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Message from the Chairman: 
 
 
XXX is committed to its customers and improving services 
 
We have operating and cash flow problems which continue to be addressed 
through careful management 
 
Ninety percent of all investment comes from donor agencies and 
international investment banks 
 
Whilst water is plentiful in this country, it is expensive to treat and deliver. 
 
Power amounts to over half our running costs as electricity is expensive in 
this country 
 
Our plans for the next five years are set out in this document and should 
assist all our stakeholders to better understand the major improvements we 
will make. 
 
I commend this plan to you, all of our stakeholders 
 
 
[photograph] 
 
 

Chairman
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Executive Summary 
 
All well-run businesses operate within a structure based on sound business planning and 
this process is contained within a written plan normally referred to as the ‘Corporate 
Plan’. Due to the conflicting requirements, within the Management Contract, it has been 
necessary to redefine the reports and this was agreed at Board level. This document 
reflects those amended deliverables and replaces/subsumes the requirements for a 
‘Strategic Plan’ and the ‘Annual Development Plan’. 
 
Following the setting up of the company, delivery of the Operator’s Licence and 
commencement of the MSC, they have set about delivery of the contract requirements. 
Delays have occurred in some areas and in others considerable progress has been made. 
Despite these delays, the company is now in a better position to move forward on all 
fronts and to set out its plans and strategies that will enable it to meet the objectives of the 
Government and the aspirations of its customers. 
 
The MSC contained a set of deliverables based on a staged achievement of the Licence 
conditions. These have been revised and updated to reflect the revised investment 
programme which in turn is based on a pragmatic interpretation of the donor agencies’ 
plans for funding within the water sector. 
 
This Corporate Plan deals with all aspects of the business and is structured around the 
organisation which delivers each of the services, viz: the ‘Business Plan’ which contains 
the financial strategies including tariff projections; an Operating Plan with service levels; 
a Customer Services Plan and Charter; the Ten Year Investment Plan; a Human 
Resources Plan and plans for support services. It further deals with all of the Contract 
reporting requirements and includes reference to the strategies and plans which are 
detailed in the appendices to the Contract. 
 
The issues of inherited debt and working capital remain unresolved and these continue to 
reflect badly on the Company’s performance. Financial sustainability will only be 
achieved after satisfactory resolution of these issues. Improvements in billing and 
collection and reduction of energy and other operational costs are essential factors. 
 
Tariff adjustment, based on submissions by the Company, is the responsibility of the 
Commission and the development of this relationship will be crucial to the future of the 
company. Discussions on the tariffs are already underway. Whilst our plans are published 
herein, the issue of subsidies will require Government attention. 
 
Other key factors include staff retention and remuneration, public relations, training and 
development and the reduction in water losses whether wastage by customers or system 
losses through leakage. 
 
Only with the commitment of all stakeholders can the plans be achieved and their 
aspirations met. 
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1. Introduction 
The Licence and Contract require that the Operator shall, within 12 months, develop and 
submit a Strategy Plan for the Development of Water. This plan will target the goals, actions 
and programme for the future. It will set the Company’s vision and business goals to be met 
setting out resources and finance required. A separate annex will outline the Ten Year 
Development Plan for the business. 
 
1.1 Government Policy 
Overlying the business plans is the Governments adopted policy which is simply stated 
as: 
 

Sustainable and universal access to safe and affordable water 
 
Accompanying this is an equally simply goal statement: 
 

Healthier and more productive lives for poor people 
 
1.2 Vision and Mission 
To augment these high level objectives, the company has adopted a vision statement: 
 

To establish a sustainable business delivering high quality services to our customers 
 
Supported with this mission statement, which is to: 
 

• meet the service delivery expectations of our customers in a progressive, 
caring and commercially effective way  
 
• achieve this through the application of sound economic and financial 
principles 
 
• transform the company into an effective organisation based on sound 
management and business principles whilst using the skills and 
competencies of our valued employees in achieving our vision 

 
 
These statements underlie all of the plans and strategies contained in this Corporate Plan 
which includes plans aimed at the provision of services to all levels of community 
whether in the City, Coast, Secondary Towns or the Countryside.
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2. Background 
 
2.1 Progress in the Water Sector 
Much progress has been made over the last two years in reorganizing the water industry: 
 

• the company became operational on 30th May 2002 
 

• a Management Services Contract (MSC) was entered into with effect January 2003 
 

• 2003 tariffs were increased in line with the report made available in early 2003 
 

• accounts of the company and the company were completed six months into the MSC 
 

• economic regulation of the company was transferred to the Commission on 1st August, 
2003 

 
Whilst recognizing that other milestones existed, the above issues are highlighted as they 
have been the main drivers in determining the course of the Company’s direction and 
management so far. The merger was effective from 30th May 2002 and since then energy 
has been expended in creating a single utility business.  
 
A tariff increase was approved and implemented for 2003 upon what is now recognized 
as a set of incomplete business assumptions. The study failed to recognise vital financial 
shortcomings and was based on unrealistic Licence targets. In the summary to the Report 
it was noted that there was disagreement on issues affecting its proposals. Whilst it might 
appear that the MSC was constructed to deliver the Licence requirements no account was 
taken of the indebtedness of the company or the lack of working capital. Neither was the 
achievement of targets demonstrably tied in with the identified donor interventions. 
 
Whilst much has been achieved, there remains a lot to do before the company becomes 
the sustainable service deliverer which the Government and the Customers desire. 
 
2.2 Review of 2003  
2003 has not only been the defining benchmark year for the new company – it marked the 
commencement of the MSC which was signed in November 2002. A short summary of 
events is contained below: 
 
[deleted] 
 
During the latter months of 2004, three major projects were commissioned – xxx, yyy 
and zzz. All suffered problems through the lack of completeness of the systems, 
especially metering and billing. Both xxx and zzz suffered from high consumption and 
leakage levels meaning that the project objectives were not met. 
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Final draft Countryside Report (September) 
A final Countryside Report was submitted but not approved. 
 
Revenue Budgets (October) 
The company revenue budgets were compiled based on delivering the Licence objectives. 
The spending levels were cut back to acceptable levels and the need to review the 
Licence was accepted. 
 
Donor Review (November) 
Following consideration of the achievability of some of the Licence targets, the Donors 
and Board have accepted that a steadier pace of investment is more sustainable and that 
certain of the Licence deliverables require redefinition and phasing. A review of the 
TYDP involving original auditor staff agreed with the revised programming as proposed 
by the company. A proposal to set up a Technical Group with the company and Donor 
Agency membership was not actioned. 
  
Ten Year Development Plan (December) 
Work has already focused the need for a smoothed Ten Year Development Plan and it 
can now be anticipated that the donor agencies will look favourably on such a proposal as 
it provides them with the time they require for consultation and to fill gaps in the existing 
programme and earmark funds for years six to ten of the Licence period.
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2.3 Annual Development Plan now the Corporate Plan (December/January 2004) 
 
Following discussions on the reporting requirements of the Licence and Contract, it was 
agreed that the following documents would subsume the earlier requirements: 
 

• a Corporate Plan that will include the 'Strategic Plan' (and the 10 Year Investment Plan) 
on an annual basis in month 12 every year 
 

• a the company Capital Investment Programme (Budget) for 2004 in lieu of the Annual 
Development Programme as defined at Section IV of Appendix B. This document is 
available in first draft form now (August 2003). 

 
• a Strategic Plan as defined in Section IV Appendix B in month 12 as required. 

 
 

The Business Plan containing the financial model and plans for the 
long term 

A Customer Services Plan to deal with the Charter and other 
Customer issues 

The Operating Services Plan for operations including the technical 
strategies 

The Ten Year Development Plan to include the Investment 
Strategy, Asset Management Plan and Annual Development Plan 

An Organisation and Human Resources Plan to include Change 
Management and Training 

A plan for the provision and continued development of support 
services 

The Corporate Plan 
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3. The Business /Finance Plan 
 
3.1 Licence and Contract Issues 
The licence requires that, by the last month of 2003, the Licensee shall recover at least 100% of 
its operation and maintenance costs through tariff; further, that by the last month of 2004, the 
Licensee shall recover at least 100% of its operation, maintenance and depreciation costs through 
tariff. 
 
In recognition of these intentions, the government interventions were planned to reduce 
accordingly: 
 

no more than $400 million  in the year 2002 
no more than $250 million  in the year 2003 
no more than $100 million  in the year 2004 

 
 
As the operating costs of the company remain in excess of its revenue these requirements are not 
yet achievable. This will inevitably result in slower efficiency gains, diversion of management 
resource, lower staff morale and difficult trading conditions with suppliers.  
 
The Contract requirements in respect of financial issues are limited to: 
 

• examination of existing financial accounts for water and sewerage, and identification of 
and implementation of improvements needed based to achieve international best practices 
relating to standard utility cost accounting systems 

 
• measurement and improvement in cost recovery and net income indicators for the former 

the company service area in accordance with the the agency loan provisions 
 
There is a reporting requirement in respect of tariffs: 
 
“The Operator shall furnish all necessary data, reports, and other written information as required 
by the Ministry, as the case may be, in order to set or adjust tariffs or ensure compliance with 
applicable laws, regulations, statutes and licenses.” 
 
It should be recognised that the initial tariff study was conducted over 6 weeks and was general in 
nature, however, these generalities were converted to prescriptive statements within the licence. 
 
A further report is required in respect of budgeting: 
 
“The Annual Budget will be supplied on a line item basis to allow for a review and approval by 
the Employer. The Budget would identify required funding for operating expenditures, debt 
repayment and essential repairs and rehabilitation. If there is any reason to believe that the 
Annual Budget would constrain the Operators ability to achieve its required Performance Targets, 
the Operator shall so specify in the preamble to the Budget.” 
 
 
 



Corporate Plan 15a gelded 

 - 10 - 

Base assumptions 
Our tables and numbers are compiled without inflation thus any consideration of actual 
expenditure will need to be factored accordingly. The population of the country is assumed to be 
almost static where growth is cancelled out by net emigration. Whilst we still await the base 
population figures from the 2001 census, our provisional assumptions for population growth over 
the plan period are: 
 
 
 
 
 
 

These will be updated following release of the 2002 census from the Office of Statistics. The 
growth in customers, compared with the population is accounted for by falling occupancy rates as 
new settlements are occupied. 
 
3.2 Financial Plan 
Our financial plan (‘The Business Plan’) is based around: 
 

• meeting achievable Government targets as defined through the Licence 
• redefining those targets where constrained by available resources 
• achieving financial sustainability 
• recognising the availability of donor and soft loan funding 

 
The focus of the plan is to identify key business drivers and focus resources on them for the 
greatest benefit; these key drivers are: 
 

• billing and collection 
• meter installation 
• control of system losses (leakage) and wastage 
• power consumption 
• training and development 
• the investment programme 

 
 
Financial Performance in 2003 
The base year, 2003 is complicated as it is the first full year of consolidation wherein transition of 
systems and procedures are in their infancy. Noting that the MSC was effective from 1st January 
2003 and the merger was effective 29th May 2002, there was a considerable period of inactivity 
and management had to spend longer than anticipated assessing not only the status of the 
company but in pulling the strands back together following the inactivity from May to December 
2002. This included completing the following accounts: 
 

• accounts to 29th May 2002 
• accounts to 29th May 2002 
• accounts to 31st December 2002 

 

 2003 2004 2005 2006 2007 
Population forecast 750,000 756,000 762,000 768,000 774,000 
Growth factor base 0.8% 0.8% 0.8% 0.8% 
Customers 143,477 149,132 155,069 161,390 169,482 
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The target for coverage of expenditure in 2003 and actual performance is:  
 

$ million xxxx 
area 

yyyy 
area 

company 
Total 

Income 1268 883 2151 
Expenditure (O M & D) 2083 722 2805 
Profit / Loss -815 161 -654 
Coverage O + M 74 181 97 
Coverage O + M + D 61 122 77 

 
Income and sales 
We expect the amount of water consumed to drop as we introduce meters due to the reduction in 
wastage: 
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Customers 2003 2004 2005 2006 2007 
Percentage metered % 20% 36% 53% 69% 85% 
Metered customers 28,755 53,688 82,187 111,359 144,060 
Unmetered customers 115,022 95,444 72,882 50,031 25,422 
Total customers 143,777 149,132 155,069 161,390 169,482 

$ million 2003 2004 2005 2006 2007 
Percentage metered % 20% 36% 53% 69% 85% 
Unmetered sales 1152 929 707 444 187 
Metered sales 628 1114 1534 2104 2497 
Total sales 1781 2043 2241 2548 2684 
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Revenue and Expenses 

Customers 2003 2004 2005 2006 2007 
Percentage metered % 20% 36% 53% 69% 85% 
Metered customers 28,755 53,688 82,187 111,359 144,060 
Unmetered customers 115,022 95,444 72,882 50,031 25,422 
Total customers 143,777 149,132 155,069 161,390 169,482 
Unmetered sales $m 1,152 929 707 444 187 
Metered sales   $m 628 1,114 1,534 2,104 2,497 
Total sales     $m 1,781 2,043 2,241 2,548 2,684 
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Thus, the out-turn, at the current tariff rates will show the following trend: 
 
 
 
 
 
 
 
 
Debt Servicing and Loans  
Injections of capital by donors and banks are treated as aid and accounted for appropriately. There 
are no repayments and no interest charges, however allowance must be made for the replacement 
of these assets both financially, through the depreciation charge and physically, as part of the 
asset management plan. 
 
