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Current challenges Future challenges

High NRW Water security
Low collection efficiency Expand services
Lack of human resources Aging infrastructure
etc. etc.
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Example challenge: Achieve 24x7 supply to customers
Sample intervention: Ensure adequate and proactive maintenance
Action plan: Aligned actions in the 5 operation areas

Technical Operations Commercial Operations

Periodic maintenance of the Calibrate customer meters to
distribution network measure flow and pressure

Financial Management HR Management Organization & Strategy

Allocate budget sufficient Train staff to meet Establish guidelines or
for maintenance activities maintenance needs manuals on maintenance

Other improvements (non-infrastructure):

Innovation: Use computer system for asset registry
Inclusion: Extend services to marginalized communities
Customer orientation: Seek customer feedhack to improve services
Resilience. Keep maintenance records on a digital back-up
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Current challenges Future challenges

High NRW Water security
Low collection efficiency Expand services

Lack of human resources Aging infrastructure
etc. etc.

To do this, we must...

Strengthen the essential processes of utilities so that they could face their current challenges;

Develop future-thinking capabilities of utilities to prepare for future challenges; and

Help utilities develop an action plan that will enable them to address these challenges.

We can do these using the Utility of the Future framework




The Concept
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Future Readiness
Staying one step ahead in a
rapid paced environment

to ensure efficiency
and continuity




Commercial Management
Technical Operations
Human Resources
Planning & Strategy
Financial Management

Green Management
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The Process
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Analyze the past

Currentlevel My

Beyond the
Next Level

r \ -- --
|

A B

COMMERCIAL
TECHNICAL OPERATIONS .
FINANCIAL MANAGEMENT
HUMAN RESOURCES .
STRATEGY & INNOVATION

@

ELEMENTARY
WELL-PERFORMING
WORLD CLASS
ELEMENTARY
WELL-PERFORMING
WORLD CLASS
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Analyze the past

[Select ONE Gurrent Level and ONEDesired Levell [Select ALLTHAT APPLY Gurrent Level and Desired Levell

AREA ToPIG

Business Strategic
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Analyze the past

Gurrent Level of Service

30%

Rehable Sale Inclssne Respensive Transpareni
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Financial
Management
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Gross-cutting Analysis
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(Select ONE Gurrent Level and ONE Besired Level) (Select ALLTHAT APPLY Current Level and Desired Level)

AREA ToPIG
Business Strategic No strategic
Strategy Architecture E&GE=E

Mission and visionin
place, but not updated
and not known within

Mission, vision and
strategic objectives in
piace, not updated and
not known wihin the
usity. Annual plan and
budget not aigned wih
strategic objecives,

Strategic framework in
place but not updated,
contains vision,
mission, values,
strategic objecives,
annual plan is pargally
aligned with strategic
framework

Strategic framework contains
vision, mission, strategic
objecives, strategic programs,
projecis by program, corporate
values, risk analysis, SWOT
analysis, PEST analysis,
constraint analysis, scenario
analysis. The strategic
framework is communicated ©0
all siaff and external
stakehoiders. Itis

Mission and vision
Strategic archiectlure | promote inclusion,
include the aspirasion % |internal diversty,

engagement, and
social equiy as
organizasional values

Mission and vision such as consnued

refect considerasions 1 | provision of services

customers despie shocks and
stresses experienced
Includes robust
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Impact

Cost/Difficulty

Conduct a gap analysis for improvement
Define improvement actions for each gap
Prioritize actions for 100-day plan: high
impact, low cost/difficulty

Define 100-day action plan: timeline,
responsible parties, estimated cost
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Cost/Difficulty
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% Vision

@) | Strategic Objectives
"= | HighLevel Plan

€1 Strategic Framework
. Strategic Programs

Review, update and/or change the
elements of the strategic framework
Develop high-level strategic program

per element
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Gommercial GCommereial
Management Pregram
Operations Operations
Wsas Program
Finance Finance
Management Program
Human HR
Resources Program
Organization& Org. Strategy
Strategy Program
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The Timeline
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Implementation Plan -
Utility assessment ——ge
100-day action plan " 2:4 weeks
15 weeks
5_year Strateglc plan P PP 2-4%'(3.
Implementation 5-year p|an R . ‘&)
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Implementation Plan -

N 1 week
Utility assessment ~ @@
, v
100-day action plan =0 Online Support
El 15 weeks
5_year Strateglc plan PO i ...................................... T i
Implementatlon 5-year plan O i, .............................................................. e

_____________________________________________________

It could also be done on-site after the 100-day plan (5 days approx.)

N




4
*

w:wwr;‘v\ibrldbahk.org/uof

WORLD BANKGROUP




