior politicians - Independent con-
3. Inadequate collec- acceptance of metering | - Ensure that adequate management sumer survey indi-
tion or other systems of exists within the service provider to cates satisfaction with
4. Lack of political fairly determiningthe | implement proper revenue collection cost allocation
will to support service usage of water. activities and administration. mechanism and reve-
providersin revenue - Development of effi- | . Training of staff responsible for nue collection.
collection activities cient revenue collection | revenue collection on an ongoing basis.
systems and staff - Ongoing promoation of payment for
training. services by senior politicians.
- High-leve political
support for payment of
services
- Technical 1. Frequent bresk- The technical failure of - Proper initial design - Thetechnical design of the water - Water services author- - No source failure
: . downs water services creates dis- of systemsincluding supply system must take into account ity even during dry
SEIVICE PIOVI- 1 5 Hydraulic failure of | content amongst consumers | the adequate assess- the probable operation and mainte- - Water servicesprovid- | years.
sion (O&M) system and consumer resistanceto | ment of water sources. | nance capacity of the long-term water | ers - Minimum interrup-
3. Failure of the payment for services. It - The establishment services provider. - Support from DWAF tion of services and
source promotes unilateral activity | and maintenance of - Water sources must be assessed for short repair periods.
4. High system losses | by consumers such asille- adequate management | adequacy during dry years as part of - Independent con-
5. High operating gal connections. Lack of systemsand operation | initial design sumer survey indi-
costs adequate operation and and maintenance plan- | - Water Services Development Plans cates ongoing con-
6. Lack of qualified maintenance leads to ulti- ning. must include the management and sumer satisfaction
technicians mate failure and the need - Adequate dlocation | planning of operation and maintenance with the service.
7.Long repair periods | for expensive rehabilitation. | of finances. activities and how such activities are to
8. Lack of spare parts - The establishment of | be financed.
9. Lack of adequate appropriate support - Clear, accessible and functional sup-
support structures. port systems must be established in-
cluding responsive lines of communi-
cation.
- Business plan- 1. “Project” rather Sustainable services will - Businessplansmust | - Business plans must indicate not only | - Water servicesauthor- | - Businessplan
ring than “Service” ori- not be possible without be "service-oriented” how infrastructure is to be provided but | ity meets the require-

ented business plan

adequate planning.

rather than construction

also how the ongoing function of sus-

- Water services provid-

ments of guidelines.




Issue Problem Sustainability im- Solution Action Responsibility Monitoring &
pact verification
2. Inadequate business or project oriented. tainable water services provision isto ers - Business plans are
plan - Guidelines on the be accomplished. - Support from DWAF up-to-date, are rele-
3. Lack of adequate preparation and content | - Business plans must meet minimum vant and are being
sKills to prepare busi- of business plans requirements in terms of guidelines. implemented.
ness plan. should be prepared. - Business plans are to be prepared by
4. Business plans are - Training should be competent personnel who have been
not updated and be- availablefor those pre- | adequately trained where necessary.
come redundant. paring business plans. - Management is specificaly tasked
- Regular review of with updating the business plan annu-
business plans. aly.
Local support
systems
- District Coundil 1. District councils are With_out the availabi I_ity of - Develop capacity in - Undertake asurvey of district council | - District councils. . Ef_fective support
" unable to support ongoing _an'd gppropriate the district councils to capacity to provide support services. - Provincial local gov- received at local level
SUppor local activities. support, it is unlikely that be able to support local | - Develop awater services support ernment departments. to enable the sustain-
2. District councils local services will be sus- service provision. plan in each district council. - DWAF in consultation able provision of
unwilling to support | tainable in the long run. - Engagetheservices | - Establish water services support with DCD and Provinces. | Services.
local water services of other water ingtitu- structures within district councils. - Survey of loca
providers. tions such as water . Employ taff at district council level water service provid-
3. Lack of adequate boards to undertake and train such staff to be able to sup- ersindicates satisfac-
capacity to provide support functions on port water services at local level. tion with support.
support behalf of district coun- - Customer satisfac-
cils. tion with continuous
- Ensure that ade- and efficient service
quately trained staff are provision.
employed at district
council level to provide
support services
- Provindial sup- 1. Province are unable | Without a_jeq_uate support - Ensure that provincia | - Establish awater sector local gov- - Provincia local gov- - Effective suppprt is
to support the water from provincia leve, dis- local government de- ernment support planning processin ernment departments. received by district
port services activities of trict councils will be unable partments are aware of each province. . DWAF in consultation councils from provin-
local government at in turn to support local wa- the support needs of - Establish clear communication links with DCD and Provinces. | cial structures.

district council level.
2. Lack of adequate
capacity or expertise
to provide support.

ter services activities which
will seriously compromise
the sustainability of serv-
ices.

district councils.

- Ensure that provinces
or other water sector
ingtitutions such as
water boards are able to
provide support to dis-
trict councils.

within provincia structures.

- Ensure that provincial structures have
the capacity to support district councils
or that aternative arrangements are
made using the capacity of other water
services ingtitutions such as water
boards.

- Digtrict councils are
providing an effective
support servicesto
the local level.

- Customers are sat-
isfied with continu-
ous and efficient
Services.