Profitability & Cash Flow 
Based on the output of the financial model the projected profitability and cash flow will be: 
 
 
 
 
 
 
 

 
 
 
 
Budgeting 
The actual budget forecasts for 2004 are shown in Appendix A6 and the trend is summarised 
below: 

$ million 2003 2004 2005 2006 2007 
Income 2151 2165 2364 2581 2808 
Expenditure 2805 2768 2976 3053 3154 
Difference 654 603 612 472 346 
Required intervention (for year) 1023 603 612 472 346 

$ million 2003 2004 2005 2006 2007 
EBITDA -58 78 170 502 813 
Profit/(Loss) before Tax -654 -603 -613 -472 -346 
Net Annual Cash Flow 325 -951 -51 332 692 

Financial performance 
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These figures, which include inflation to 2004, are also kept separately for the city to meet the 
requirements of the loan contract and the MSC: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
3.3 Tariffs 
In 2003, the auditor produced a financial model to advise the Minister on the required tariff 
increases. Although the basic financial assumptions could have been subject to considerable error 
the Tariff increase was set at an average 42%, based on a weighting of customers within each 
category, as all parties accepted that there was a major catching up exercise to be started. 
 
 
The table below gives an indication of previous tariffs within the company and the company and 
the current (2003) the company tariffs. There remain differences in the tariffs for customers 
within the former the company and the company areas as shown in the table below: 
 
 
 

$ million for the company 2003 2004 2005 2006 2007 
Income 2151 2165 2364 2581 2808 
Employment 427 409 403 408 410 
Premises and Power 1371 1267 1172 1079 1011 
Supplies and services 296 318 401 374 353 
Transport 58 70 71 71 71 
Office and admin 58 122 146 148 149 
Bad debts 316 213 221 191 139 
Depreciation 279 368 561 783 1020 
‘Profit’/ ‘Loss’ -654 -603 -613 -472 -346 
Coverage of O + M     % 97 98 108 124 141 
Coverage of O + M + D  % 77 78 79 84 89 

$ million for the city 2003 2004 2005 2006 2007 
Income 883 798 814 825 834 
Employment 79 47 46 41 35 
Premises and Power 332 291 287 268 256 
Supplies and services 61 65 79 69 61 
Transport 12 9 9 9 9 
Office and admin 5 2 2 2 2 
Bad debts 131 79 81 66 42 
Depreciation 102 108 142 180 210 
‘Profit’/ ‘Loss’ 161 218 226 221 216 
Coverage of O + M      %   181 173 190 205 219 
Coverage of O + M + D  % 122 123 125 127 131 
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 2001 2002 2003 
City metered (1)    
Ratable Value band 1& 2 60 60 60 
Ratable Value band 3 60 75 90 
Ratable Value band 4 & 5 60 89 107 
Commercial 60 89 96 
the city unmeasured (2)    
Ratable Value band 1& 2 850 850 900 
Ratable Value band 3 850 1032 1400 
Ratable Value band 4 & 5 850 1062 1600 
    
the company metered (1)    
Urban Ratable Value low  48 58 
Urban Rateable Value med  48 58 
Urban Rateable Value high  75 90 
Commercial  80 92 
Rural  42 58 
the company unmeasured (2)    
Urban Rateable Value low  480 680 
Urban Rateable Value med  850 1050 
Urban Rateable Value high  900 1200 

(1) Tariff is rate per m3 of water used 
(2) Tariff is a rate per month for water usage 

 
3.4 Procurement Strategy and Supplier Development Plan 
The Licence requires that the Licensee shall design and implement a supplier development 
programme (the 'local Supplier Programme'). No time scale is defined. 
 
Further detailed requirements in the Contract: “examine the existing inventory of spare parts, 
materials and equipment and the computerized inventory management system for storage and 
replacement, obtain any needed parts, materials and equipment, and identify and carry out needed 
enhancement to the computerized system.” 
 
The stores situation was very poor at the beginning of 2003. At both qqq and zzz, it was difficult 
to differentiate between stock and scrap. Stocks of slow moving and obsolete spares were high 
whilst essential fast moving parts were virtually absent. There was no Stores Manager and local 
imprest stores were virtually non existent. 
 
A major reorganisation of the function has been carried out following the appointment of the 
Stores Manager and amalgamation of the procurement and stores functions is underway organised 
by new Procurement and Stores Manager. 
 
The procurement process remains a major bottleneck in the improvement of water services 
though many of the restrictions lie outside of the company. Procedures can be bureaucratic and 
often prevent action rather than facilitating it. 
  
Framework Agreements for the supply of goods will be progressed. These will provide financial 
benefits to the company and improve the procurement process. At present the only Framework 
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Agreement for goods with approval is for laboratory chemicals, though similar arrangements 
already exist for the provision of services to the company in respect of: 
 

• insurance 
• security  
• legal services and advice 

 
The introduction of further Framework Arrangements will be progressed with the priority areas 
for 2004 as follows: 
 

• water treatment chemicals 
• stationary 
• computers, printers and consumables 
• vehicle hire 
• pipes and fittings  

 
Arrangements to supply engineering backup from local consultancies to support the investment 
programme will also be considered. 
 
3.5 Audit 
Auditing of the 2002 accounts was complicated by the need to clear the 2002 accounts from the 
predecessor organisations. With the support of the MSC these were completed as follows: 
 
 
 
 
 
 
 
 
 
 
 
An Internal Audit Plan has been produced for 2004 which will concentrate on the following 
issues: 
 

• income/billing and collection system 
• the asset inventory 
• capital projects 

 
3.6 Political and Governance Issues  
The transfer of regulation from the Ministry to the Commission has not altered the process of 
decision making; which remains largely with the Minister and the Board. 
 
Arrangements between the Management Team and the Board remain a key issue. Whilst there has 
been much improvement in relations over the recent months, there remain issues to be resolved. 
Financial authorisation limits are currently under review with consultations with the Minister and 
the Board. 

 Audit Approval 
the company accounts to 29th May 
2002 

Unqualified – April 2003  

the company accounts to 29th May 
2002 

Unqualified – August 2003 

the company accounts to 31st 
December 2002 

Unqualified – February 2004 * 
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It has been recognised that the role of the sub committees requires further review. Members are 
also concerned about the length and content of Board meetings, these concerns could be 
addressed through better empowerment of the committees. Additional matters to address are the 
frequency of Board meetings, terms of reference for sub committees and consideration of the way 
of dealing with urgent matters. 
 
During 2004 the cooperation of all concerned will be sought to bring about improved 
performance of the committees in making and recommending decisions to the Board and allowing 
the senior body to concentrate on the principle issues concerned with the policy and direction of 
the company. 
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4. The Customer Services Plan 
 
4.1 Licence/Contract Requirements and the Customer Charter 
The Licence requires that, within six months of the effective date, the Licensee shall submit to the 
Minister proposed standard terms and conditions for the water supply and sewerage services 
provided to its customers. These standards consist of two distinct types of service which are listed 
in two different documents: 
 

• operational levels of service are discussed in the Operating Plan and are listed in 
Appendix 2 to this document 

• responses to customers which are discussed here and reviewed in the Customer Charter 
resume as Appendix 3 to this document  

 
This (latter) report shall set out the customer relation policies and suggested Charter to be 
operated by the company. This was approved by the Board in August 2003 and a short resume is 
appended. 
 
Further: the Licensee is required to ensure that it provides continually improving customer 
service. Specific targets for customer services shall be implemented when the MSC is effective. 
These are interpreted as references to the incentive improvements appended to the MSC and 
listed in Appendix 1 to this document. 
 
Appendix H of the MSC contains two further requirements: 
 

• develop and establish a customer service system and train the employees involved in 
responding to customer complaints, inquiries and any other interface with the customer 

• analyse customer complaints by type (no water, poor pressure, taste, odour, blocked 
sewers, flooding etc) and geographical location and prepare reports and recommend and 
implement improvement measures. 

 
4.2 Customer Relations 
During 2003 three important steps have been taken to demonstrate how seriously the Company is 
taking the need to improve Customer Service: 
 
1. A Customer Charter has been produced and circulated externally to Customer 

representatives and other stakeholders for comments. The document is seen as a means to provide 
information to customers about the Company and how to contact the company and also to inform 
them of the service targets the company is aiming for. The service objectives must be considered 
as standards the company aspires to at present until investment benefits materialise over the 
coming years 
 
2. Internal processes have started to be put in place to quantify the level of Customer 

Service being provided. In this respect an interim customer service complaints system that has 
been implemented which enables complaints to be managed and analysed by type and response 
time. 
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3. An interim complaints system was developed in in-house using FoxPro software and was 
implemented in 2003. This enables CS staff to enter details of all customer enquiries and 
complaints and provides a linkage to operations staff to ensure that remedial action is taken 
 
More work will be done to ensure that all contacts and complaints are recorded, action taken and 
performance monitored. The operation of the process will be reviewed and the system is 
scheduled to be replaced as part of the ICT Strategy with software designed to accept all customer 
requirements, analyse them and output to a job management system. This is programmed within 
the ICT Strategy for implementation in 2004. 
 
An analysis of the operational water complaints recorded on the system during 2003 is shown 
below: 
 

Complaint type No Complaint type No 
Leaking service 306 Broken poly hose 42 
Low water pressure 150 Broken water main 550 
Blocked/leaking meter 155 Dirty water 17 
Choke upright 109 Late delivery of water 18 
Wastage of water 25 Others 244 
  Total 1616 

 
This does not represent a full year’s figures as the recording system was rolled out through the 
Divisions at different stages during the year. 
 

Complaint types

Leaking service
22%

Wastage of w ater
2%

Low  w ater 
pressure

11%

Choke upright
8%

Dirty w ater
1%

Blocked / leaking 
meter
11%

Broken w ater main
41%

Broken poly hose
3%Late delivery of 

w ater
1%  

 
 
The Company cannot rely solely on quantative measures, which by their nature only represent 
performance in respect of those customers who have needed to make contact. Research will also 
be undertaken to establish qualitative performance. 
  
4.3 Commercial Services  
A significant improvement is required in the revenue collection process to ensure that the income 
required to finance a substantially improved service to customers is available. During 2003 only 
71% of annual budget (excluding arrears) was collected. At the year-end balances on accounts 
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amounted to $2.3b that includes arrears of payment dating back to the predecessor water bodies 
but also a significant element of 2003 billing. This situation clearly creates a major funding 
problem for the company that needs to be resolved.  
 
In recognition of the need to improve and the problems of the past, the Licensee is required to 
achieve a collection efficiency of 90% by the end of Year 5 with 2003 being the benchmark year. 
This is shown in the following table.  

 
*assuming a constant tariff equal to that in place for 2003 
 

 
 
There is a specific requirement to measure and improve cost recovery and net income indicators 
for the former the company service area in accordance with the loan provisions. This specifically 
refers to the city where there are conditions precedents that must be met before loan 
disbursements can be made. These are detailed in Appendix 4 of this document and are generally 
in agreement with this plan. 
 
In order to maximise the Company’s income procedures must be in place to control the charging 
base to ensure that all customers who have a supply are billed correctly. A control process and 
manpower resources are being put in place during 2004 which will deal with such matters as 
checking empty lots, illegal connections, new connections, disconnections and application of the 
correct tariff. The data cleansing project on the billing systems will be completed during the first 
part of the year and these control processes will take over to ensure the customer charging-base is 
kept accurate and up to date.  
 
Regular prompt billing and a vigorous debt recovery process will improve the company’s cash 
flow. Unmetered customers will be billed in advance where systems allow whilst metered 
customers will generally have their meters read quarterly and billed accordingly on a cyclical 

 2003 2004 2005 2006 2007 
Amount billed ($ million)* 1585 2133 2317 2519 2731 
Amount collected ($ million)* 1127 1621 1877 2141 2458 
Percentage collected 71% 76% 81% 85% 90% 
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basis. Payment facilities will be reviewed and extended as appropriate. Media coverage will be 
given to support action on the ground and encourage payment. Additional resources are also 
being put in place to make an impact on the debt position. Initiatives during 2004 will include: 
 

• routine reminder notices 
• outbound telephone calls 
• personal visits 
• arrangement contracts for all accounts with balances 
• court action to recover debt 
• key account monitoring 
• special attention to unpaid commercial accounts e.g. food outlets 

 
4.4 The Billing and Collection (B&C) System 
The MSC requires the company to develop, supervise and direct the improvement or 
enhancement of computerized administrative systems for billing, collection, and to enforce 
collection of overdue accounts. 
 
