FAT iRy 9% e g

Bribery to postpone disconnections

o AL T

LAY J: ALANCANT &) T

Bribery for illegal (re-)connections

@O AL TP

rFeloted oS SEee=e qr Afefofe

Insufficient customer orientation

@O AL TP



T 9k o smad Citizen & consumer participation
3SR/ wanieR affwa Integrity training
SN CIEE T TR gqviw a3k ©f 71 s Whistleblower incentives &
protection

Trifes a3 oree s Citizen & consumer participation
Tl @R (el g Service & customer charter
% 4= Field inspections
TS GR FACRICMA & Txye e AT a3 *1eiar Satisfactory work
environment & conditions for staff
st eeEet Connection procedures
sty st faaet Illegal connection control
F(E g FHRAgeTT ~fiaey Staff rotation
SRET @IE T TR emie @3 of 7 Fa Whistleblower incentives & protection
TfesfRge T=E= oy =Ny FoEe  Sanctions catalogue for unethical

behaviour
Ty sAfssiEet smfs Standard operating procedures

FET qR FHHRIGETT ogeT Gk A= Staff supervision & inspection
FLA AW @R LA [{foeg 99 @t Disconnection & reconnection
procedures

Trifes @R o S Citizen & consumer participation
TR @R @Sl Fwoag Service & customer charter
TerelR Sfera gt Customer complaint management
(FSIF AY TR @AM Transparent customer communication
=i B3 ;& Water development pact



SIS % Gl (RS

Low responsiveness to complaints

@O AL TP

ARG (el

Non-cooperative customers

@O AL TP

HLA I GRS e vl
37 Gy g

Speed money for connections or repair
work

@O AL TP



sefz@ 3 Job descriptions
TrifEe R (ore SR Citizen & consumer participation
TRl @3 (et Amaa Service & customer charter
TG GR TR & Tey© e Afea= @ =it Satisfactory work environment
& conditions for staff
TerelR sferat gt Customer complaint management
TR 3= “f7Fs« Human resource planning
Wiy “Afasieet «fe Standard operating procedures
(EFSIF AY TR @AM Transparent customer communication
i B3 ;& Water development pact

TrifEe R core SR Citizen & consumer participation
TR @R @Sl Fwog Service & customer charter
FEAFR, TAGT QR i ITernRe 1o Fearer Cooperation with authorities,
the media & CSOs
el SiewEr I Customer complaint management
X5t w=iw #=fe Meter reading procedures
A @efEt Connection procedures
ey weedrt fawEe lllegal connection control
iy-seEy A o= (Semi-)automatic water meters
e ~&f Billing system
(EFSIF AN TR AN Transparent customer communication
T® f4&1 Transparent bills
SR e a3 A f{ftey 919 @4 Disconnection & reconnection procedures
i B3 ;& Water development pact

F1 2fssieE Aife Cash handling policy
sAfsvrat fqazer Code of conduct
e SiewEr I Customer complaint management
A @efEt Connection procedures
R 3= “f7Fs« Human resource planning
3SR/ waibias affreet Integrity training
FE g TR #fiaé Staff rotation
ST @ICE G TR emie @R of 7% F Whistleblower incentives & protection
TfeafRge TR &y =y e Sanctions catalogue for unethical behaviour
SR e a3 A f{ftey 919 @4 Disconnection & reconnection procedures



o W3 N e werelq At XIS F41

Manipulation of meters and meter readings

@O AL TP

ATIBIF e TFAETH [FFare = a1

Operation and maintenance not carried out
properly

ARG QIR THFACLHA

SR W3R (RIS 2N TSR
Y FAFO! G FAGRICAT NAGHCHT T
&

Collusion of staff with informal and private
water providers

ARG GIR THACIHFA



¥ 2w Field inspections
Terelq Sferat gt Customer complaint management
X5t w=iw #=fe Meter reading procedures
FE g FHORAgeTT #fiae Staff rotation
y-seEy A o= (Semi-)automatic water meters
FET qR FHORIGEMT oPRET @R A= Staff supervision & inspection

