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IMPROVING PERFORMANCE THROUGH INTERNAL REFORMS BY THE 
PUBLIC SECTOR – A CASE OF NATIONAL WATER AND SEWERAGE 

CORPORATION, UGANDA 

By: DR. WILLIAM  TSIMWA MUHAIRWE, Managing Director, NWSC. 

 

1.0      INTRODUCTION  

a) Change in a Theoretical Perspective 

The main strategic challenge of managing public enterprises lies in proper management of change. 
Most public organisations have continued to perform poorly because of inadequate change 
management.   Strategic change is continuously becoming more important, particularly where the 
environment, the workplace and the market place needs are continuously changing. It can be 
mentioned at this stage that “the only constant factor in good governance and management is 
change”. Management without change results into stagnation. But this change must be strategic 
and properly managed. 

Most managers are continuously faced with the challenges of efficiently delivering services at an 
affordable price. This implies a need for pragmatic management, which involves scanning what is 
happening in the area of business and trying to anticipate problems in the workplace.  

Theoretically, strategic change management can be understood as the whole organisational 
process consisting of: 

• Determining the present institutional performance situation. 

• Determining where the institution desires to be in future. 

• Diagnosis of the past business operational experience. 

• Rethinking of strategies to revamp the present performance. 

b)     NWSC in a Historic Perspective 

The National Water and Sewerage Corporation was set up as a government owned parastatal 
under decree No. 34 of 1972, and its legislative framework was strengthened by the NWSC 
Statute, Statute No 7 of 1995. 

The NWSC operations have grown from 3 towns in 1972 to 15 towns at present. These towns 
include Kampala, Jinja, Entebbe, Tororo, Mbale, Lira, Gulu, Masaka, Mbarara, Kabale, Kasese 
and Fort Portal, Bushenyi/Ishaka, Soroti and Arua.    

The NWSC has moved from efficiency with funds for investment available in the early 70’s, to 
dilapidation of the Water and Sewerage systems in the later part of the 1970’s and early 80’s. 
The mid 1980’s and early 1990’s were characterised by rehabilitation of the Water and 
Sewerage systems. With the infrastructure in place, the later part of the 1990’s was devoted to 
improved efficiency and performance enhancement so as to effectively deliver services to the 
people. The performance enhancement programmes have included both strategic internal reforms, 
and the involvement of the Private Sector in service delivery. 
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c)     NWSC Role and Mission 

The mandate of the Corporation as defined in the National Water & Sewerage Corporation 
Statute Section 5 (1), is to operate and provide Water and Sewerage Services in Areas entrusted 
to it on a sound commercial and viable basis.   

The principal functions of the Corporation under the NWSC Statute are: 

• To Manage water resources in ways which are most beneficial to people of Uganda 

• To provide water and sewerage services 

• To develop Water and Sewerage systems in urban centres and big national institutions 
throughout the Country. 

The Mission of NWSC is to be a customer oriented infrastructure organisation providing reliable 
and good quality water and sewerage services in a cost effective manner.  

d) Presentation Outline 

The presentation is a synopsis of the NWSC experience on how change for better results has 
been managed. The presentation is structured as follows; the next section gives a brief on the 
driving forces for change, followed by the steps taken to improve Performance in the third 
section. The fourth section outlines the resistance to change, followed by the 
outcomes/achievements of the Programmes in the fifth section. The lessons learned and the 
conclusion is thereafter given in the sixth and seventh sections of the presentation.   

 

2.0        DRIVING FORCES FOR CHANGE (1998-TO DATE) 

 As already mentioned, this paper examines the performance improvement in NWSC after a 
relatively long period of infrastructure investment and rehabilitation, prior to 1998. In particular, 
this section highlights the performance gaps, as at 1998 when real internal reforms actually 
started. It is the magnitude of such gaps that triggered reforms – the Corporation had no future 
unless something was done.   

