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Management of “Water Services Delivery” 

operations acts as a link between the 

policy and the users. This is where the 

questions of top-down and bottom-up 

integrity meet.

Utility Directors and 

Department management are the

operational heart of the organization.

Objective: Leverage on these aspects to 

start a change management process!
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The bottleneck is in the management



The Integrity Management Toolbox 

focuses on improving the economic 

performance and service of 

organisations in the water sector by 

optimising their business model 

through an integrity change process.

Scope of integrity management

Developed in 2013



Integrity Management Toolbox – A process
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Entrepreneurial tool that allows to 

describe, design, challenge and (re-)invent

a business model

Source: Osterwalder/Pigneur 2010

Step 2. Description of the 

Business Model

Step 1. Introduction to 

the change process

Clarifying TAPAC



Step 3. Integrity Risk 

Assessment

Analyzing the risks list /
identifying new ones

Prioritization based on likelihood and impact

Step 4. Evaluation of Integrity 

Tools

Analysis of suggested tools

Tools are divided into different categories:

- successfully implemented;
- has improvement opportunities;
- new and interesting; 
- tools that do not apply to the context
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Step 5. Development of an 

improved business model

Adaptation of Integrity tools to the 
context and institutions.

Participative process

Step 6. Development of a 

RoadMap

Development of a roadmap with

✓ Clear roles and responsibilities
✓ clear guidelines, 
✓ Identified human and financial 

resources



Step 7. Implementation and monitoring

Institutionalisation of change requires 

leadership!
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SIWI supports the change process with

MENTORSHIP Programmes



• 4 Water utilities in Bolikhamsay province

• Dpt. of Water Supply

Ministry of Public Works and Transport

Cambodia - 2018
• 4 Water utilities in Kampom Chan region

• Dpt. Water Supply and Sanitation
Ministry of Industry and Handicraft

• Trainings conducted by the Regional 
Department

Laos - 2016

Indonesia - 2015
• Brantas River Basin Organization Perum Jasa Tirta-1Dpt. 

- East Java


