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Expert Focus Groups Held

e Experts idenftified via an iniermmal nETWorking process

o A conscious attempt was made e get a diverse and
rch mix for each group

e Some 68 expertsattended
— 28 privatesector
— 18 locallgovernmeni
Tﬂ_&.wo’re’r oards
parastatals
— 2 @cademic
— 3 DWAF (not including olservers)
— 3 civil society
— | olher geVEMmMENn AERArmMENs

o |n"general, The process was very well received
o l1is,0 poweriul medium




EXPEMTEOCUS Glolips

o Nine EFGs held to date, tenth planned for 12 June

e Subject areas:
— Water leakage‘and demand management
— Customerselationship management
— WSP MedelS and Business plamnning
—_Watetfeatment

astewater treatment
— Best practice O and M
— Revenue management
— HR development and retention
— Ruraliwater senices:
— AS ainagement (Lo ieliew)

o Standard agenda: current status, what needs to be

done to assist WSPs, how, who and how much will
it COSt?




EXPErrEocUS GlrolpsEioveeliNenes
ziEnhiTemes; (i)

e The state of play

e Information systems

 Regulation

__o = ing for sustainability interventions

o [hepolitical interface

o Clustering

e Multi-disciplinany task teams

- Institutional support business plans

e Business orientation




EXPErrEocUS GlrolpsEioveeliNenes
ZiENiTemes/(2)

nstitutional roles

Human resource development anad retention

HorsesJJer courses
—

\etworking and lesson learning
e The role of the private sector

e Benchmarking

e Budgeting for O and M

e Asset management




WSP Support Strategic Implementation
Framework: Project Governance Arrangements

WSSLG

T
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DWAF WSP
Support Task
Team




WSP Support Strategic Implementation
Framework: Project Governance Arrangements

WSSLG

i |

WSP Support SIF Steering Committee:
DWAF, SALGA, NT, DPLG, SAAWU,
Civil Society, DBSA, WISA, etc.

T

DWAF WSP
Support Task
Team
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SIENPDEVEIopMent PIEESS

* Discussion paper developed Aug 05

« WSP Support SIE drait structure prepared Nov. /
Dec05+

‘..f'

gaft Foclls Grolos: Jertery - Aofll 0 (el
ore 1 Jine)

o Draft WSP Support SIE being developed

e Consultation / Workshoeps Is the next phase
* Refinement of the SIF

o Implementation




ible Hierarchy ot Sector
Upport Stralegy. and
Frameworks

o Water Senvices Sector Support Srate
_Z o pport olfateqy

WP Support SIF Human Resource Development SIF WOA Support SIF Water Board Suppor SIF

———

N ——




Proposed process for consultation
phase

EFG Phases” Consultation Phase =

r—

EFG egion

‘@ =
S ops




EXPERFEOCUS Gl olpSENSEYAEIHEINES

VWaleslieakage and DemeneRYencuEnyeinGi

 There Is a general lack of expertise within the sector to
effectively deal'with water leakage ancdidemand
management

» Thegeiisdittle or no political 1duy-in
gere Is a lack of funding fer Interventions
Poor design and construction of new systems
Tihere Is a serious lack ofi Information en water systems
LLack of information en infrastructure:
DWAE regulatiens te do water audits — DWAFE needs to

- oassist......
o |LacK ofi capacity to operate and maintain systems




EXPERFEOCUS Gl olpSENSEYAEIHEINES

VWaleslieakage and DemeneRYencueEneinGz)

« Municipalities'should be forceaitoerspend 2% on maintenance
- Mechanism.{o enforce maintenance

* No culture.ofypayment
- Taekieshrough education/communication

« _Lackebffawareness of legislation; policies etc.

REgulatony framework oni sustainability monitoring is lacking
Viere frequent interventions areund WSDPS — follow ups
Leok at demand side management (DIVS) model by Eskom
— Wwork on PPP medels

Need a champieniin: eachrmunicipality.