(a) SWOT Analysis as at 1998 

As at 1998, the situation in the NWSC would best be described by a World Bank Report, which 
stated that;  

“Over the last 10 years, the GOU in partnership with the World Bank and Other Donors 
have made significant investments (over US $ 100 million) in the Urban Water and 
Sewerage sector. These investments have contributed immensely in rehabilitating the 
existing infrastructure under the NWSC management. Unfortunately, these investments 
have not been matched with the necessary efficient commercial and financial 
management capacity that can ensure the delivery of sustainable services in the medium 
to long-term”. 

The World Bank report clearly pointed towards the need to strengthen the commercialisation of 
NWSC services to get real value of the investments undertaken in the previous years. This was 
the main challenge as at 1998.  
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At that time, the contract term for Board of Directors (BoDs) and the then Managing Director of 
NWSC was coming to an end and was accordingly replaced with a new one towards the end of 
1998.   

The task and challenges that faced the Board and New Management was enormous. The new 
management thus launched a revolutionary outlook regarding performance enhancement of 
NWSC. The approach, which was adopted was, as highlighted in the introduction, to first analyse 
the existing situation, identify major corporate performance gaps and map out turn-around 
improvement plans. This was carried out through a Strengths, Weaknesses, Opportunities and 
Threats analysis (SWOT).  

(i) Main Strengths 

• A relatively sound sewerage and water infrastructure 

• Abundant raw water for abstraction  

• A competent and relatively well qualified senior management team 

• Good positioning of NWSC services relative to other utility services. 

• Abundant water production capacity (operating at about 58% overall)  

• A good and enabling water legislative framework (the 1995 Water Statute & the NWSC 
Statute No.7 of 1995) 

• A relatively good organisational autonomy 

(ii) Main Weaknesses 

• Operational frame with a large number of unviable towns (only 3 i.e. Kampala, Jinja and 
Entebbe breaking-even).   

• High arrears (accounts receivables) standing at about Ushs 30 billion corresponding to 
about 14 months of debt age  

• Expensive inefficient labour force, partly due to overstaffing (total labour force of 1800 
staff equivalent to about 40 staff per 1000 connections); with exceedingly high staff costs 
(about 64% of total operating costs)  

• Low operating efficiency (for example UFW of 60%) 

• No external customer survey system to know what the clients want, thus, contributing to 
poor customer orientation.  

• Irrational and costly welfare scheme   

• Poor organisational behaviour with most staff actions significantly at variance with 
organisational goals and objectives e.g. late coming, corruption in form of illicit activities 
by customer-interfacing field staff and poor hygiene and cleanliness in the corporation 
premises like pump houses, water treatment units etc. 

• A running monthly financial deficit of about Shs 348 million due to poor billing and 
collection efficiency.  

• Lack of performance incentives (rewards systems) as necessary levers for area managers.  
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• Rampant water leakages and sewage spillage. 

(iii) Main Opportunities 

• Government’s support for the water sector. 

• A relatively good public image. 

• Donor confidence. 

• Relatively stable economy.  

(iv) Main Threats  

• Low customer’s ability to pay (especially domestic category – the problem being 
worse in Upcountry towns).  

• A VAT law that had put the corporation on a collision course with the Uganda 
Revenue Authority, i.e. VAT is paid on bills regardless of whether they are paid or 
not. 

• High environmental protection regulations. 

• Large external debt servicing obligations on-lent to NWSC by Government  

• Lack of in country manufacturing of most water and sewerage operational hardware 
inputs.  

(b) Implications of the SWOT Analysis 

The analysis above indicated that the major baseline problem in NWSC was more institutionally 
related, with most staff not performing as expected. The ensuing poor financial and operational 
performance was, therefore, (among other reasons) a result of this primary problem. The 
externalities (measured by the opportunities and threats) did not seem to be the main impediments 
to performance at that time. The strengths however portrayed an opportunity for enhanced 
performance.  Hence the situation analysis pointed towards an organisation with sufficient 
hardware systems in place, but deficient in software and management strategies to improve the 
performance of the Corporation. 

 

3.  STEPS (INITIATIVES) TAKEN TO IMPROVE PERFORMANCE 

The steps adopted by the Corporation was to use short-term action oriented programmes, and 
the involvement of the Private Sector aimed at eventual realisation of the desired corporate 
performance projections, in the long run.  