The B&C systems have been problematical for many years and only recently have they been 
addressed. There are currently two software systems, two customer databases and two tariff 
systems in operation. This severely complicates the management and operation of the billing 
functions. 
 
Following approval of the ICT Strategy in late 2003, plans are now in hand to replace the systems 
and enable the company to meet the targets tabled above. Currently, it is intended to move to a 
single system by September 2004.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

company 
Customer 
Database 

Customer 
Database 

company 
Software 
Tttbill 

Software 
FoxPro 

company 
Tariffs 

Tariffs 

company  
Customer 
Database 

company  
Software 
System 

company  
Tariffs 

Separate B&C Systems 

New combined B&C Systems 



Corporate Plan 15a gelded 

 - 22 - 

4.5 Revenue Metering Strategy 
The Licence requires the company to achieve a metering coverage of 85% by the end of year 5 
from the Effective Date. The MSC also requires the company to: 
 

• develop and implement a strategy to introduce metering for domestic and non-domestic 
customers 

• develop, direct and supervise a ……. customer meter installation, calibration, repair and 
replacement programme…….. 

 
During the plan period there will therefore be a major extension to charging customers on a 
metered basis to meet these Licence conditions. There are currently 149,270 customers of which 
119,037 (79.7%) are unmeasured and 30,233 (20.3%) are metered. It is planned to meter 85% of 
customers by 2007, which will serve two purposes: 
 

• it will focus customers’ attention on their consumption and therefore reduce the amount 
of water that is currently wasted 

• the combined reduction in customer demand and system losses will reduce volume 
related operating costs especially power costs for pumping 

 
Subject to the availability of resources we intend to meet this target according to the following 
profile: 
 
 
 
 
 
 
 
The number of customers includes temporarily disconnected customers (7,822). In addition to the 
numbers shown are 4,767 permanently disconnected customers. 12,376 customers are recorded as 
awaiting connection. The details of the meter installation programme are to be contained in the 
Revenue Metering Strategy which was due to be presented to the Board in January 2004. 
 
By virtue of three initiatives during the plan period: 
 

• improving the quality and reliability of the water supply through the asset management 
plan 

• extending the metering programme, and 
 

• improving billing and cash flow 
 
 it is evident that the company will need to strengthen relationships with its customers. Telephone 
and personal contact will have to be more accessible and the Company will have to be pro-active 
and responsive to customer issues and complaints.  
 
4.6 Meter Maintenance 
In other countries the cost of meter maintenance relative to the price of new meters can make it 
uneconomic to have a meter maintenance process within the Company – meters are simply 

 2003 2004 2005 2006 2007 
Total metered customers (000s) 30.2 54.1 83.4 113.5 145.9 
Total customers (000s) 143.8 149.3 155.1 161.4 169.5 
Percentage metered % 20% 36% 53% 69% 85% 
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removed and replaced with new. This may not be the case; a meter testing facility is already in 
place; staff are already trained in meter maintenance activities and the cost of labour is relatively 
low compared to the cost of importing new meters. In many cases, simple on-site maintenance 
will be the most effective course of action. It is considered that the company would benefit from a 
meter maintenance operation particularly during the growth period where many difficulties will 
be encountered. 
 
4.7 Training and Development of Customer Services Staff 
The cost of running the Customer Relations & Commercial Services departments will have to 
increase to meet the plan but the additional cost of achieving this over the five years and beyond 
will be self-financing from the improved cash flow performance. Initially there will to be a 
structure put in place that will show an increase in manpower of up to 30 people to bring billing 
and cash flow onto a sound footing. The cost of Customer Relations & Commercial Services 
amounts to some 2-3% of the turnover although this will increase as a result of the metering 
programme because metered accounts are more costly to manage than un-metered accounts. 
 
Staff face a challenging period during which they will have to deal with changes in systems and 
procedures and greater demands for improved service from our customers. Training requirements 
will be identified and scheduled for implementation. 
 
4.8 Key Performance Indicators and Administrative Levels of Service 
Performance Indicators & Customer care targets are already agreed within the Customer Charter 
and are shown in Appendix A3. 
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5. The Operating Plan 
 
5.1 Requirements of the Licence 
The Licence requires: 
 

• a 24-hour continual service to the coastal population including the city by no later than 
the end of year 4 from the effective date 

• in relation to those networks serving the Coastal population, a reduction in non-revenue 
water to 25% of total water provided or below by no later than 5 years from the effective 
date 

• water quality to meet WHO bacteriological standards for Coastal water supplies within 
six months of the effective date 

• to provide 90% of the Coastal population with safe water*, whether through a connection 
to the network, standpipes, licensed boreholes or other means, by no later than 5 years 
from the effective date 

 
All of the issues are largely dependent upon the provision of adequate capital investment along 
with maintenance systems and working capital to enable the appropriate works to be carried out. 
There is now a general recognition that the targets and the timescales within which they will be 
achieved require review. 
 
Further the use of the term ‘non-revenue water’ within this context creates confusion and makes 
the target not achievable. We will now work with a definition which addresses ‘unaccounted-for-
water’ (UfW) as the physical losses and deal with the billing losses under commercial services 
along with the collection losses. 
 
In respect of the city sewer system the Licence requires that we: 
 

• achieve a disposal efficiency of 2% by the end of year 5 from the Effective Date 
 
Subject to investment under Ggg2, this is achievable. 
 
The Licence requirements for the Countryside are covered below under that head. 
 
5.2 Requirements of the MSC 
The Management Services Contract requires that we carry out a number of defined tasks and set 
up systems which will result in specified operational improvements. We have subsumed these 
into our general proposals and have covered them under the detailed headings below: 
 
5.3 Operational Job Management 
The Contract requires us to develop and maintain a job planning and control system for planned 
and emergency works and to set up operational manuals and health and safety procedures 
manuals. 
 
Job management involves the undertaking of all planned and reactive work according to priorities 
that are set by management. These tasks are analysed by type and by Division for December 
2003: 
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Our method is to set up job systems such that they incorporate H&S into every aspect of the 
work. We have currently implemented a simple job management system that will enable us to 
move forward. During 2004 a more robust system will be brought in using proprietary software 
under the ICT Strategy. 
 
5.4 Maintenance Strategy 
The Contract requires that we identify the immediate needs for equipment repair, obtain parts and 
tools, direct and supervise the repairs and maintenance including, but not limited to all wells, 
storage tanks, pumps, generators, controls, water and sewage treatment equipment, and auxiliary 
equipment included in the water and sewerage systems. 
 
There is no problem identifying the requirements for spares and repairs, but until the working 
capital issues are resolved we are in a position of making do with the tools at hand. 
 

Division Service Connections EM & I Meters Mains Loss of Supply Sewerage 
Div 1 293 0 11 11 56 6 
Div 2 487 46 26 13 197 0 
Div 3 - a 78 2 0 2 0 0 
Div 3 - b 425 36 0 26 31 86 
Div 3 - c 111 3 1 0 18 0 
Div 3 - d 0 0 0 0 0 0 
Div 4 114 30 1 27 33 0 
Div 5 143 6 2 11 87 1 
Totals 1651 123 41 90 422 93 
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The requirement to develop and establish a preventive maintenance programme including task 
definition, skill level, manning level, frequency and task duration, and train the operators is 
potentially more practical if funding can be identified. At the forefront of these requirements is: 
 

• the need to refurbish WTP A 
• a planned programme of replacement/refurbishment for the borehole pumps 

 
The planned maintenance programme is under preparation and will be produced along with the 
Asset Management Plan which provides for the capital replacement of worn-out assets. Work has 
already commenced on the production of the asset inventory upon which both plans depend. 
 
The borehole maintenance will be scheduled along the following lines: 
 

 2003 2004 2005 2006 2007 
Well examinations 100 110 120 130 140 
Pumpset replacements 10 20 25 25 25 

 
 
The ICT strategy contains plans to improve the procurement and stores management to meet the 
Contract requirements to develop and establish a computerized materials and maintenance 
management system, obtain the hardware and software and train the employees. This will be 
addressed during 2004. 
 
5.5 Energy Management Strategy 
There are no Licence or Contract requirements relating to energy management. 
 
Due to the impact that energy costs have on the company, we have produced an Energy 
Management Strategy and have recruited an Energy Manager. The issues which are covered 
include: 
 

Administration 
 

• accuracy of bills 
• correctness of tariffs 
• billing of redundant plant 
• good housekeeping 

 
Efficiency 

 
• hours of operation 
• standard of service/pressure 
• electrical efficiency 
• maximum demand 
• size of plant 

 
Alternative sources 

 
• standby generation 
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The Energy Management Strategy has enabled the effects of the substantial tariff increases to be 
minimised and severe increases in power bills have been avoided as demonstrated in the table 
below:  
 
 Jan Feb Mar Apr May Jun 
Production Ml 8673 8763 7967 9047 9055 8831 
Billed $m 103.8 103.0 97.9 102.7 106.6 113.5 
 
 Jul Aug Sep Oct Nov Dec 
Production Ml 8709 9394 7767 8470 9400 7590 
Billed $m 112.7 123.3 107.7 109.4 109.3 116.2 
 
We are planning to reduce power in overall terms through further good management and 
reduction in production through control of UfW. Our plans for the next five years show the 
following profile: 
 

 2003 2004 2005 2006 2007 
Water production ‘000 Ml 103     
Power billed $m 1,356 1,200 1,104 1,011 944 

 
This assumes there is no change in energy tariffs. 
 
5.6 Water Resources and Demand Strategy 
The Contract contains many requirements relating to water resource and demand management, 
which could be summarised as good management: 
 

• examine each of the groundwater and surface water sources; identify and carry out any 
work required including obtaining parts. Supervise and direct required protection 
measures 

• study the water production, conveyance and distribution systems and establish a water 
balance (audit), identifying the various components of supply and demand, quantifying 
losses from the systems and other elements of unaccounted for water. Repeat the water 
balance exercise at six-monthly intervals and identify changes and the effects of 
improvement strategies 

• harmonize distribution management techniques with improved commercial practices to 
reduce current over-production and associated operational costs to provide an improving 
level of service in line with stated departmental targets and development plan. 

 
These requirements are best subsumed in a Water Resources Strategy which we intend to produce 
to cover all of the issues relating to resources. Current demand upon the two main aquifers – the 
‘x’ and ‘y’ beds has not been tested but may not be sustainable in the long term as evidenced by 
falling static water levels. 
 
A study of the availability of water is needed and one of the funding agencies is proposing to 
have this carried out during 2004. The main task will be to determine the sustainability of the two 
aquifers. In parallel with this, the issues surrounding the membership and use of the Eeee need to 
be concluded. A new source is being investigated at zzz and the bbb resource is very sustainable. 
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Water production figures are produced monthly and reported to the Board. These show that 
currently demand will always exceed supply, probably due to wastage. A definitive water balance 
will only be achieved after universal metering is installed within an area, the meters are read and 
bills are sent out. This is the only effective means of reducing demand – by means of billing for 
excess water used. 
 
Current water production by area shows the following consumption figures: 
 
 

 Population Production Ml/d Usage in l/c/d 
Div 1 50,270 8 159 
Div 2 94,455 34 360 
Div 3 - a 131,160 46 351 
Div 3 - b 140,890 69 490 
Div 3 - c 54,120 30 554 
Div 3 - d 21,585 16 741 
Div 4 69,810 20 286 
Div 5 141,740 40 282 

 

  
 
These numbers are based on 5 persons per customer throughout the whole of the supply area and 
will be adjusted as soon as the 2002 census figures are available. 
 
These figures compare with a European usage which is closer to 200 l/c/d. The current design 
figure used in [our] is based on: 
 

• 120 l/c/d for domestic usage 
• 15 l/c/d for commercial and industrial 
• 45 l/c/d for leakage 

 

Water usage by division (Dec 03) 
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No allowance was made for wastage. Commissioning of the three major projects in 2003 brought 
these figures into question, and some further detailed measurements have now been compiled. 
These suggest that the above usage figures may be OK only where the meters have been installed 
and bills are being sent out. In areas which are not metered and being billed, the demand may be 
as high as 500 l/c/d, including for system losses. In the case where the meters are not installed, 
and read, the original Maxim Engineering design figure of 270 l/c/d is closer to reality. 
 