¥ 2w Field inspections
R 3= “f7Fs« Human resource planning
FTe gR T e Fw a3k 7E® Staff performance & satisfaction
monitoring
F(E g FOIRAgeTR #fiae Staff rotation
Wiy “Afasieet «fe Standard operating procedures
FFE qR TR oPRET @R A= Staff supervision & inspection

sfasemt faawet Code of conduct
TrifEe R (ore SR Citizen & consumer participation
FEAFLR, TAGT GR i TernRe T Fearer Cooperation with authorities,
the media & CSOs
TG GR TR & Tef© FIeea Al @ =i Satisfactory work environment
& conditions for staff
F(E g FIRAgeTT #fiae Staff rotation
ST @IE T TR emie @R of 7% F Whistleblower incentives & protection
o oreiva Aife Salary policy
TfeafRge TR &y =y e Sanctions catalogue for unethical behaviour
FET qR FHORGEAT oPRET @R A= Staff supervision & inspection



FATO! QI FAGAMA 71T §iF
Theft by staff

ARDEN QIR TFACITFS

oY 29 A7

Error-prone accounting systems

oi¢ AT

S RIECEERI

Systematic fraud

SREISED



7Aife W Aife Anti-corruption policy
= Pt Asset management
sfsreat fqazer Code of conduct

3R/ waibias affreet Integrity training
rerefie TR M= Internal auditing
ST @IE T TR emie @R of 7% F Whistleblower incentives & protection
TfeafRge TR &y =¥y FioErE Sanctions catalogue for unethical behaviour
FET qR TR oPRYT @R A= Staff supervision & inspection

s migaEr Accounting manual
3= fome Sifews External auditing
wrerefie TR M= Internal auditing
i wifas siweEeTee Reconciliation of accounting records
217 af*re Accounting training

Tres et Budget transparency
3= fome Sifews External auditing
wrerefie 1R M= Internal auditing
i wsifas et Reconciliation of accounting records
ST @IE T TR emie @R of T F Whistleblower incentives & protection



A AT HL

Inefficient revenue generation

SREISED

oA M LoTel

Payroll fraud

SREISED

ndel o AT Amfe

Weak financial management systems

SREISED



I 2w Aife Cash handling policy
5= w=iw #=fe Meter reading procedures
ey et fawEe lllegal connection control
FE g FORAgeTR #fiae Staff rotation
e ~&fS Billing system
SR e a3 A f{ftey 919 @4 Disconnection & reconnection procedures
i B3 ;& Water development pact

s migaEr Accounting manual
7ife wae Aife Anti-corruption policy
3= fome Sifews External auditing
wrerefie TR M= Internal auditing
ST @IE G TR emie @R of 7% F Whistleblower incentives & protection
o oreiva Fife Salary policy

s migaEr Accounting manual
Ttes et Budget transparency
F1 2fssieiE Aife Cash handling policy
9 widwet Accountability for expenditures
3ifYg= feome Sifews External auditing
fafss faone @@+ Computerised accounting
wrerefe TR M= Internal auditing
wf-gmi “&fs Payment procedures
i wifa e Reconciliation of accounting records
TfeafRge TR &y =¥y e Sanctions catalogue for unethical behaviour
e ~&f® Billing system

217 af*re Accounting training



ey O eafe

Corrupted tendering process

G A3 BfE A

SR [t ST

Poor performance of contractors

G A3 B A

TR IR IR A4S o1

Inflated prices for services and materials

& GRS I



7ife wae ife Anti-corruption policy
QT 3 oiteR eifewt Black & white listing
@ Awfed fAasecEs it 7=fs w@#i9 Procurement regulation compliance
FEAFR, TAGT QR i TernRe 1o Fearer Cooperation with authorities,
the media & CSOs
Fifoe Fite “fzeaw Due diligence investigation
3-@% E-procurement
35/ waisiaw 5 Integrity pacts

ST @IE G TR emie @R of 7% F4 Whistleblower incentives & protection

{5 sawee w4t Contractors’ sensitisation

yf&= Wit framfisas Specification of standards in contracts
TOI % i Fewwite #a Third-party oversight
@ Awfeq TR g Procurement training