For all other operational Towns other than Kampala where the private sector has been active, a 
number of successive change management programmes were designed and implemented to 
achieve the NWSC Corporate Mission and Strategic goals. The highlights of the programmes are 
described below. 

(a) Performance Enhancement Programmes 

The following were the various Performance Enhancement Programmes adopted by the 
Corporation since 1999. 
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(i) 100-days programme (Feb – May 1999) 

The 100 Days programme was worked out in 85 days and as previously stated was implemented 
in 100 Days as a pilot project. The programme activities addressed the five key performance 
areas of:   

• Water production and sewerage services 

• Water distribution services 

• Customer-care services 

• Revenue generation services 

• Cost reduction initiatives 

The 100-days programme was indeed very successful and it marked a great performance 
turnaround for the NWSC. Some of the landmark performance achievements included the 
reversal of the financial performance of the Corporation from a deficit of Ushs 348M /= to a 
profit of Ushs 331M /= and remarkable reduction. Another great achievement was the 
improvement in the public image of the Corporation, which enhanced the customers’ willingness 
to pay.  

(ii) Service &Revenue Enhancement Programmes–SEREP I&II (Aug’99- Aug’00) 

The SEREP programmes followed the 100-Days programme and were designed to consolidate 
the achievements and improve performance further. The same key performance areas of water 
production and sewerage services, water distribution services, customer-care; revenue generation 
and cost reduction initiatives were maintained. The main emphasis of the SEREP programme was 
the restoration of customer confidence and hence service enhancement. 

By end of the SEREP programmes, the Corporation had registered more achievements. The most 
notable of these achievements were the expansion of the customer base and the increase in the 
number of break-even towns to 6No from 3No in 100-Days programme. In addition, revenues 
increased and some of the profits made were re-invested to extend water mains by additional 
20.5 Km.  

(iii)   Area Performance Contracts - APC I and Support Services Contracts - SSC I 
(from October 2000 – October 2001) 

The APCs and SSCs were Contracts signed between the NWSC Headquarters and the Area 
Managers and Heads of Support Service departments like the Maintenance, Procurement and 
Stores departments. The Contracts were designed to give a new outlook to the previous change 
management programmes and to address the targets set out in the NWSC Performance Contract 
signed with the Government in September 2000.   

The main characteristics of the APCs and SSCs were among others, increased autonomy of 
Areas and Support Departments, enhanced commercial orientation, creation of result and output 
oriented management and increased accountability and clear separation of responsibilities. Other 
characteristics include improvement of cost effectiveness and efficient service delivery and the 
introduction of incentives and disincentives as drivers of performance. 
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The APCs and SSCs were indeed a success and they brought major improvements in billing, 
UFW, revenue collection, arrears reduction and cost reduction and created more confidence and  
self control of Managers & Heads of Support Services Departments.  

(iv) Area Performance Contracts - APC II and Support Services Contracts - SSC       
II (from December 2001 – November 2002) 

The APC II and SSC II were generally a strengthened form of the APC I and SSC I. Under 
these programmes more key performance areas were introduced e.g. the reduction of suppressed 
accounts. In addition the incentives structure was re-designed according to SMART criteria in 
order to enhance staff motivation to work harder. Furthermore, the obligations of either party 
were reviewed and redefined to reduce of the occurrence of performance constraints identified in 
the APC I and SSC I.  

(v) The S-T-R-E-T-C-H-OUT Programme 

This programme came as a result of continuously evaluating the progress of APC IIs. During the 
course of the implementation of APCs, it was realised that there were still some organisational 
governance issues that needed to be improved upon to accelerate the achievement of APC II 
objectives.  A tailor-made programme code-named s-t-r-e-t-c-h out, whose many concepts 
were benchmarked and adapted from best-practice World-class organisations (General Electric 
of Jack Welch), was instituted.  The main characteristics of s-t-r-e-t-c-h out, which is presently 
being implemented in all NWSC Towns except Kampala, are: 