Based on the introduction of universal metering, and a reduction in system losses to reasonable 
proportions, we expect production to be reduced accordingly: 
 
 

Ml water produced pa 2003 2004 2005 2006 2007 
Usage 36164     
Wastage 6716     
Leakage 60446     
Total production 103326     

 
This will have a knock on effect in many aspects of the business and will reduce the power bill 
drastically. It should also virtually guarantee the sustainability of the aquifers in the medium term. 
The Achievement of these targets is dependent upon the resources being available to repair 
leaking systems and to provide an effective billing and collection system. 
 
5.7 Water Treatment and Supply Operations 
The Contract requires us to examine existing water treatment facilities and equipment, obtain 
needed spare parts, direct and supervise repairs, prepare maintenance and operational procedures 
and manuals, and direct subsequent maintenance; in addition to carry out sterilization procedures 
to ensure chlorine residuals throughout the distribution system. 
 
These issues will be subsumed in the Water Treatment and Supply Strategy which will 
concentrate on the provision of treatment to the whole population and the maintenance of those 
facilities. We intend to produce this document during 2004. 
 
Current levels of treatment and compliance with the required standards are woefully inadequate. 
Standards have not improved over the last year due to lack of resources for operation and 
maintenance. Quality has improved in those areas where new treatment plants have been brought 
on stream viz: bbb, eee and lll. Compliance is tabled below: 
 
 

 2003 2004 2005 2006 2007 
Population with treated water 250,000 300,000 350,000 400,000 500,000 
Percentage 33%    67% 
With WHO standard water 150,000    450,000 
Percentage 20% 30% 40% 50% 60% 

 
 
5.8 Network Records and Modelling 
The Contract requires us to complete the ongoing mapping of the water and sewerage network 
showing all operational facilities, pipes, manholes, valves and hydrants, also including schematic 
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zone plans and elevation drawings; develop and test a hydraulic model and train staff in its use. 
Provide any hardware and/or software for this model to the Employer. 
 
No timeframe is given to complete the network records and this is as well. Network records are 
dependent upon the availability of good quality and up-to-date base maps and these simply do not 
exist at present. Discussions with Lands and Survey indicate that they have plans to, once again, 
become a map producer but it will be many years before coverage of the populated areas is 
achieved. 
 
The requirements to achieve a reasonable standard of records have been assessed and some work 
has been done to produce samples to the new standard but much remains to be done. 
 
Whilst the standards are in place, and funds are available to purchase new maps, there is currently 
no active programme of improvement due to lack of drawing office resources. However, where 
projects are undertaken, maps complying to the new standard will be produced. 
 
Maps for the Countryside will be addressed under that Strategy. 
 
5.9 Water Distribution and Leakage Control Strategy 
Requirements of the Contract include: 
 

• develop, direct and supervise a leak detection programme including repair of leaks, 
replacement of pipe, and collection, compilation and analysis of repair statistics 

• install pressure monitors and controls at critical locations within the water distribution 
network, monitor and report levels of service and develop and implement improvement 
proposals 

• use the hydraulic model and levels of service information, identify and implement a 
programme of system strengthening to improve operational efficiency, secure supplies 
and improve customer service and reduce hydraulic losses 

• carry out early Distribution Management to achieve better equality of service to 
customers 

 
Each of these items will be undertaken within the normal distribution system management and the 
relevant issues planned and documented through the Leakage Control Strategy. 
 
The current Licence requirement is to reduce ‘non revenue water (NRW) to 25% of water put into 
production. Most water companies in developed countries do not achieve this target as the 
definition has erroneously included the billing losses in the figure. We have covered elsewhere, 
our proposal to separate physical losses (UfW) and paper losses associated with billing and 
collection (B&C). 
 
During our discussions on the assumptions for the financial model, we have generally assumed 
that UfW consists of two aspects: 
 

• system losses, referred to as ‘leakage’ 
• losses at the customers’ premises referred to as ‘wastage’ 

 
The differentiation is important as the measures to tackle them are completely different. Leakage 
is addressed by either active or passive measures to fix leaks and hence reduce these losses whilst 
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wastage involves customer relations, publicity, inspections and metering. One result of metering 
is that, even where there is no reduction in the water supplied, the wastage is deducted from the 
UfW as it is then measured and hence accounted for. 
 
The proposed reduction of UfW in the agency requirements for  Ggg2 are much more practical 
and do not align themselves with the Licence. Instead of a 25% target for NRW, Ggg2 has a 
target of 55% for UfW in 2004 but the waiver application seeks to move this to 2007. We have 
suggested a more practical scenario for the developed areas based on the following profile: 
 

 2003 2004 2005 2006 2007 
Licence NRW 65%    25% 
 Ggg2  (55%)   55% 
Proposed UfW 65% 60% 55% 50% 45% 

 
The results of these changes affect the water production figures and hence the base of the 
financial model and the whole financial viability of the company. 
 
5.10 System Metering 
The Contract requires us to develop, direct and supervise an operational [and customer meter] 
installation, calibration, repair and replacement programme to include the master meters at the 
wellheads and distribution meters. Revenue metering is covered in the Commercial Services 
Section of Customer Services and will be the subject of its own Strategy. 
 
Within the old the company area the wellheads are generally well provided with meters but this is 
not true of the city systems; even Sss output was estimated until December 2003. 
 
System metering provides the basis, not only for better management of the system, but also 
provides the essential element for leakage control. Only when water supplied is compared with 
calculated need can we move to prioritise control of leakage and move to reduce wastage.  
 
As part of the ‘sectorisation’ programme and within each geographically based strategy, systems 
will be split into supply zones (sectors) and then into district meter areas, also known elsewhere 
as demand management areas (DMAs). A strategy is under development which will incorporate 
metering at all of these points to include: 
 

• intakes at surface sources 
• wellheads 
• treated water into supply as it leaves the plant 
• inlet to each DMA 
• cross connections between supply zones or DMAs 

 
Whilst provision of these meters will be within the investment programme, maintenance will be 
set up within operations to become functional within 2005; there being no budgetary provision 
within 2004. 
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The planned growth in numbers is shown in the table below: 
 

 Current at 2003 Planned by 2007 
Intakes and wellheads   
Treatment plants   
Supply zones   
DMAs   

 
Once in place it may be possible to move to greater control of the systems using remote sensing 
or ‘SCADA’ systems. 
 
5.11 Sewerage and Sewage Treatment 
There is, at present, only sewerage in the old part of the city and ttt; there is no operational 
sewage treatment in the City. The 24 sewage pumping stations which serve the city are in a state 
of advanced decay which can only be corrected by a major rehabilitation programme.  
 
The current operational policy is to keep them going by the best available means until the 
refurbishment is carried out. Essential spares are being funded by ddd but this is only for the short 
term. We will attempt to improve the operation by the installation of timers on the system in order 
to release manpower for other tasks. 
 
The plans for refurbishment, extension of the system, and provision of treatment are covered in 
the Investment section of this document. 
 
5.12 The Countryside Strategy 
The Countryside Strategy Report was required by the end of Month 3. This was not achieved. An 
Interim Draft was issued to stakeholders for consultation in August 2003 and the final draft 
Countryside Strategy Report was submitted to the Board in September 2003. - Acceptance of this 
was deferred and approval of the subsequent Final Countryside Report submitted in January 2004 
is still pending 
 
Based on the existing Needs Assessment the strategy is required to lay down the necessary 
improvements together with appropriate Action Plan. 
 
5.13 Countryside Operations Strategy 
The Licence requires that, within twelve months of the effective date of the Licence, WHO 
bacteriological standards shall be met for Countryside water supplies. 
 
This is not a practical target and will not be met. 
 
By no later than 5 years from the effective date the Licensee shall ensure that safe water is 
available to or supplied to 80% of all settlements in the Countryside through sustainable and cost 
effective locally appropriate means as developed by the Licensee. 
 
Neither the Licence nor the 2002 Act define the physical parameters of availability. The 
Countryside Strategy proposes that for a minimum level of service, ‘availability’ is defined as 
access to a source providing at least 20 litres of safe water per person within 500m of the 
household. This definition will have to be to be ratified by the Government. Based on this 
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definition, the current coverage is estimated to be about 45%, although the facilities may not be 
functional or providing water to WHO Guidelines values for potability.  
 
The Licence allows some relaxation of physical and chemical parameters:  
 

• Iron content relaxed to a maximum of 1.0 mg/l 
• pH relaxed to max/min of 5.5 to 8.5 
• Turbidity relaxed to max 5 NTUs 
• Colour relaxed to max 25 TCU 

 
Whilst the relaxations are generally practical, the coverage target cannot be met by current 
investment plans. 
 
Targets based on 5 year investment programme 
 2003 2004 2005 2006 2007 
5 Year Investment 0 1600 2200 1800 1000 
%coverage 45 52 65 76 80 
% to WHO quality 5 20 45 70 80 
 
Revised targets based on a 10 investment year programme 
 
 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 
10 Year Investment 0 500 1000 1000 1000 1000 1000 1000 300 200 
%coverage 45 48 52 57 62 67 72 77 79 80 
% to WHO quality 5 10 21 32 43 54 65 76 78 80 
 
 
The Countryside Unit 
The Contract requires the establishment of a Countryside Unit, and support to the Unit in 
analysing and augmenting existing Needs Assessments and developing a Service Improvement 
Strategy and associated Action for integrated water supply and sewerage/on-site sanitation 
services in the Countryside within three months of commencing operation. 
 
The organisation of the Countryside Unit is still subject to discussion as part of the Strategy 
development. 
 
The Unit has been working with minimal staff since the formation of the company but will be 
progressed during the early part of 2004 following approval of the organisational aspects. 
Recruitment of the initial team consisting of six persons is underway. 
 
 
Working with Partners and Donor Agencies 
The Contract requires that suitable partners are identified to develop an integrated and 
participatory approach to water supply, hygiene and sanitation in the Countryside. Further that we 
develop and establish systems, procedures, and practices in collaboration with partners to support 
an integrated and participatory approach to service provision and maintenance in the Countryside, 
including the use of local labour to the extent possible. 
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There is a discrepancy between the Contract and the Licence concerning sanitation. The Licence 
excludes the company from responsibility for sanitation in Countryside. Thus the requirement in 
the Contract for integrated programmes means reliance on coordination with other organisations 
for sanitation and hygiene promotion. A Sanitation and Hygiene Working Group was initiated 
through Ddd at a workshop in June 2003, but has not progressed since then. We will encourage 
this group to become active so that the sanitation and hygiene programmes of other agencies can 
be coordinated with the Countryside Programme. 
 
In order to get the necessary funding the Contract directs that we - encourage all external 
Countryside funding agencies to invest into the integrated Service Strategy. 
 
Some preparatory work has been done with BBB and SSS to bring together the various 
programmes. We will incorporate standardised solutions into the programme early in 2004. 
Following presentation and agreement of the Ten Year Development Plan, the shortfall in funding 
for the Countryside will be addressed. 
 
Developing an Improvement Programme 
The Contract requires that we develop and implement a service improvement programme for 
integrated water supply and sewerage/on-site sanitation services including the development of 
performance targets and report on progress. This programme is largely in place and work is 
progressing with implementation plans, adjusted to reflect the donor and partner inputs. 
 
Community Based Monitoring 
The Contract requires support for the implementation of a regular community based monitoring 
and evaluation process for water supply and sanitation in The Countryside. This will be 
developed in 2004 and implemented progressively as service in each community is improved. 
 
Income from the Countryside Communities 
We do not expect to raise revenue from the provision of services in the Countryside. The capital 
costs of organising and mobilising communities and constructing facilities will be met by donor 
funds with some contribution by communities in the form of local material and labour. For 
operation and maintenance costs, the intention for the secondary towns is that they raise revenue 
to pay the costs on an internal, self sufficient basis. For the scattered communities, the intention is 
that communities will pay for the operation and maintenance costs of their own facilities, based 
on the assumption that this is affordable for the communities. To provide support and training to 
ensure that operation and maintenance is carried out satisfactorily by communities, an O&M 
support system will be established, which will be fully funded the Government. It is not intended 
to bring in a cross subsidy from the city to the Countryside as this is currently the only source of 
working capital. 
 
We propose that the financing of Countryside services could be met as follows: 
 
 Secondary towns Scattered communities 
Population 12,000 56,000 
Service Piped system/wells Wells 
Basic provision Donor funding Donor funding 
Operation and Maintenance 100% self sufficient 100% self sufficient 
O&M Support service Annual recurrent cost: $151,000,000 
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6. The Investment Plan 
 
6.1 Objectives and Licence Requirements 
The Licence requires that the company shall update the Ten Year Development Plan on an annual 
basis through an Annual Development Plan. These requirements are subsumed into the Corporate 
Plan. Three copies of the Annual Development and Ten Year Development Plans, as approved by 
the Licensee's Board of Directors, are to be submitted to the Minister for approval and to the 
Commission. 
 