QT 31 oiceR eifewt Black & white listing
FEAFR, TAGT QR i TernRe 1o Fearer Cooperation with authorities,
the media & CSOs
Fifoe Fiee “fzeaw Due diligence investigation
9 wiwet Accountability for expenditures
¥ 2w Field inspections
wf-gmi “=fs Payment procedures
Ay g Partnership management
{5 sawe w4t Contractors’ sensitisation
¥f&= Wit framfis=s Specification of standards in contracts

QT 31 oiteR eifewt Black & white listing
Ttes et Budget transparency
@ Awfed fAasecEs At s @#i9 Procurement regulation compliance
Fifoe Fite “fzeaw Due diligence investigation
9 widwe Accountability for expenditures
wf-gmi “&fs Payment procedures
&R wanifv swesegs Reconciliation of accounting records
ST @IE G TR emie @R of 7% F Whistleblower incentives & protection



ICERICRCEER

Poor quality control

G A3 BfE A

fsmamre SdawWiee e, 5ol 91 ST

Delaying, reducing or refusing payments to
contractors

G 3 BfE ZHA

feore e gfer sife

Irregularities in auditing process

I, [IZAN @R e



siefz@ 3 Job descriptions
¥ 2w Field inspections
TerelR Sferat gt Customer complaint management
R 3= “f7Fs« Human resource planning
PIgla W 4w &frw Job skills training
FTe gR T e Fiw a3k 7E® Staff performance & satisfaction
monitoring
WAy g Partnership management
ST @IE G TR emie @R of 7% F Whistleblower incentives & protection
yf&= Wit famfisas Specification of standards in contracts
Wiy “Afasieet «fe Standard operating procedures
FET qR TR oPRET @R A= Staff supervision & inspection
$OI % i Fewwite #a Third-party oversight

fam st FecerE Dispute resolution mechanisms
wf-gmi “=fs Payment procedures
F(E g FORAgeTT #fiae Staff rotation
ST @IE G TR emie @R of 7% F4 Whistleblower incentives & protection
TfeafRge TR & =y e Sanctions catalogue for unethical behaviour
fSemiama e a1 Contractors’ sensitisation
¥f&= Wit famfis=s Specification of standards in contracts
Wiy “Afasieet «fe Standard operating procedures
FFET qR TR oPRET @R A= Staff supervision & inspection
$OI % i Fewwite #a Third-party oversight

e g=a Compliance management
3ifYg= feome Sifews External auditing
rerefie TR M= Internal auditing
&R wenifu swesegs Reconciliation of accounting records
ST @IE G TR emie @R of 7% F Whistleblower incentives & protection
TOI % i Fewwite #a Third-party oversight



o eforans o <4

Improper reporting

T, [IZAN @R e

AfeTerTR foleta e e Trwly e
BISEE]

Manipulation of documents

I, [IZAN @R e

PP AN oGRS

Misuse of key positions

T, [IZAN @R e



s migaEr Accounting manual
e g Compliance management
TrifFe R (ore SR Citizen & consumer participation
355/ wmibiaw affrw Integrity training

3= feom Sifews External auditing
g-@w E-procurement
355/ wmisiaw effrw Integrity training
wrerefie TR M= Internal auditing
&R wanifv swesegs Reconciliation of accounting records
ST @IE G TR emie @R of 7% F4 Whistleblower incentives & protection
TfeafRge TR &=y =¥y FioErE Sanctions catalogue for unethical behaviour

7ife wae Aife Anti-corruption policy
sAfsvreat fqazer Code of conduct
FACAEE =i ST Corporate governance structure
wifigele segE wiee Delegated authority document
2R 3t waivicas & @ria™ Communication of integrity
3SR/ waibias affreet Integrity training
WToed o7 affrF g3 wee 25 Leadership training & team building
ST @IE T TR emie @R of 7% F Whistleblower incentives & protection
TfeafRge TR &y =y FioEr Sanctions catalogue for unethical behaviour
$OI % i Fewwite #a Third-party oversight

ATIBETE RIS &) FACAES P &=F &f*rws BoD corporate governance training

“favlee @ITes o FERId BoD minutes



offeg BT TCRA SroifeF Sreee @« wael
Over-abstraction and pollution of water
sources