• Reduction of bureaucracy 

• Increase in speed of work, simplicity and self-confidence 

• Worker involvement 

• Organisational boundarylessness 

• Stretched targets, which are far above SMART targets 

• Reward of progress towards achievement of Stretched targets  

The Stretch programme is aimed at raising the bar for performance targets to levels which require 
“super human effort”. For the 4 months that the Stretch Programme has been running, we have 
managed to exceed all the SMART targets set out in the Area Performance Contracts. And in 
this financial year (FY2002/2003), our overall operating profits will be certainly higher than those 
in the previous years. The performance of areas in respect to operating margins has also 
tremendously improved, and currently all areas under the Stretch are meeting all their operating 
expenses and financing a significant part of their capital investment needs and are still posting 
positive net margins. The programme has also reduced bureaucracy in the supply of inputs in the 
areas and at the headquarters.  

Presently the s-t-r-e-t-c-h outs act as rolling business plans for a modified form of APCs, code-
named APC III, which is a mother Contract. (Details are on website www.nwsc.co.ug)   

(vi) Private Sector Activities  
Complementary to the internal programmes going on within the Corporation, the NWSC also 
realised a need to engage the Private Sector in its operations. As an initial move to involve the 
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private sector, the NWSC outsourced some of its non-core activities. These included, grass 
cutting, building maintenance, vehicle repairs and guard services. 

Secondly, management strengthened the Management Contract in Kampala, code-named 
Kampala Revenue Improvement Programme (KRIP) contract, which was running from 
December 1997 to June 2001. KRIP was a services improvement contract in Kampala City that 
covers about 70% of NWSC operations in terms of water production, customer base and 
revenue generation. The new management rationalised the incentives and monitoring structure 
through renegotiations of the contract in order to make it more performance-based.  

After the expiry of the KRIP Management contract in June 2001, management mobilised a strong 
team of its own staff to run operations in Kampala, which was followed by a second  
management services contract with ONDEO Services, a French management utility company 
signed in January 2002.  
 

(vii)    Other Commercialisation Activities 

Other commercialisation activities carried out by the NWSC included the Indexation of the Tariff, 
and the emphasis on developing an effective Management Information System. 
 
In order to protect the tariff from externalities such as inflation, and thus take into account changes 
in production costs, the NWSC tariff was indexed with effect from March 2002 with Cabinet 
approval. The indexation was carried out so as to protect the tariff from further erosion, and thus 
maintain its real value. The indexation will allow for the annual adjustment of the tariff, and entailed 
a 6% increase of the tariff in the first year of implementation. This is a significant achievement for 
the reform process, and is expected to protect the tariff in the run-up to the lease transaction and 
avoid the need for massive adjustments to the average tariff when the lease comes into effect.  
 
The NWSC has also put emphasis on developing its Management Information System (MIS) 
which is a key ingredient to a robust commercialization process. In line with this, networking of 
the NWSC offices has reached advanced stages. In addition, the Scala Accounting System was 
modernized and expanded. A new fixed assets register based on the Scala module was 
introduced from July 1st 2001. A 
 

(b) Management of the Programmes 

Other than STRETCH-OUT, for all the programmes above, Strategic, Measurable, Achievable, 
Realistic and Timely (SMART) targets were formulated for key performance areas identified 
under each programme. In all cases, well and strategically constituted Monitoring and Evaluation 
(M&E) Teams were put in place to oversee the programmes and carry out regular evaluations, 
based on stakeholder participatory approach (SPA). The idea was to promote programme 
ownership, collective decision making and a balanced bottom-up and top-down management 
approach.  

In summary, the programmes were managed through the M&E Teams, which met periodically to 
review the progress and design necessary interventions where necessary. During all the 
programmes execution, strict budgetary controls were followed. This initiative entailed the 
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adoption of proper financial management mechanisms. 

 

(c) The Incentive and Disincentive Systems        

The Management of the NWSC also put in place a reward system where best performing Areas 
were awarded trophies, which went together with cash prizes. This was done in order to keep the 
momentum of the Programmes alive. Trophies were awarded for the best performing Area 
Manager, the best performing Area and the runners up. Trophies were also awarded to areas that 
performed best in each of the key performance area e.g. water production and sewerage 
services, water distribution, revenue improvement, reduction in suppressed accounts, cost 
reduction, customer care and finally break-even in case of 100-Days and SEREP I&II.  