The long term objectives of the investment programme are: 
 

• to provide 90% of the Coastal population with safe water*, whether through a connection 
to the network, standpipes, licensed boreholes or other means (end year 5) 

• “non-revenue water” should be reduced to 25% of total water provided, in relation to 
those networks serving the Coastal population (end year 5) 

• the city and the Coastal Strip are to be provided with a 24/7 service (end of year 4) 
• sewage pump station (SPS) downtime, in the city, should be reduced to below 2% (end of 

year 5) 
• revenue meter coverage should be at least 85% (end year 5) 

 
* subject to a relaxation of the WHO standard for the Iron content from 0.3 to 0.5 mg/l 
 
We have discussed these licence requirements and their achievability in Appendix 1 where more 
practical objectives are proposed. 
 
6.2 Ten Year Development Plan (TYDP) 
The Contract requires the identification of major problem areas that should be addressed in long-
term strategic plans and a review of the city Water and Sewerage Master Plan and other pertinent 
studies. 
 
The proposals for the TYDP were presented to the Board in August 2003 and were considered 
only in December following recognition by the funding agencies that the MSC objectives could 
not be met within the proposed five year horizon. The revised and ‘smoothed’ profile shows the 
following investment plans up to 2012 with associated achievement of objectives: 
 

 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 
Investment proposed 16.7 17.4 10.3 21.4 14.5 18.1 16.5 17.9 16.5 8.1 
Coverage ‘safe’ water 20% 25% 30% 35% 40% 45% 50% 55% 60% 65% 
UfW 73% 61% 59% 52% 45% 42% 40% 37% 35% 35% 
Coverage 24/7 0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 
SPS downtime 50% 50% 4% 3% 2% 2% 2% 2% 2% 2% 
Revenue meter coverage 20% 36% 53% 69% 85% 86% 87% 88% 89% 90% 

 
These targets are not all aligned with the current Licence which needs to be amended. 
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6.3 Annual Development Plan 
This now becomes the 2004 the company Capital Budget and is referred to as such from now on. 
The summary is attached as Appendix A6. 
 
6.4 Asset Management Plan 
The Contract requires that we identify rehabilitation sub-projects, conduct annual comprehensive 
plant and system inspections to evaluate and document conditions, safety or other concerns. This 
is a basic description of what is required to undertake an asset management plan (AMP). Staff 
availability and lack of skills delayed the start of the AMP, the financing stated within the TYDP 
are therefore broad estimates. 
 
Asset Management is about the replacement of buildings, plant and pipelines before they wear out 
according to need and priorities. It is sometimes called ‘capital maintenance’ and should be 
internally funded by the Company from the depreciation charge.  
 
Our methodology involves first agreeing a comprehensive asset inventory with all of the other 
departments including a common reference system. The assets are each assigned a life and a 
replacement cost. They are all surveyed to ascertain their condition and their performance is 
assessed against the Levels of Service criteria (Appendix 2). Work has commenced in Division 2 
on a pilot basis. 
 
This information is brought together in a simple database which calculates remaining lives and 
the required investment profile to ensure that the business is sustainable. The system can also 
produce a current valuation if required. During January, 2004 we commenced to develop the plan 
and to state the funding requirements in a more rigorous manner. 
 
6.5 Donor Relations 
The Contract requires us to ensure implementation of the Investment Programme to be financed 
by funding agencies, in coordination with the Board of Directors. Further - to support the 
Employer in seeking and securing funding sources as needed to implement the Investment and 
Rehabilitation Plan. 
 
These requirements are self evident in management of the programme. Contact with donor 
agencies is almost daily during project implementation phases but less regular outside of those 
times. The TYDP contains details of those projects which are funded and those which are not and 
this formed the basis of a cabinet submission in December 2003 to progress Government 
applications for further investment by the funding agencies. 
 
Agency Investments 
These are currently under consideration and should, therefore be treated as a guide only. 
 
Program in USD 2003 2004 2005 2006 2007 Totals 
 Bbb 1,592,466     1,936,466 
 Ppp   1,250,000 1,250,000    
 Eee/Fff 3,900,000     4,405,000 
 Rrr   1,250,000 1,250,000  0 
 Eee Metering 200,000 300,000    500,000 
 Minor Works Programme  1,100,000 1,100,000 1,100,000 1,100,000 9,900,000 
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 Low Income & Procurement 1,800,000     1,800,000 
Total      16,605,000 

 
 
the agency Investments 
The the agency investments are concentrated on the the city Programme II ( Ggg2). 
 
 Ggg2 in USD 2003 2004 2005 2006 2007 Total 
 Rrr Trunk Main  250,000    250,000 
 Zone 2 Dist Rehab + Meters  1,885,000 500,000   2,385,000 
 Zone 4 Dist Rehab + Meters  1,390,000 320,000   1,710,000 
 Zone 14 Dist Rehab + Meters  1,305,000 385,000   1,690,000 
 Sss Refurbishment  850,000 200,000   1,050,000 
 Rrr WTP  480,000 480,000   960,000 
 Sewage PS  650,000 1,950,000   2,600,000 
 Sss WTP   940,000   940,000 
 Meter zones 5, 9, 10, 11   240,000 80,000  320,000 

sub total Stage 1  6,810,000 5,015,000 80,000 0 11,905,000 
 City Program 2 St 2        
 Sectorisation   200,000 200,000  400,000 
 Ring main and dist rehab    1,350,000 650,000 2,000,000 
 Rrr iron removal   400,000 1,300,000  1,700,000 
 Iron removal / storage    600,000 350,000 950,000 
 Ttt Trunk Main    570,000  570,000 
 Meter zones 6, 15 ,16 ,17    160,000 160,000 320,000 
 Zone 1 Dist Rehab + Meters    1,140,000  1,140,000 
 Zone 3,7,8,12,13 Meters    300,000 400,000 700,000 
 Sludge Facility    800,000  800,000 
 Sewers Phase 1    1,000,000 1,000,000 2,000,000 
 Sewers Phase 2     1,960,000 1,960,000 

sub total Stage 2  0 600,000 7,420,000 4,520,000 12,540,000 
 Ggg2 Eng + Admin        
 Project Management Unit  315,000 540,000 525,000 260,000 1,640,000 
 Designs  300,000 200,000   500,000 
 Environmental Management  90,000 75,000 60,000 50,000 275,000 
 Contingencies   85,000 160,000 235,000 480,000 
 Training  40,000 40,000 40,000 40,000 160,000 
 Commercial Services  50,000 50,000   100,000 
 Emergency Planning  100,000 200,000 50,000  350,000 
 Escalation  125,000 125,000 125,000 105,000 480,000 

sub total Eng and Admin   1,020,000 1,315,000 960,000 690,000 3,985,000 
the city total  7,830,000 6,930,000 8,460,000 5,210,000 28,430,000 

 
No allowance is made in the above programme for sewage treatment for the city which is 
likely to be required towards the end of the TYDP. A site has been identified at fff  which 
would be ideal); a sum of around USD5m would form the basis of a first estimate. 
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Ddd Investments 
The Ddd programme is more flexible than others and is concentrated on across the board 
improvements. 
 
Ddd Program in USD 2003 2004 2005 2006 2007 Total 
 Metering strategy  800,000 500,000 500,000 400,000 2,200,000 
 Distribution Improvements  800,000 500,000 300,000 300,000 1,900,000 
 Equipment, plant & tools  1,100,000 300,000 200,000 200,000 1,800,000 
 ICT Strategy 60,000 600,000 600,000 240,000 100,000 1,600,000 
 MSC + Security 1,740,000 973,000 973,000 717,000 716,000 5,119,000 
 Corporate Planning  200,000 200,000 200,000 200,000 800,000 
 Training & Development  200,000 200,000 200,000 200,000 800,000 
 Countryside  750,000 1,250,000 1,250,000 250,000 3,500,000 

Totals 1,800,000 5,423,000 4,523,000 3,607,000 2,366,000 17,719,000 
 
 
6.6 Planning Liaison and Peri-urban Settlements 
The Contract requires us to examine current local and international programmes and best 
practices for improving service to poor (peri-urban, rural-coastal) areas and develop and 
implement a strategy for improving such services. 
 
The investment and development plans of other organisations continue to impact on our own 
investment plans as we have, to date, had insufficient staff to organise responses other than in an 
ad hoc manner. This is now redressed and the planning liaison role is being developed to pick up 
and coordinate those plans of other organisations which impact upon our business. They include: 
 

• Housing Authority  – housing schemes 
• Basic Needs Trust Fund  – services to poor communities 
• SSS – services to poor communities 
• Ministry of Health – hospitals 
• Ministry of Education - schools 
• Ministry of Public Works – highways and other projects 
• Mayor and City Council of the city – solid waste disposal and other projects 
• RDCs and NDCs – anything affecting water services 
• Ggg/Sss – transfer of water services on agricultural estates 

 
We are moving from a reactive stance to a situation where we proactively plan for, and provide, 
adequate water services when they are needed. 
 
6.7 Environmental Management Systems (EMS) 
The Contract requires, in relation to Ggg2, an Environmental Management Plan (EMP) that 
consolidates the mitigating measures, studies and monitoring of activities to ensure the 
environmental soundness of the programme. 
 
This requirement for an EMS, relates, directly, to Ggg2 and the loan requirement that it be 
included in that project. It states that the MSC should: support the environmental officer in 
developing an Environmental Management Plan (EMP) and executing environmental 
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management as related to the agency loan in particular and the sector in general. The MSC also 
requires that we: carry out Environmental Impact Studies on new projects. 
 
Work on the EMS relating to Ggg2 commenced in 2003 and work is programmed for each year of 
the project. The main areas of concern will be: 
 

• sewerage and sewage treatment in the city 
• proliferation of and pollution from septic tanks 
• pollution and nuisance from pit lit latrines 
• sustainability and quality of the A and B beds 
• risk of watercourse pollution from the mining industry 

 
It was proposed that the investigation of the two aquifers would be undertaken under a 
consultancy during 2004/5 but this is now on hold. (see section on Water Resources) 
 
6.8 Organisation 
The Contract requires that the Project Management Unit (PMU) has the capacity to prioritise and 
deliver new projects required to satisfy the performance targets specified and the longer term 
goals of the sector as set out in the Licence. 
 
The new CID should have four senior engineers reporting to the Manager but we have had severe 
difficulties even retaining one engineer at that level. The Department has been reorganised to 
reflect this difficulty and is now staffed with junior engineers all reporting to a Chief Engineer on 
a higher grade. Turnover amongst the junior engineers is expected to be high. 
 
Discussions, early in 2004 with the agency, indicate a strong desire on the part of the donor 
agency to create a ‘stand alone’ PMU to handle the investment in the city systems. This is in the 
process of being set up under its own management with a consultancy input. The new unit will 
consist of: 
 

• a PMU Manager 
• a specialist consultant 
• three graduate engineers 
• two diploma engineers 
• site inspectors as required by the programme 

 
The Unit would still have the ability to call upon local or international consultants as required. 
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7. The Organisation and Human Resources Plan 
 
7.1 Human Resources and Development  
The Management Services Contract has the following requirements in respect of Human 
Resources: 
 

• recommend changes to standard terms and conditions 
 

• develop and implement a management training programme that is demonstrably linked 
with the performance targets of the Management Contract and that includes the elements 
of management, human resources management, financial management, supervision, 
budgeting, planning and controlling 

• develop and establish computerized administrative systems, including human resource 
systems and records; obtain the hardware and software; and train the employees. 

 
These requirements contain only some of the elements essential for good management and are 
included within our HR and D Strategy. This will cover all aspects of good management. 
 
7.2 Personnel Issues 
A personnel database has been implemented in M/S Access; this will later be upgraded to 
proprietary software under the ICT Strategy. It contains details of qualifications and training. 
 
Terms and Conditions were largely set up under the new Company and remain unchanged. An 
exception is the leave scheme which is to undergo a major change to make the taking of holidays 
much more flexible and user friendly to staff. The new scheme is intended for implementation in 
January 2004. 
 
7.3 Recruitment, Remuneration and Staff Retention 
We have examined recruitment policies and procedures and find that, whilst the documentation 
could be improved, they generally conform to good practice. There is no evidence of racial or 
religious bias and appointments are offered to the best candidates. 
 