I, [IZAN @R e

SR GERGIERIE BN SRUC RGO

Theft and vandalism by externals

I, [IZAN @R e

FAFS-FABIRAT G2 T PTETS IR
Private use of staff and assets

I, [IZAN @R e



fe gt Compliance management
¥ sz Field inspections
el Sfewar I Customer complaint management
Ffe T4t Lobbying
ey weedrt fawEe lllegal connection control
¥f&= Wit fkamfis=s Specification of standards in contracts

= It Asset management
TrifFe ¥R (ore SR Citizen & consumer participation
TR @R @Sl Fwoag Service & customer charter
FEAFR, TAGT QR i TernRe 1o Fearer Cooperation with authorities,
the media & CSOs
¥ 2w Field inspections
TerelR Sferat gt Customer complaint management
(FSI AY TR AN Transparent customer communication
i B3 ;& Water development pact

= g9t Asset management
sAfsvrat fqazer Code of conduct
FACAEE =i ST Corporate governance structure
3SR/ waibias affreet Integrity training
ST @IE G TR emie @R of 7% F Whistleblower incentives & protection
TfeafRge TR &y =feary e Sanctions catalogue for unethical behaviour
FFET qR FHORGEAT oPRET @R A= Staff supervision & inspection



OB (IO IFoAlfopTeTd AL

Biased constitution of BoD

T, I @R e

SR GERGIERIEIS IR 7

Interference by externals

I, [FIZAN @R e

FfeRE @Y TfeTe g W2 Tyfegs

Personal interests and enrichment of BoD

M, [IZAN @R e



sefz@ 3 Job descriptions
FEAFR, TAGT G i TernRe T Fearer Cooperation with authorities,
the media & CSOs
FACAEE =i IS Corporate governance structure
sAfavere @ f4istw 2o BoD selection procedures
ATBETE RIS T FACAEH P &=F &f*rws BoD corporate governance training
AfRbIeS TJICER ol Ff7@a BoD minutes

FEAFR, TAGT QR i TernRe 1o Fearter Cooperation with authorities,
the media & CSOs
FACAEE =i ST Corporate governance structure
sAfavere @I 4ot 2oe BoD selection procedures
ey g+ Partnership management
ATBETE IS T FACATES P &=F &f*rws BoD corporate governance training
AfRpIeS TJICeR ol Ff7@d BoD minutes

Ttes Tret Budget transparency
sfsvrat fqaszar Code of conduct
FACAEE =i ST Corporate governance structure
9 wiqwe Accountability for expenditures
sAfavere @ 4ot 2oe BoD selection procedures
ST @ITHE & SR amie @3 of Tt w9 Whistleblower incentives & protection
TfeafRge TR &y =y w5 Sanctions catalogue for unethical behaviour
“fvrer taees e Yot BoD self-evaluation
ATIBETE RIS & FACATES P &=F &f*rws BoD corporate governance training
AfRpIeS TJICER ol Ff7@d BoD minutes



oo A, Wi @ afern

Unclear roles, responsibilities and processes

T, [IZAN @R e

S IRISCSISEARDIEAS )&

Lack of partnership management

T, [IZAN @R e

FAPS] G FAGIAT Gy ) e Fell
Low staff motivation

TR TR REA



sefz@ 3 Job descriptions
sfsvreat fqazer Code of conduct
FACAES =i ST Corporate governance structure
nifigeie g wfewr Delegated authority document
2R 3t waivicas & @PIa Communication of integrity
R 3= f7Fs« Human resource planning
Wiy “Afasieet s Standard operating procedures
AfibIeS TJICeR ol Ff7@d BoD minutes

TrifFe ¥R (ore SR Citizen & consumer participation
TR @R @Sl Fwoag Service & customer charter
FEAFR, TAGT QR i TernRe T Fearer Cooperation with authorities,
the media & CSOs
f<am st S Dispute resolution mechanisms
WAy g Partnership management
¥f&= Wit framfis=s Specification of standards in contracts
Wiy “Afasieet «afe Standard operating procedures
(EFSIF ALY TR @AM Transparent customer communication
i B3 ;& Water development pact

vi3faw 769 Job descriptions
sAfsvreat fqazer Code of conduct
FLFET qR TR & Ty Fees AR a3k =€t Satisfactory work environment