Likewise, for the APCs, there were/are cash awards and trophies for the overall winner and the 
runners up, together with smaller cash and trophies in the key performance areas of billing, 
revenue collection, arrears reduction, cost reduction and other WATSAN services. The best 
performers in the support services contracts were also given a cash award and a trophy. 

Presently, the STRETCH OUT and APC III also have a well-designed incentive mechanism. The 
mechanism relates to the degree of achievement of the APC III SMART targets plus the degree 
of achievement of the stretched operating margin targets agreed in the STRETCH OUT business 
plans. The systems also take into account the level of stretching amongst the Areas.    

Apart from the incentives, the APCs had a disincentive mechanism that puts penalties on any 
Area showing persistent failure to achieve agreed performance levels for three consecutive 
months. 
 
4.0 RESISTANCE TO CHANGE 
 
The following were some of the impediments faced in the quest to improve services by changing 
the way things were done, which were overcome by a comprehensive system of sensitisation. 
 
• Inability of staff to quickly appreciate the merits of change and thus preferring the existing 

status-quo. 
• Excessive adherence to bureaucratic straight jacket policies which had been overtaken by 

events. 
• Fear of staff to take management risks because of the  stereotype way of operations in the 

past. 
• Fear to accept the private sector because of improper information about their role. 
 
The above misgivings were overcome through a process of sensitisation in which the benefits 
were outlined to the staff, and the staff were thereafter involved in designing and implementing of 
the programmes. The sensitisation process was carried out in the presence of the Board of 
Directors, and managers were encouraged to be flexible with assurance given to them that they 
would not be reprimanded for rational independent actions. 
 
 



Performance Improvement   National Water and Sewe rage Corporation  

 
Presented by: Dr. William T. Muhairwe, MD, NWSC  March 2003 

11

 

5.0    OUTCOME OF THE PROGRAMMES 

The implementation of the above change management programmes resulted into a turn around in 
the performance of the Corporation. For clarity purposes, the outcomes as of 2002 are presented 
together with the situation prior to 1998 (before the programmes). This is aimed at showing the 
impact of the programmes. 

 
i) The Service coverage of the NWSC Water supply system has improved from 50% in 

1998/99 to 60% in 2001/2002. The increase was due to various mains extensions made, 
increased connections of consumers and the creation of public posts and standpipes in all 
our Areas of operation. 

 
ii) Billed income has increased from Ushs 25 billion in 1998/99, to Ush 33 billion in the FY 

2001/2002, while the Operating Profit increased from Shs (1,917) million before 1998 to 
Shs 6,949 million during the Financial Year 2001/2002, which has been a remarkable 
growth. Quoting from the World Bank Aide Memoir dated May 13 - June 2002, it was 
stated that: 

 
"The operating and financial situation at the NWSC has improved markedly since 
the FY 98/99. The NWSC appears to be near the point of achieving operating 
profit inclusive of depreciation within the next two financial years. This would be 
an encouraging factor to potential private operators considering the bid for the 
lease." 

  
iii) As pointed out in the Director's report of the Annual Audited Accounts for the FY 

2001/2002, the biggest part of the operating profits have been re-invested in the 
expansion of the network. Apart from the donor funded network extensions made in the 
Jinja/Njeru and Kabale towns, the Corporation funded all mains extensions in the other 
towns from its own resources. For example, of a total of 154 kilometres made during the 
year 2001/2002, about 50% were funded from own resources reflecting an increase of 
about 108% from the previous year.  

 
iv) In relation to the above achievement, the NWSC's funds from internal sources as a 

percentage of total capital expenditure increased from about 21% in the financial year 
1999/2000 to 39% in the financial year 2001/2002. This is a remarkable improvement, 
and compares favourably to the 35% of the operation costs spent on staff. It should 
however be noted that staff costs were 65% of the total operation costs in 1998.   

 
v) In the various towns operated, progress has been attained in the capacity to deliver 

services. Total water production is currently at an average of 128,492 m3 per day from 
84,932 m3 in 1998.  
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vi) In regard to sewerage services, the NWSC has of today managed to respond timely to 
leaks and bursts, and has improved the quality of sewerage effluent. With the operation of 
Cesspool emptiers, most of those served by on site sanitation facilities have their tanks 
emptied into the Bugolobi treatment plant. 