O 'start at top — political will — provide funding:

- FOr situational assessments

- Pilot relieuts




EXPERFEOCUS Gl olpSENSEYAEIHEINES

EUStemeEr RelatiognshipivienauEieEnineLs

Councillor participation is Impoltant

CRM is driven by people and stppoeried by technology - 50% IS
culture, 30%/usiness planning; 20% technelegy.
Different‘cistomer management practices; for different customers —
poorefrCaimunities without access to the telephone, customers

~that‘cannot even afford the cost of a call

Steppeditariff system of prices Is ene way of dealing with this issue
WSPs don’t have the criticall data to understand their customer
profile, their breakeven points, the degree of implementation of free
PASIC services — they. iy tor provide free basic services and find
themselves inian tnsustainanie situation. The information Is
avallzpleN e CemPINEGN R a Way. that can be drilled dewn and
analy/sed.

WSPs don’t see water provision as a business, they see it as
providing a service

Councillors can be used as champions in the process — can be a
powerful pesitive force




EXPERFEOCUS Gl olpSENSEYAEIHEINES

EUStEmER RelatiognshipivienauEmeninez)

CRM is a long term’approachi—tlie’ changing; of Councils every

5 years doesn’t help as you censtantly have te build up capacity.

Tackle thesissue of CRM more breadly — bingl in ether services

Specify-beachmarks so that WSPs could have elements to

strivertewards (benchmark international standards — this is
eeNg done)

WWork with private sector organisations te learn good CRM
practices
There should be a speciiic budget for CRM
Resell Batho Pelerat ministeral level (DPLG, SALGA, DWAF)
Guiding standand.___

—"'—l\‘llm'ﬁ'gent IIaCK-Up measures or policies for
disconnections and enfercement mechanism




EXPERFEOCUS Gl olpSENSEYAEIHEINES
WS P Viaeldiselplel BitiS|riess Plarirlire (0L

Regulatory rolesnéeed o Era e BN AE S/ S/AS
Implementationier rieguiZeHNSHECKING
Skills anelacking In tHeSEcIo);
Municipziities necdiiElBRERmakat I ENsE:
= Wit siZer gfgrefzlnlisEor) s o utlnel?
= ECONEMIES GIfSCRIE
- Geadgraofle feleiors
- Depsity of ggoLllztor]
- Siirettacjic glaining
S Brine I couriclllors for caigaieiiy guilelirie)
- Wor — uriclarsiardiricf tre gusifess

- Paoola on grodrcd — sills
S oy cle We ericfzie/a Witr) rrtipiel oslitlas izt cife gusilref slfleeiel?




EXPERFEOCUS Gl olpSENSEYAEIHEINES
WS P Vigeldiselplel BitiS|riess Plarirlirc (02)

o Keyfactors — has councieiEiNiieIEN: ECISIEZ
- Long termfcommitmeni
- Recogpise.need ierspECEIISHsHRLRN G BESHNMEXISINA
municipaiiies)
- Drjy1ér45hampion — [(ust ge el jocal gersor) Wit ozicie)fotiel cipicl
w—rexperience
- TAE rreenlElllsn — colriclls o Work tocfeir]er
o Lz fron) reieice
- Lasgans from Wesiarr mlicjnvele
- Lesgsans from) gifer clress
- Wriett 2ire ire lessons sayirc) to Wl — fatorlly lgesl

;lgmemm_eﬁ?
o Facllitaite cdiscussions cit loczl laveal — cifazi gf eg-ggarziiicf]

e BIWARE'S fole 2l cl stgoarier cinicl recjlfziiar fleecls o g igzisec) ol
zinle) Uriclersigoe




EXPERFEOCUS Gl olpSENSEYAEIHEINES
VSIEPAVIGUEIS andBusSinESSHEEuNGES)

o ook at linkagestwith\WSiDiRe
- Capital reguiemenis
- Cost efseivice
- Ec;_op/gmic nrlejelelfinle)?
sl SGERAEI P2/ IRE/NCANSENINECHSIBIEIS

— ————

StcliasSIIE:

SNRCOME anc expERuie

SNEIUENOIRESSELS
S MIEMA s oliczitions — [zl

- Must ellocate resgonsiolity for WS B

- Diifarant lavels of g faneineg “aationelbime) fenelme)

slvleiclels/laveals af gusiness olElfs
SRS INANICIWVEERNVSARERENSIE




EXPERFEOCUS Gl olpSENSEYAEIHEINES

VWelerhreatment

Councillor education,on water treatiment— there needs e be a basic
understanding on' what's invoelved
Technical expertise lost, especiallyfarisans and eperaers
Small systemsgdo not work welliinfgeneral but reguire the same, If not
higher«skilled staff

* _\WaterisCompeting for funds fiom: other services

e iiEre is also the divergence ofi views where the National Water Act is
centralised and the Water Services Act Is decentralised
Budget for O&M is often teo litile — little funds lefi fer material supply
Basic equipment for lalberaiony tests are non-existent
Plants being operated by general assistants withlittle or no training
Viotivation Is |oW:— noe; Career-patiing
CommunicatioRNaclitesH seme outlying areas Is non-existent
e aveErtETighttechnology but:
- Highitechiin inappropriate places
- lLack ofi nght chemicals
s Shared responsibilities for operators — water treatment and waste water
meatment — staff should rather have a focus
 Regulation is inadequate: Ifi you don’t comply, what happens?




EXPERFEOCUS Gl olpSENSEYAEIHEINES

Weastewater I'rreatiment

Infrastructure maintenance IS a key conmpoenent - bUudgets are
Inadequate
Design documents and operating manvals;are net availanie
Appropriatedechnology but iInapprepratie design
Assetiriaffagement (transfer knowledge and: skills)
Vienitoring quality, standards;and effective plant operation
preblematic
Regulating - what should therdischarge standards be?
HR Personnel — now and in 5iyears tine - need to think about
this??
- Shoertage/lack of clianpien

= Understandimplicatlions oft poor wastewater management

o [ookat different institutional models/options to maximise on
expertise (sharing e.g. lab)




EXPERFEOCUS Gl olpSENSEYAEIHEINES

BESINEaCtIce OperationsayaipieheRcE

Investment for'O and M critical

Stronger regulatory framewerk required, supperiead: by

enforcement

Coun_gilpgﬁuy-in and support key for the allecation of sufficient
~____-budgetio

r O&M
Guidelines and assistance required to budget for O&M

o Key tools / processes should:be used for planning e.g. S78,
WSDP

o Awareness andlimportance off O&M net widely understood -
curreniiiocus enicapital nirastiucture and building evaluation

J iVlonl’['orlng to be done through business plan

o Il echnical training required - artisan, operator and management
level




EXPERFEOCUS Gl olpSENSEYAEIHEINES

REVERUE Vianagemeni (045

High level of indigents in the counthy

High dependency on Equitaisler Share By municipalities
Conventionalgapproach to revenue management does
not werkar areas where the level of iIndigents Is very

@?
@nerhas to have a good databhase alll customers
iegistered on the system, including those which are
Indigent

Thereisatechnical skillsi shortage within the country
Councillors often lack understanding on the issue and
capacity building in this area Is required




EXPERFEOCUS Gl olpSENSEYAEIHEINES

REVERUE Vianagemeni (02)

National benchmarks need to be estaklished/confirmed
Provide information to managers and alserceunciliors (e.g. UAW,

data collegetion)
Scoregard,and performance management inWSPs

__Rievide"more technical skills

Understanding of non-revenue water needs torbe developed

Practice good custemer management prnciples
DWAE to help with SLEA hetween WSANMSP

Support required areund: billing systems




EXPERFEOCUS Gl olpSENSEYAEIHEINES
HRAPEVEIGPMeEnt and REIEHIIGIINGL

Skills developmentis a critical chiallengerior the sector

Found 29% sresignations, hight levelr of skills outflow, relative
iIncrease,arlower level

Hugegdiffi€ulties in skills replacements either by recruitment and or
pyeskills development

IHigh level of skills outflow at NOE 4, 5 and 6 (management and
proefiessionals)

Totallack of any procedure manuals — se everything becomes very
alilarrary.