& conditions for staff
2R 3t waivicas & @Pia Communication of integrity
R 3= 7@« Human resource planning
3SR/ waivias affrwet Integrity training
PIgla W 4w &frw Job skills training
WToed o7 affrFe g3 wee 257 Leadership training & team building
Fee gR T e Fw a3k 7E® Staff performance & satisfaction
monitoring
T @Ik Aigfe Afe Recruitment & promotion policy
FFE qR FHORGEAT oPRET @R A= Staff supervision & inspection



FAFO] I FAGMT WO Ao
Low staff competence

TR ST RFA

FRTBIER AfF AR o

Lack of training relevant for workplace

TR S0 REA

SRR RGBS

Non-transparent recruitment and promotion

TR ST RFA



siefz@ 3 Job descriptions
R 3= “f7Fs« Human resource planning
3R/ waibias affrwet Integrity training
Fee 4R T e Fw a3k 7E® Staff performance & satisfaction
monitoring
T @R Atigfe N Recruitment & promotion policy
@ Awfeq TR g Procurement training
217 af*re Accounting training

si3faw 76 Job descriptions
R 3= “f7Fs« Human resource planning
3R/ waibias affreet Integrity training
PIgla W 4w &frw Job skills training
WTeed o7 affrFe g3 wee 25 Leadership training & team building
@ Awfeq TR A Procurement training
ATBETE RIS T FACATES P &=F &f*rws BoD corporate governance training
217 af*re Accounting training

sAfavere @I 4ot 2oe BoD selection procedures
T @R Atigfe T Recruitment & promotion policy
ST @IE T TR emie @R of 7% F Whistleblower incentives & protection
$OI % i Fewwite #a Third-party oversight



SIPAIE SPCUTGE *SI|

Unsatisfying employment conditions

TR ST RFA

gt i

Non-transparent remuneration

TR TR REA



sefz@ 3 Job descriptions
T GR TR & Tey© FIeea Afea= @ =i Satisfactory work environment
& conditions for staff
T @R Atigfe T Recruitment & promotion policy
o oreiva Aife Salary policy
Wiy “Afasiet «fe Standard operating procedures

Ttes et Budget transparency
si3faw 769 Job descriptions
wrerefe TR M= Internal auditing
T @R Atigfe T Recruitment & promotion policy
o oreiva Aife Salary policy



AP U FAGIKMT SM2F-FI e fasiffa
Sl

Rules and regulations not known to staff

TR S0 RFA

Ao AT FISTIT

Unfavourable political framework

FloT I

fejede fasreifas i

Confusing regulatory framework

FloT I



e g Compliance management
FEAFR, TAGT QR i TernRe W wearer Cooperation with authorities,
the media & CSOs
2R 3t waivicas & @Pia Communication of integrity
355/ wmibiaw affrw Integrity training
ATBETE AITEH T FACAE P &=F &f*rws BoD corporate governance training

e g Compliance management
TrifEe ¥R (ore SR Citizen & consumer participation
TR @R @Sl Fwoag Service & customer charter
FEAFR, TAGT QR i ITernRe 1o Fearer Cooperation with authorities,
the media & CSOs
2R 3t waivicas & @i Communication of integrity
#fk T4t Lobbying

e g« Compliance management
@ Awfed fAaeecEs ey s w@#i9 Procurement regulation compliance
=tk ¥4 Lobbying



35T a7 waivicas =i g 7 st

Integrity regulations not enforced

Floa I

T NS SR TS FACR 1 ©OICAF & *1SF oI
Lack of sanctions for non-performing WASAs

FloT I




7ife wae ife Anti-corruption policy
e g=a Compliance management
TrifFe ¥R (ore SR Citizen & consumer participation
2R 3t waivicas & @Pia Communication of integrity
TfeafRge TR &y =fcary w5 Sanctions catalogue for unethical behaviour

e g Compliance management
TrifEe ¥R (ore SR Citizen & consumer participation
FEAFR, TAGT QR i TernRe 1o Fearer Cooperation with authorities,
the media & CSOs
TfeafRge TR &=y =y e Sanctions catalogue for unethical behaviour