 
vii) Unaccounted for Water has been reduced from 51% in 1998/99 to 40% in the FY 

2001/2002. Currently the UfW is on average 29% in other areas, and 44% in Kampala.  
 
viii) Staff has been reduced from 1850 staff as at June 1998 to 889 as at December 2002, a 

reduction of 961 staff. Staff per thousand connections now stands at 11. 
 

ix) Collection efficiency measured as total collections as a percentage of water billed has 
increased from about 76% in the FY 1998/99 to 92% in the FY 2001/2002. 

 
x) Billing efficiency measured as a percentage of water billed over water produced has 

increased from 49% FY 1998/99 to 60% FY 2001/2002. 
 
xi) The No. of connections have increased from 54,755 as at June 1999 to about 83,289 as 

at December 2002. This marks an average growth of about 12% per annum. 
 
xii) As at June 1999, 81% of the accounts were metered. This represented 90% of all active 

accounts. As at December 2002, 93% of all accounts were metered with about 98% of 
all active accounts metered. 

 
xiii) Break even towns increased from 3 to 12 by December 2002. The 3 new towns which 

are not included in the break-even towns are however able to cover all their employee 
related costs. 

 
xiv) Customer care activities were enhanced with the establishment of front desk offices 

manned by competent staff, trained under the NWSC customer care division. 
 
xv) About 400 water Kiosks were erected since 1998 which reflects an average growth of 

100 per year. The Kiosks were aimed at improving services to the poorer communities.  
 
Tabulated summary of performance over the past years is shown in Annex 1 to this 
paper. 
 
6.0       LESSONS LEARNED 
 
The following were the lessons learned from the implementation of the programmes. There is need 
for;  

• continuous self monitoring and evaluation of the programmes to ensure progress and focused 
vision.  

• firm decision making on key aspects of change. 
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• staff involvement at all levels 

• a comprehensive and effective customer care policy.  

• committed, transparent and competent top leadership 

• continuous involvement of the Board of Directors 

• careful and purpose-based outsourcing of professional guidance, mostly local consultants 
who understand the local conditions better. 

• extensive use of comparative competition in operational Areas and rewarding good 
performers with cash prizes and trophies.  

• sound change management tactics, ensuring smooth evolvement of performance improvement 
programmes; one after the other. 

• extensive use of benchmarking (both process and metrics), using good performing  Utilities 
as bench marking partners.  

 
 

7.0     CONCLUSION 

 

Public organisations can deliver adequate performance if well managed. This is clearly 
demonstrated by the NWSC example in which proper performance planning and implementation 
has led into performance turn-around. 

The management and staff have embraced change in light of the transformations going on within 
the sector so as to establish a track record of improved performance aimed at making the sector 
more viable and thus attractive to the Private sector. Quoting the World Banks Mission Aide 
Memoire (September 22- October 26, 2002), it was stated that,  

"Normal areas for improvement frequently associated with a lease in the region are 
already significantly addressed by the NWSC. Considering existing evidence - including 
a markedly improved small operational areas where profitability is low, the GoU should 
consider designing a lease structure that encourages the retention of the current 
management tools" 
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ANNEX 1 

NWSC SUMMARY INDICATORS 1998 - 2002 
       
Year Ending June,  1998 1999 2000 2001 Dec 2002 
Ush in millions       

       
OPERATIONS       
UfW (%) 51% 46% 42% 43% 40% 
Sales per active connection (m3/day) 1.9 1.7 1.5 1.4 1.4 
Billing efficiency (%) 49% 54% 58% 57% 60% 
Active Connections (nos.)       31 284       36 628       43 312       48 960       65,289 
Inactive Connections (nos.)       19 542       17 739       15 482       17 274       18,000 
Total Water Connections (nos.)       50 826       54 367       58 794       66 234       83,289 
Overall collection Efficiency % 60% 61% 75% 85% 92% 
Staff Employed (nos.) 1850        1 462        1 213        1 092           889 
Staff / 1000 connections (nos.) 36 27 21 16 11 
Staff Reduction (nos.) -56 324 249 121 203 
Breakeven (No.Towns) 3/12 5/12 7/12 10/12 10/13 
Debt age Days 429 451 296 288 275 
INCOME (as per Audit Acts)       
Annual Turnover (Ush)       21 908       25 430       25 838       29 279       34 054 
Operating Profit (Ush) 1,497 (1,918) 3,039 4,369 6,949 