We identified a number of key posts which did not exist within the organisation and are still 
trying to recruit some of them: 
 

• Management Accountant (in training) 
• Facilities and Transport Manager (advertised) 
• Procurement Manager (acting appointment) 
• Energy Manager (in post) 
• Commercial Services Manager (appointed) 
• Planning Liaison Officer (acting appointment) 
• Recruitment Officer (no action yet) 

 
The major bar to recruitment and retention of staff is remuneration. Following a full review of job 
descriptions and responsibilities, a job evaluation exercise was carried out. This demonstrated 
that, at the professional/managerial level, that the company was paying only half the required 
salary for such expertise. The result was an inability to retain staff, especially the most able who 
emigrate or seek better paid employment. 
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The salary review was only part implemented by the Board due to constraints on salaries payable 
and the exercise remains to be completed in 2004. We expect the salary bill overall, to increase in 
real terms to account for the need to retain managers and professionals by around 3% in real 
terms – i.e. in addition to normal cost-of-living increases. The filling of vacancies will only be 
achieved after further increases. 
 

 2003 2004 2005 2006 2007 
Staff numbers approved 566 566 566 566 566 
Staff in post 481 509 538 554 554 
Professionals 41 43 46 48 48 
Salary bill * 398 409 403 408 410 

 
* Excludes any increases to current salary’s 
 
There are many new tasks to be undertaken in the operations field, mainly concerned with the 
control of water losses; these new posts will be filled by retraining of existing staff rather than by 
recruitment. We expect certain grades of manual work to reduce in numbers and be replaced by 
more skilled workers who are numerate, literate and adept with new technology. 
 
The new system of Performance Review has commenced and will be fully implemented for 
management in the early part of 2004. The remaining parts of the organisation will be included in 
the latter half of that year. 
 
7.4 Health and Safety Policy and Procedures 
The Contract requirements contain a number of specific H&S issues which include: 
 

• set up operational manuals and health and safety procedures manuals 
• develop and establish a comprehensive occupational health and safety programme 
• provide safety training 
• conduct annual comprehensive plant and system inspections 
• evaluate and document conditions, safety or other concerns 

 
H&S is built into all operating procedures rather than separated from them and all operational 
training includes H&S. 
 
7.5 Emergency Planning Manual 
The MSC requires that we develop and establish an emergency operations plan, train the 
water/sewerage system employees and conduct mock drills as training for the implementation of 
the emergency actions.  
 
A Contingency Plan for Ggg2 was written by a consultant in 2001 and adopted but not 
implemented. This concentrated on ironing out H&S risks but did not cover all of the conditions 
when things do go wrong. We have redressed that deficiency with the drafting of an Emergency 
Planning Manual which will be completed in 2004. It will be based on the three fundamentals of: 
 

• abnormal operations 
• emergency planning 
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• disaster management 
 
The first of these is normally covered as an adjunct to the normal operating procedures and is, 
therefore, not a major part of emergency planning which is defined as including anything, related 
to our water business, which has a significant detrimental effect outside of our operating 
boundaries. 
 
Disaster Management is concerned with assistance to Government and other agencies in the case 
of a major event including: 
 

• hurricane 
• earthquake 
• fire and explosion 
• inundation and flood (including tsunami) 
• landslide 
• terrorism and civil disorder 
• major outbreak of disease 

 
The Manual will be produced in 2004 and we will then undertake coordinated exercises with 
other relevant bodies to bring about a better response to such events. 
 
We intend to proceed with our attempts to purchase at least two water tankers during 2004. 
 
7.6 Training and Development Strategy 
The MSC has a basic requirement to develop and implement a training programme to provide 
technical operations and maintenance training to water system operators and maintenance 
workers. 
 
Clearly, to make the company into a sustainable organisation, a major exercise is required to 
produce a Training and Development Strategy. This is already in drafting and should be ready for 
publication in 2004. It will contain: 
 

• an operator training scheme 
• a scheme for supervisors 
• a craftsman training programme 
• technical modules 
• IT training, both formal and informal  
• management training and development 
• study tours and overseas exchanges 

 
A library of in-house training courses is being compiled, based upon those run during the course 
of the MSC. 
 
The training of senior management and other staff completed during 2003 is summarised in the 
following diagrams: 
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7.7 Integration, Organisation and Change Management 
At the time of the MSC bid, we envisaged that there would be specific requirements relating to 
change management within the business. We find with few exceptions that integration has gone 
as well as can be expected and there are few outstanding issues. 
 
The current organisation appears to work reasonably well based on the five directorates but 
effectively eight heads of departments: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
This, we feel could be more effectively organised under fewer heads with the MD taking greater 
responsibility following completion of the company’s ‘honeymoon period’. This more compact 
organisation would be based around fewer heads: 
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8. The Support Functions 
 
8.1 Scientific Services Plan and Water Quality Monitoring 
The License requires that: 
 

• within six months of the effective date of the License, the Licensee (i.e. the company) 
shall meet WHO bacteriological standards for Coastal Water supplies 

• within twelve months of the effective date of the License, the Licensee shall meet WHO 
bacteriological standards for Countryside water supplies 

 
A monitoring program for the Coastland has been developed and implemented to monitor 
compliance with these service standards. This involves collection and analysis of water samples 
taken off at the treatment plants, boreholes and in the distribution system. In addition to the 
microbiological parameters, chemical parameters are also measured. Currently there is no 
monitoring program in place in the Countryside, Water quality monitoring will also be developed 
as part of the Countryside Strategy. 
 
Of all the parameters measured, pH, iron and total and faecal coliforms provide the most 
important indicators of quality. pH is measured to provide an indication of the corrosive nature of 
the water, particularly since [our]’s surface waters and groundwater from the A-sands aquifer are 
naturally acidic. Iron levels are monitored because of the aesthetic problems created by iron in 
potable water With regard to bacteriological quality, monitoring of total and faecal coliforms in 
the water supply is carried out to determine the microbial acceptability of the water supplied. 
Coliforms in the water provide a strong indication of the presence of other, more harmful 
microbial organisms such as Cryptosporidium parvum, Giardia lamblia, E. Coli, etc. 
 
At the present time, the company is unable to meet the service standard for bacteriological quality 
for Coastal water supplies, as well as the Licence standards for iron and pH. There are a number 
of factors contributing to this: 
 

• lack of treatment at a number of locations 
• high iron concentrations in untreated groundwater consumes chlorine, leaving little for 

disinfection 
• low pH, contributing to corrosion of distribution system and plant components 
• compromised distribution systems allowing direct, localized contamination 
• lack of working capital to purchase treatment chemicals and replacement parts 

 
Water Quality Statistics 
Sampling during 2003 indicates the following regarding compliance with the required standards: 
 
 2003 
Population with treated water 338,000 
population with treated water 45% 
compliance with bacteriological standards* 41% 
compliance with iron standards (Licence requirements)* 33% 
compliance with pH standards* 35% 
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* Samples have not been submitted consistently. These figures therefore represent the proportion 
of samples that comply with the WHO standards out of the samples submitted for analysis. 
 
Compliance with Bacteriological Standards 
Over the Coastland, approximately 41% of the distribution system samples submitted met the 
WHO standard for total and faecal coliforms. However, this figure is biased as more samples 
were submitted for distribution systems receiving treated water than untreated water from 
boreholes. Distribution systems receiving water from treatment plants showed approximately 
50% of submitted samples complying with WHO bacteriological standards. As expected, the 
most frequent cases of non-compliance were observed within distribution systems that were fed 
by untreated water from boreholes. 
 
Compliance with Iron Standards 
Over the Coastland, approximately 33% of the distribution samples submitted met the WHO 
standard for iron. Again, this figure is higher in areas where there is water treatment, with the 
exception of the city which consistently performed poorly with respect to iron removal even in 
areas where treatment was available. This is due to lack of aeration at the Sss Plant and at Ccc 
and Sss. In areas where water is supplied from boreholes tapping the A-Sands Aquifer, iron 
removal treatment is sorely required as iron not only creates aesthetic problems, it utilizes 
chlorine that would otherwise be used to inactivate harmful micro organisms.  
 
Compliance with pH standards 
Over the Coastland, approximately 35% of the distribution samples submitted met the WHO 
standards for pH. Low pH was observed in both surface and groundwater systems, particularly in 
groundwater systems where there was no treatment available.  
 
Water treatment is urgently needed in Divisions 1 and 4, as well as in some areas of Divisions 2, 
3 and 5 where borehole water is pumped untreated into supply. The Water Treatment Strategy, 
which is to be developed in 2004, will address this, as well as the need for improved iron removal 
and disinfection technologies. Developments in Divisions 2 and 3 – City will result in increased 
availability of treated water to approximately 35,000 people, increasing the percentage of the 
population receiving treated water from 45% to approximately 50%.  
 
The Water Treatment Strategy, to be developed during 2004, will provide treatment of all water 
pumped into supply and improved iron removal and disinfection. This will enable the provision of 
water that meets the required bacteriological and chemical standards to the coastal population 
during the period of the Licence (do we need to state a % or will it be full compliance). The 
Countryside Strategy has been developed to provide safe supplies, in accordance with the terms 
of the Licence, to customers in the Countryside. 
 
8.2 Information and Communications Technology Strategy 
The Contract requires that the MSC: 
 

• develop and establish a computerized materials and maintenance management system, 
obtain the hardware and software and train the employees 

• examine the existing inventory of spare parts, materials and equipment and the 
computerized inventory management system for storage and replacement, obtain any 
needed parts, materials and equipment, and identify and carry out needed enhancement to 
the computerized system 
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• review the suitability of the introduction of new technology including automatic control 
and telemetry and implement as appropriate 

• develop, supervise and direct the improvement or enhancement of computerized 
administrative systems for billing, collection, and to enforce collection of overdue 
accounts. If necessary, provide hardware and software and train the employees in its use 

• develop and establish computerized administrative systems, including human resource 
systems and records; obtain the hardware and software; and train the employees. 

 
These issues have been subsumed into the ICT Strategy which was approved by the Board in 
October. The new strategy, which is funded by Ddd will bring about improvements in all areas of 
the business concentrating first on getting new PCs onto desks alongside a new billing and 
collection system.  
 
The projected growth in computing is shown below: 
 
 2003 2004 2005 2006 2007 
Staff with access to PC 78 90 95 97 97 
Staff with access to local network 65 90 95 97 97 
Staff with access to wide area network 0 40 45 50 50 
 
Some USD 1.5 million ($290 million) will be spent over the next four years in bringing the 
business systems up to modern standards. The spending profile is shown below: 
 
 
$ million  2003 2004 2005 2006 2007 
Organization and Management 0 11.3 29.3 0 0 
Networks and Communications 0 0 48.8 0 0 
PC’s and Printers 0 4.8 33.2 2.3 0.4 
Software 0 113.9 22.4 23.4 0 
Total ICT capital spend 0 130.1 133.6 25.7 0.4 
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8.3 Quality Management Systems 
There is no requirement for the development of a Quality Management System. We intend to 
address this deficiency in respect of the Laboratory but not elsewhere. 
 
8.4 Public Relations Plan 
The Contract requires the company to develop and establish a public information programme to 
educate the public as to: 
 

• the importance of water supply and sewage collection and treatment to the population, 
public health, and the economy 

• the problems existing in the sector including contamination of source water, unauthorized 
connections, excessive leakage 

• the programmes underway to improve service  
• the costs of operating the systems and the methods of recovering the costs including the 

provisions of needed amounts for domestic use at minimum cost and the concept of 
everyone paying their “fair share.” 

 
A Public Relations Policy and Strategy document was in preparation at the end of 2003 and will 
cover: 
 

• the company policy for public relations 
• a public awareness plan 
• education and schools policy 
• customer liaison on service interruptions due to breakdowns and works 
• internal communications 

 
Due to budgetary constraints the programme will be largely curtailed to cover items which can be 
funded from capital projects. 
 
8.5 Research and Development Programme 
Two of the main problems faced by the company relating to water quality are exceedingly high 
concentrations of iron in water supplies and the difficulties faced with disinfecting water to 
potable standards. A research and development program is being formulated for 2004, with focus 
on the development of low-cost iron removal technologies, an investigation of the factors that 
influence iron precipitation after water enters the distribution system and improved disinfection, 
both in the Countryside and coastland. Traditionally, final year students of the University have 
carried out research activities at the company as short-term projects. This will be ongoing, but 
will be supplemented by efforts of the company personnel when longer-term research is required 
or when research needs do not coincide with those of student researchers. 
 
During 2003 there was no R&D programme within the company. Over the next year we intend to 
develop one and to bring in budgetary provision for an on-going programme to cover: 
 

• water treatment, especially iron removal 
• water disinfection in the Countryside 

 
In addition the company will continue to support students in their final year projects where they 
are of potential benefit to the company. 
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8.6 Administration Services Plan 
Over the next year we propose to reorganise the administrative functions. Central filing of 
documents will cease and all departments will be made responsible for their total needs including 
the retention of statutory documents such as accounts. 
 
Centralised mail services and copying will be reduced to a minimum and better distributed 
services will be made available. 
 