Municipaliies,are ieikeeping appropriate staff records

" MURNICIPalities are restricted tor 32%: of their operational budget for
Salares




EXpert EocUS GrolpSENEYAEEeESs
HERAPEVEIGRMENt and REICHGIINGZ)

Prepesal to integrate human resource sirategic thrust into water
Services sector support strategy.

HR shluld be another major strategic thrustwithintthe SSS and net a sub-
set of the WSP Support

Task team work needs to be debated withrkey:decision makers

Need a processtorbring SALGA, the SETAS, elc. 1IN te give more context
and buy in_t(?ae Skills Development and Training Strategy: for Municipal
WatenServices

i "'.'.f . "
HRE™ development and retention side

[DEiline a process of broadening the: Skills' Develepment and Training
Strategy into an HR Strategic thrust in the \Water Services Sector Support
Strategy

— Intterms ofi breadening itier HiR, we need o know what other
InitiatIves are iappening
S A eRENE EZINVIIN T ETiiectively with realistic dates?

— Needs to take on beard Issues such as retention, filling posts — all
issues captured in the ‘What" table




EXPERFEOCUS Gl olpSENSEYAEIHEINES

RUAINVaIer Services ProVisSiehNoLy

Most rural based" WSPs (Municipalities) are heavily reliant on

Equitable Share
There is extensive use of CBOS i seme municipalities

The mi_n?et In providing rnural water senvicesiis very: different to
__unban.provision

Tariff models are lacking or net well understoed
MIG constrains funding|per family/heuseheld — this needs to be

ievised
Institttional arrangements (ISWIP needs to be re-established)

Section 78 (the hew) - not being enferced

= ImmEdIBENRENVERIONS Iooking at current status, water quality etc.
can be implemented




EXPERFEOCUS Gl olpSENSEYAEIHEINES

RUAINVaIEr Services ProVisiehNGe2)

* New politicians'in Councils — ISiiherera training pregramme in
place?
* Knowledgerssharing with “goed* WSPSs shouidiee encouraged
« Asset mamagement/asset replacement: need torstart putting money.
asides~
ision between WSA/M/SPs needs to be clarified — look at

contract between WSAs/\WSPs
Peeple/skills lacking i the sector Is an Issue — knoewledge loss Iin
Sector Is detrimental — get apprentice schemes going to build
altisan base

» Technical andfinancial support o e provided

’ Neegmish-a-feedback mechanism from DWAFE, MIG and
othernigher levelstructures that develop policies and guidelines

whichi affect W.SPs / Municipalities




10 M
- WSP SUPPORT CONCEPTUAL MODEL

Enabling Environment

Assets
Treasury DPLQ
Regulation Regulation

Finance

Political Interaction WSA Interaction




Draft Long Term Goals

Goalll : Assist WSPs {o gain a muchrbetierunderstanding of
their water services infrastructurerandtheow betiertormanage. it

Goal'2 : Assist WSPs to gain amuchibelierunderstanding of
their customers,and/how bestioiseverthem

Goal 3: AssiskWSPs to managestheitfinancesimore effectively

Goal 4 : AssistiyWSPs to accessithe appropriate skills'to enable
them teifiUnClion effectively

Soai*S " AssistiWSPs 1o puliin placethe appropriate operating
systems and praclicestneededierrunfthenrbusinesses

Goallé: Assisti WSPsHo puliin place the appropriate
management systemsiandipraciicesisneeded fo run their
DUSINESSES

Goali/ataciiigieranienayingrenvironment which: willfallow:
R SPSh IO pEICiENmererettectively.




Conceptual programme for WSP support (1)

CRM

Human Resource
Dev.

Asset managem.

"
‘ ~d
Operdiions man.

Business practices

Enabling factors

Financigl==|
managem.

2006 2007 2008 2009 2010 2011 2012




Conceptual programme for WSP support (2)

V_e[y,weok'W’S( Ps

Weak WSPs

Medium
capacity WSPs

Strong WSPs |-

2006 2007 2008 2009 2010 2011 2012