       
KEY INDICATORS - PRODUCTION & DELIVERY  
Year Ending June,  1998 1999 2000 2001 2002 
KAMPALA       
PRODUCTION       
Capacity (mil m3/y) 45 45 45 45 45 
Production (mil m3/y) 31.0 31.4 31.7 33.9 34.0 
Billed (mil m3/y) 14.0 15.5 17.8 17.8 19.0 
UfW (%) 55% 51% 44% 47% 44% 

       
Sales per Existing Connections (m3 / day) 2.25 2.13 2.09 1.97 1.64 
Sales per New/Newly Activated 
Connection 

(m3 / day) 0.5 0.5 0.5 0.5 0.5 

Average Sales per Connection (m3 / day) 2.13 2.09 1.97 1.64 1.35 
       

CONNECTIONS       
Active Connections (nos.)       17 927       20 357       24 815       29 700       38,500 
Inactive Connections (nos.)       11 058       11 270       10 601       10 036       11,000  
Total Water Connections (nos.)       28 985       31 627       35 416       39 736       49,500 

       
Metered Connections (nos.)       22 631       25 718       30 142       35 138       45,383 
New Connections (nos.)        1 960        2 765        3 419 4 621        5 390 
% increase in connections (%) 7.3% 9.5% 10.8% 13.0% 13.6% 
% metered connections (%) 78% 81% 85% 88% 92% 

       
OTHER AREAS       
PRODUCTION       
Capacity (mil m3/y) 33 33 33 33 41 
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Production (mil m3/y) 13.0 12.5 13.3 12.8 12.9 
Billed (mil m3/y) 7.4 8.0 8.4 8.8 9.0 
UfW (%) 43% 36% 37% 31% 30% 

       
Sales per Existing Connections (m3 / day) 1.63 1.52 1.35 1.24 1.25 
Sales per New/Newly Activated 
Connection 

(m3 / day) 0.50 0.50 0.50 0.50 0.50 

Average Sales per Connection (m3 / day) 1.52 1.35 1.24 1.25 0.92 
       
CONNECTIONS       
Active Connections (nos.)       13 357       16 271       18 497       19 260       26,789 
Inactive Connections (nos.)        8 484        6 469        4 881        7 238        7,000 
Total Water Connections (nos.)       21 841       22 740       23 378       26 498       33,789 

       
Metered Connections (nos.)       14 586       18 177       19 707       21 813       31,911 
New Connections (nos.)        1 357        1 164        1 557        2 177        2 374 
% increase in connections (%) 7% 5% 7% 9% 9% 
% metered connections (%) 67% 80% 84% 82% 94% 

       
ALL AREAS       
PRODUCTION       
Capacity (mil m3/y) 78 78 78 78 86 
Production (mil m3/y) 44 44 45 47 47 
Billed (mil m3/y) 21 24 26 27 28 
UfW (%) 51% 46% 42% 43% 40% 
Sales per active connection (m3/day) 1.87 1.69 1.53 1.42 1.35 

       
CONNECTIONS       
Active Connections (nos.)       31 284       36 628       43 312       48 960       65,289 
Inactive Connections (nos.)       19 542       17 739       15 482       17 274       18,000 
Total Water Connections (nos.)       50 826       54 367       58 794       66 234       83,289 

       
Metered Connections (nos.)       37 217       43 895       49 849       56 951       77,294 
New Connections (nos.)        3 317        3 929 4 976        6 798        7 764 
% increase in connections (%) 7% 7.7% 9.2% 11.0% 11.7% 
% metered connections (%) 73% 81% 85% 86% 93% 

 

 

 

 

 

 

 

 

 

 
 