8.7 Facilities Management and Transport Plan 
The Contract requires that the company identify the need for and support facilities and equipment 
and administrative support; e.g., transportation, including specialized vehicles; communication 
systems, including telephones, two-way radios; facilities including office space, warehouse space, 
workshops, repair space and repair tools and equipment, meter testing and repair space and 
equipment. 
 
Following the appointment of the new Facilities and Transport Manager, all responsibility for 
these functions will be planned, implemented or coordinated through him. 
 
We expect the numbers of vehicles to follow the trend indicated below: 
 
 2003 2004 2005 2006 2007 
the company light vehicles      
Hired/contracted light vehicles      
the company heavy vehicles      
Hired/contracted heavy vehicles      
Staff with use of own vehicle      
 
The Facilities Manager will prepare a plan to rationalise and improve all of the company’s offices 
and buildings for consideration during 2004. This will not only include the fabric of the buildings 
but include such aspects as communications, furniture, work stations, lighting and other features 
that go to making an efficient workplace. 
 
8.8 Legal Support Service 
The Company Secretary generally makes use of external services to deliver legal services. During 
2004 there are a number of carried over issues to resolve: 
 

• transfer of freehold titles for tracts of land occupied by former the company and the 
company 

• address and settle all outstanding litigation matters 
• set up a company library 



            

APPENDIX A 1 - The Ten Year Development Plan 
 

Overview 
The company is required to produce a Ten Year Development Plan (TYDP) which is 
updated each year to produce an Annual Development Plan. These requirements are 
fulfilled in the Corporate Plan, the approved TYDP and the 2004 Capital Budget. 
 
This description of the projects should be read with a copy of the spreadsheet illustrating 
the timing, value and funding of the schemes. The programme is intended to be complete 
and contain all necessary investment that will bring safe water to virtually the whole 
population of the Country. 
 
The Geographic Strategies are dealt with first followed by the General Strategies. In all 
cases, it is intended that the complete range of facilities will be planned for, to include: 
 

• source works 
• treatment to WHO standards (with relaxation if appropriate) 
• ground/elevated storage, as appropriate 
• transmission mains 
• distribution mains 
• customer supply pipe 
• revenue meter 

 
Division 1 Strategy including Www  
Currently Division 1 has good coverage but lacks treatment. Three treatment plants will 
be developed based on existing well sites and the existing linked systems will be split into 
discrete zones and district meter areas (DMAs). It is intended to trial low-cost treatment 
systems with a pilot project in this area. The agency have firm proposals to fund 
improvements of the Aaa system but the timing is yet to be confirmed. 
 
Www will require similar systems and metering will be introduced following treatment. 
This is not yet funded. 
 
Division 2, Lll and Bbb 
The complete renewal of the Bbb system is almost complete. 
 
The Ppp – Fff project is complete and the systems are now being operated close to a 24/7 
basis. Elevated storage had been proposed but was omitted on cost grounds. Further 
investigations are required into the non-achievement to determine whether it is a matter 
for further investment or operational improvements. Operating cost may have to be raised 
to achieve WHO quality as the use of chemicals is needed at these plants. 
 
Further system developments are required in the Www and Eee areas. The agency have 
proposals to fund improvements in Ppp though the timescale has yet to be confirmed. 
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Lll will require treatment as per Division 1 and, as yet, has no identified funding. 
 
Division 3 Eee 
The Eee scheme is complete and has failed to achieve its intended 24/7 supply. The 
existing elevated storage has not been refurbished and the only ground level storage is 
provided. We intend to refurbish the existing unused tanks and convert their operation to 
a fill and draw configuration with additional pipelines. The Eee Metering scheme has 
commenced. 
 
Further works are required to improve services to the South of the Eee project in the Uuu 
area. 
 
The Aaa elevated tank can be refurbished and used as a base to interlink the Eee system 
with the city for improved security. This new main is to be constructed as part of the 
highway project. 
 
Programme 2 (Ggg - all funded) 
The city system is totally different from the rest of the country and uses both surface and 
groundwater resources. Current proposals under the US$ 30 million, agency funded 
Programme II include: 
 

 reconstruction of the sewage pumping stations 
 improvements to the sewage system 
 a sludge disposal facility at Ttt 
 water treatment at Sss and Rrr 
 elevated storage 
 transmission (in the form of a ring main) 
 distribution improvements 
 service connections 
 universal metering 

 
The Ggg2 was proposed in three stages and a revised proposal has recently been made to 
the agency for the programme to be compressed into two. 
 
There is no sewage treatment for the city at present and no proposals to provide any. This 
remains to be addressed following the updated environmental impact study for 
Programme II. 
 
Whilst the water supply improvements will bring about considerable improvements, the 
problems at Sss remain. A proposal for short-term improvement has been submitted. This 
will incorporate refurbishment of the clarifiers and filters and an improvement to the flow 
sheet. Refurbishment of the wells will be included with the introduction of an aeration 
stage prior to the filters and blending of the groundwater and surface waters. 
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Examination of the strategic plans, which have been produced over a number of years, 
reveals a tendency to concentrate on individual zones (W1 to W17) which provides a 
good basis for planning. The role of the ring main has, however, been understated and we 
now see this as the main driver in bringing about the improvements in the city. We have 
adjusted the route to take account of changed circumstances. The ring main will enable: 
 
 the improvements to the treatment plants to go ahead in a well planned manner 

through interlinking them 
 the supply zones (sectorisation) and DMAs to be implemented as each area is 

refurbished 
 the pressure in the transmission system to be raised to say 30 meters without 

adversely affecting the customer supplies 
 each operating zone to be supplied at a constant pressure of say 20 meters 

 
 water to be supplied by alternative means in the event of failure in one or more 

components of the overall system 
 interlinking to the Eee and Ddd systems 
 
This part of the strategy was to have been funded by the government but this arrangement 
has been adjusted. 
 
Proposals have now been made to set up a separate PMU to manage the Ggg2 projects 
and agency approval is awaited. 
 
Further improvements have yet to be finalised but will include storage, ‘sectorisation’ of 
supply and distribution and completion of the metering programme. 
 
Division 3 Eee 
The Lll/Eee project is complete. It was intended to provide a 24/7 service but has failed 
through underestimation of the demand and system leakage. The elevated tanks have 
been refurbished but are configured on a floating head basis. This is the same system 
which failed when the tanks were originally built and needs to be converted to fill and 
draw. 
 
Further extension works will be required to complete coverage and interlinking with the 
city system at Ttt. 
 
Division 3 Lll 
The emergency works programme for Lll is well underway but way behind schedule. 
Improvements have already been achieved in Bbb Hhh and a better service will ensue 
when the Www HDPE main is completed. 
 
The Phase 3 Strategy for the whole community is in preparation and is allowed for in the 
programme, though as yet unfunded. This will bring about the abandonment of the Lll 
and Mmm plants and replace them with an inter-linked system. The Ddd Ccc is planned 
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to become the source for Www and security of supply at Aaa is likely to come from the 
Ccc. 
 
Division 4 
Currently Division 4 has good coverage but lacks treatment. Three to five treatment 
plants will be developed based on existing well sites and the existing linked systems will 
be split into discrete zones and district meter areas (DMAs).  
 
The agency currently propose to fund improvements in Rrr but the timing has yet to be 
confirmed. 
 
Division 5 
The Rrrl and Nnn systems are complete, including elevated storage, but need operating 
and network improvements to bring about a 24/7 service. 
 
New projects are required for the Eee and Ddd to extend systems and introduce water 
treatment. An application has been made to the agency, the xxx funding agency to 
promote improvements in the Ccc area. 
 
IDA Review of Project Objectives 
Early in 2004, at the request of the Ministry, a review of the major refurbished systems 
was undertaken to assess their needs in order to bring about a safe reliable supply in those 
areas i.e. 
 

• Www 
• Bbb 
• Eee 
• Ddd 

 
A proposal will be made to fund the required works from their proposed intervention in 
the sum of approximately US$ 5 million. 
 
General Strategies and Projects 
In order to meet overall metering targets (85% coverage), a parallel metering strategy has 
been compiled and will be funded by Ddd. 
 
The ICT Strategy will be funded by Ddd over the next four years. 
 
The agency are considering funding a resource investigation into the aquifers. 
 
Asset Management Plan 
The Asset Management function has been set up within the PMU to provide an objective 
profile for the timely replacement of plant and pipelines based on condition and 
performance. The asset inventory is being augmented by a Levels of Service database 
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which will initially show service levels relating to continuity, pressure and water quality. 
Descriptive maps will also be produced. 
 
The Countryside Strategy 
Provision of new and improved services in the Countryside is subject to its own strategy 
and programme which has yet to be approved. Ddd funding of US$ 3.5 million will cover 
half of the proposed programme (shown bold). Assistance is being sought from Bbb and 
other donors for additional resources. 
 
Countryside investment in US$,000. 
 

2004 2005 2006 2007 2008 2009 2010 2011 2012 Total 
750 1,250 1,250 250 1,000 1,000 1,000 300 200 7,000 

 
The detailed action plan is annexed to the Countryside Strategy. 
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APPENDIX A2 - Operational Levels of Service  

 
Introduction 
This report contains the operational levels of service that should be applied, the methods 
of reporting them and what the actual levels should be. The methodology is based on that 
used by all of the UK water companies to underpin their asset management programmes 
and an internationally accepted system using five grades to assess performance as applied 
to the water service supplied to the customer: 
 

Grade Description 
1 Excellent 
2 Good 
3 Adequate 
4 Poor 
5 Awful 

 
Quantitative grades are proposed to be: 
 

• continuity of supply 
• pressure in the main 
• flow at the first tap 
• interruptions in supply 

 
Qualitative grades represent both bacterial and chemical quality. In addition, aesthetic 
quality is taken into account: 
 

• bacterial quality (faecal and total coliforms) 
• chemical quality for iron and aluminium 
• aesthetics such as colour and turbidity 

 
The gradings of areas or population groups is now being undertaken using these gradings. 
 
Quantitative Levels of Service 
 

Grade Description 
CS1 24 hours per day  
CS2 Supply > 15 hours per day 
CS3 Supply > 10 hours per day 
CS4 Supply > 5 hours per day 
CS5 Supply < 5 hours per day 

 
Levels of Service for Continuity of Supply 
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This grade does not include short term interruptions in supply which are covered in 
another LoS. 
 

Grade Description 
PS1 Pressure > 10 m head 
PS2 Pressure > 8 m head 
PS3 Pressure > 5 m head 
PS4 Pressure > 2 m head 
PS5 Pressure < 2 m head 

 
Levels of Service for Pressure in Supply Main 

 
Pressure is measured in the main and at a normal time of day not including the peak 
period or night times. 
 

Grade Description 
FL1 More than 15 lpm 
FL2 More than 9 lpm 
FL3 More than 5 lpm 
FL4 Less than 5 lpm 
FL5 Less than 2 lpm 

 
Levels of Service for Flow 

 
Flow is measured at the tap of a premises and is measured over 30 seconds using a 
calibrated container to collect water with the tap fully open. 
 

Grade Description 
IS1 Less than once in 5 years 
IS2 Less than once in a year 
IS3 Less than twice a year 
IS4 More than twice a year 
IS5 More than five times a year 

 
Levels of Service for Interruptions to Supply 

 
Interruptions to supply are caused by bursts and unplanned breakdowns. Planned 
maintenance, where customers are notified, are not included. 
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Qualitative Levels of Service 
 
 

Grade Faecal coliforms Coliforms 
BQ1 No failures No failures 
BQ2 No failures I failure per year 
BQ3 No failures 2 failures per year 
BQ4 No more than 1 per year No more than 3 per year 
BQ5 Water always needs boiling to make potable 

 
Levels of Service for Bacterial Quality 

 
The failure rate is based on monthly samples over a year at the nearest sampling point on 
the public supply. A coliform failure is a result containing 10 or more coliforms per 100 
ml or two consecutive coliform results. A faecal failure is one containing any faecal 
coliforms. 
 
 

Grade Description 
FE1 Fe < 0.1 mg/l 
FE2 Fe < 0.3 mg/l 
FE3 Fe < 0.5 mg/l 
FE4 Fe < 1.0 mg/l 
FE5 Fe > 1.0 mg/l 

 
Levels of Service for Chemical Quality (Iron) 

 
The ‘Good’ standard is WHO and the ‘Adequate’ is the Guyanese standard. Excellent 
relates to the European standard. 
 
 

Grade Description 
AL1 Al < 0.2 mg/l 
AL2 Al < 0.3 mg/l 
AL3 Al < 0.5 mg/l 
AL4 Al < 1.0 mg/l 
AL5 Al > 1.0 mg/l 

 
Levels of Service for Chemical Quality (Aluminium) 
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Aesthetic Levels of Service 
 

Grade Description 
TU1 < 1 NTU 
TU2 < 3 NTU 
TU3 < 5 NTU 
TU4 < 10 NTU 
TU5 > 10 NTU 

 
Levels of Service for Turbidity 

 
Grade Description 
CO1 < 5 Hazen 
CO2 < 10 Hazen 
CO3 < 15 Hazen 
CO4 < 20 Hazen 
CO5 > 20 Hazen 

 
Levels of Service for Colour 

 
Further levels may be added at a later date dealing with such aesthetic problems as 
intermittent discolouration. 
 

 



            

APPENDIX A3 – The Customer Charter 
 
The Customer Charter contains the commitment to customer services commencing with 
extracts from our Vision, Mission and Goals: 

 
Our Vision  

 
 We will be an innovative, sustainable water services company, responsive to the 

needs of our customers 
 
 We will strive to improve the quality of life by providing a clean, healthy 

environment through the provision of affordable quality water services for and in 
partnership with all the citizens and communities 

 
Our Mission 

 
To utilise and deploy our assets and resources effectively and efficiently in order to: 
 
 transform [our]’s water services through delivery of high quality and reliability  
 become more environmentally responsible 

 
 provide water service solutions even to the more remote communities 

 
 balance good service delivery with financial stability 

 
Our Goals: 

 
 water supply and sewerage services that conform fully to agreed service standards 
 value for money for our customers through a high quality and affordable service 

 
 added value through a caring and rapid response in all customer contacts 
 
 shared responsibility for the environment and sensitivity to the wishes of 

communities 
 
Our commitment to all customers 
The values that we will observe at all times in our relationship with all our customers 
include: 
 
 Honesty and Respect 

We shall consider every person who uses the services provided by [our] Water as 
a customer and will gain their trust by treating them with honesty and respect 
 

 Value for Money 
Our range of water services will deliver 'value for money' to our customers and 
progressively meet or exceed all regulatory requirements 
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 Reliability 
We will strive to deliver a reliable service to our customers, keep our promises, and 
maintain confidentiality at all times 
 

 Responsiveness 
We will provide prompt and efficient answers to all customer requests based on 
sound knowledge and access to all the relevant information 
 

 Courtesy 
We will ensure that our employees are courteous to customers at all times and 
make a real effort to understand their problems 
 

 Accessibility 
We will make it easy for customers to get in touch with us by providing a 
identifiable point of contact 
 

 Image 
We will provide a professional service to our customers which is reflected in both 
the attitude and appearance of all our employees 
 

 Communication 
We will communicate with and listen to the views of our customers and report back 
regularly on our performance 

 
 

Our portfolio of services 
Services can be grouped into three distinct service options: 
 
 provision of a continuous clean and safe water supply 

 
 provision of sewerage/wastewater facilities (some areas) 

 
 connecting new properties to the water service network 

 
Water supply 
 
 You are entitled to expect us to deliver clean and safe water drinking water on a 

continuous basis at sufficient pressure 
 All quality of water supplies should meet at least the national standards to protect 

the health of your family 
 We must do everything possible to identify and repair leaks where valuable water 

is being wasted 
 

Sewerage and waste water 
 
 Where piped sewerage networks exist, you are entitled to expect us to remove 

your wastewater on a continuous basis 
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 We will dispose of this wastewater so that it does not damage the environment 
 

 Any blockages or leaks will be dealt with promptly in order to protect the health of 
communities 
 

Connecting new properties to the network 
 
 You are entitled to expect us to connect new properties to the water or wastewater 

network (where existing) in a prompt and efficient manner 
 Where a new property is not in close proximity to our water networks, we will work 

will you to try to find a cost effective solution 
 

Not all of these services are currently available to all communities today, but the 
company’s objective is to ensure that more and more customers have access to the full 
range of services over time. 
 
Standards of our customer service 

 
Operational Services Standard of Service 
Water quality Compliance with World Health Organisation standards  
Water availability 24 hours a day, 7 days a week 
Water flow At least 5 litres per minute at the first tap in the property  
Water pressure At least 5 metres head in the water main 
Interruptions to supply Unplanned breakdowns that interrupt your supply will occur not 

more than three times a year  
Accuracy of water meters Inaccuracy not exceeding +/- 5% 
Response to fault complaints Normally within half a day 
Notice for planned suspension of 
supply 

3 days’ advance notice in the local newspaper 

  
 
 
Account Services Standard of Service 
New connections Completed within 14 days of payment 
Change of customer details Completed within 2 days of written notification 
Water service bills:  
 - accuracy  98% accurate 
 - timing (metered customers)   Issued within 10 days of meter reading 
 - timing (unmetered)   Issued each half year according to schedule 
Stopped meters Replaced within 5 working days 
 
 
Customer Contact Standard of Service 
Telephone calls Telephone calls will be answered within 10 seconds 
Visits to our offices If you visit any of our offices during normal working hours, you will 

not have to wait more than 5 minutes for attention from our staff 
Complaints  Where immediate corrective action is possible this will be actioned 

within 3 working days 
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Where a more comprehensive response is required: 
♦ an acknowledgement will be sent within 3 working days 
♦ a full response will be provided within 10 working days 
♦ where more investigation is required, you will be kept informed 

of progress and a full response will be provided within 20 
working days 

Identification Our staff will introduce themselves when you call and/or sign their 
own letters/e-mails/faxes so that you know who you are dealing 
with 

 
Whilst we will make every effort to comply with the above service standards, we cannot 
be responsible for the following situations: industrial action, extreme weather, natural 
disasters, third party action and issues which are the direct responsibility of the customer. 
 



            

Performance Indicators 
In addition to the CPs, clause 5.01 of Annex A of the Contract contains the performance 
targets which are required to be met in order for the project to continue. No evidence is 
available to the MSC to suggest that any work was carried out on this subject prior to 
January 2003. This means that the requirements of the table, not only cannot be met, but 
that the information indicating the degree of compliance is not available.  
 
The table, as featured in the loan contract is shown below: 
 

Indicator 
 

2000 2001 2002 2003 2004 

Coverage of O&M + D 
 

100% 101% 104% 115% 115% 

Net income ($ million) 
 

0.0 3.7 18.6 77.5 77.7 

Meter coverage 
 

29% 46% 59% 72% 85% 

Collection ratio 
 

79% 83% 85% 86% 86% 

Unaccounted for Water (UfW) 
 

66% 63% 60% 57% 55% 

 
The current situation and predicted figures from the business plan are as follows: 
 

Indicator 
 

2003 2004 2005 2006 2007 

Coverage of O&M + D 
 

137% 138% 140% 138% 137% 

Net income ($ million) 
 

211 218 226 221 216 

Meter coverage 
 

32% 47% 59% 72% 85% 

Collection ratio 
 

71% 72% 81% 85% 90% 

Unaccounted for Water (UfW) 
 

64% 63% 60% 57% 55% 

 
These projected indicators, above, are derived from the following sources: 
 

• coverage of O&M+D - arithmetic calculation from the modelled P&L Account 
• net income - arithmetic calculation from the modelled Profit & Loss Account 
• meter coverage – outcome of the delivery of the  Ggg2 investment 
• collection ratios – targets set within the Licence 
• UfW – target which will be achieved contingent upon the delivery of  Ggg2 
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APPENDIX A5 - PROPOSED TARIFF STRUCTURE FOR 2005 
 

Metered 
[MI] Commercial, Institutional, Industrial 100/m3 
[LI] Large Industrial by negotiation 
[DM] Domestic 80/m3 

 
All non-domestic property should be metered. In the absence of a meter charges will be 
based on estimated consumption as follows: 
 

Small 150 m3 Medium 300 m3 Large 1000 m3 
 
Unmetered Domestic 

[HV] High value (20.0m3 ) 20,000 
[MV] Medium value (15 m3) 15,000 
[LV] Low value (10 m3) 10,000 

 
Customers with untreated water 
A discount of 20% will be applied to all bills for customers who receive their water from 
untreated sources. 
 
Sewerage Charges 
Where properties are connected to the sewerage system they will pay an additional rate of 
50% of their water charge. 
 
Abatement Scheme 
A scheme is in operation for certain customers such as Pensioners. Vouchers are issued 
for the payment of water bills by the Ministry of Home Affairs who should be contacted 
for details. 
 
Connection Charges 
Charges will be based on the value of the property to be connected: 
 

Type of Property Connection Charge I G$ 
Commercial, institutional, commercial Full cost or 16,000 
High Income 16,000 
Middle Income  8,000 
Low Income and Squatter 1,000 

 



            

APPENDIX A 6 - The 2004 Capital and Revenue Budgets 
 

Ag’y PROJECT 
CODE TITLE 

Proposed Budget 2004 

Specific Local Total 

  28001 Water Supply Technical 
Assistance/Rehab. Project 100.000 - 100.000 

CDB   Lll Metering Project 100.000 - 100.000 

DDD 28002 Rural Water Supply - 
Countryside Strategy 97.000 - 97.000 

  28003 Water Sector Reform 
Programme 580.350  580.350 

DDD   Management Services 
Contract  252.200 - 252.200 

DDD   Hygiene Promotion 
Programme 9.700 - 9.700 

DDD   Information, Communication 
and Technology Strategy 97.000 - 97.000 

DDD   DMA/ Leakage 
(Sectorisation) 135.800 - 135.800 

DDD*   PMU Management  46.850 - 46.850 

DDD   Sanitation Study 19.400 - 19.400 

DDD*   Training and Development 19.400 - 19.400 

  28005 Coastal Water Supply:-  - 1,000.000 1,000.000 

[GOVE
RNME

NT] 
  Minor Works - 533.000 533.000 

[GOVE
RNME

NT] 
  Other Projects - 428.000 428.000 
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[GOVE
RNME

NT] 
  Peri Urban Poor - 39.000 39.000 

EU* 28007 Lll Phase III Strategy 388.000 - 388.000 

  28008 City Water Supply and 
Sewage Programme II 1,527.400 77.600 1,605.000 

the 
agency
/[GOVE
RNME

NT] 

  Civil Works 1,254.400 77.600 1,332.000 

the 
agency   Admin. & Engineering 191.000 - 191.000 

the 
agency   Contingency Plan 82.000 - 82.000 

    TOTAL 2,112.400 1,077.600 3,770.350 

      
Equivalent 

US$ 19,434,794 
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PROFIT & LOSS ACCOUNT 
    

  

 2003 2004 2005 2006 2007 
G$'ooo G$'ooo G$'ooo G$'ooo G$'ooo 

Total Income 773,969         786,360         795,768         802,050         807,008         

Expenditure 

Salaries & Wages 47,888           53,204           53,204           53,204           53,204           
Premises Costs 
Electricity 318,444         304,114         281,292         261,655         249,978         
Other Power 500                500                500                500                500                
Other Premises Costs  -                 5,619             5,619             5,619             5,619             
Subtotal 318,944         310,233         287,411         267,774         256,097         
Supplies & Services 
Equipment & Materials 27,793           38,104           33,991           31,906           27,793           
Tools 1,463             1,507             1,507             1,507             1,507             
Contract Labour 530                530                530                530                530                
Hired/Outside Services 8,215             8,215             8,215             8,215             8,215             
Security 4,413             4,016             4,016             4,016             4,016             
PR & Advertising -                 -                 -                 -                 -                 
Professional/Technical Fees 500                515                515                515                515                
Chemicals 34,202           32,252           26,849           22,094           17,785           
Others 250                258                258                258                258                
Subtotal 77,366           85,397           75,880           69,041           60,618           
Transport Costs 
Veh & Mob Plant Spares  1,171             1,405             1,405             1,405             1,405             
External Service/Repairs 659                679                679                679                679                
Fuel & Lubricant 1,580             1,627             1,627             1,627             1,627             
Hire-Vehicle & Mobile Plant 4,739             4,881             4,881             4,881             4,881             
Other Transport Costs 663                683                683                683                683                
Subtotal 8,812             9,275             9,275             9,275             9,275             
Office & Admin Costs 
Stationery & Office Supplies 557                574                574                574                574                
Insurance -                 -                 -                 -                 -                 
Telephone & Radio 414                426                426                426                426                
Office Equipment 65                  67                  67                  67                  67                  
Directors Fees -                 -                 -                 -                 -                 
Cleaning Expense 197                203                203                203                203                
Training -                 -                 -                 -                 -                 
Other Administration Exp 692                713                713                713                713                
Subtotal 1,925             1,983             1,983             1,983             1,983             
Total - Expenses 454,935         460,092         427,753         401,277         381,178         
EBITDA 319,034         326,268         368,015         400,772         425,831         
Depreciation 107,902         107,902         142,482         179,868         210,207         
Profit/(Loss) before Tax 211,132         218,366         225,533         220,905         215,624         
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