Margraf Publishers

The Water Impact Guidebook 600
Capacity Development to Enhance Commercial and Technical é/

Management in Water and Wastewater Utilities

Nancy Barnes, Ernst Doring, Thomas Petermann et al. ‘

on behalf of
4

Z Deutsche Gesellschaft Federal Ministry
g I fir Internationale B M Z ﬁ% for Economic Cooperation

Zusammenarbeit (GIZ) GmbH and Development



The «Water Impact Guide is available...

»» as a Printed Edition:
> 766 pages | 17x24cm | Full Color | Softcover, USS 70.00, €uro 55.00
(additional national taxes may arise)

» as an eBook:
> Available for PC, Mac, iPad and Amazon Kindle Reader. USS 30.00, €uro 23.00

» The hardcopy can be ordered here:

> DWA (German Association for Water, Wastewater and Waste) Online bookstore - http://www.dwa.de/
> Your local bookstore: Quote ISBN 978-3-8236-1649-8

> The AMAZON bookstore

> Margraf Publishers - order@margraf-publishers or http://shop.margraf-publishers.com

> Further information and Online bookstore - http://www.water-impact-guidebook.net

» The eBook can be ordered here:

> PC/MAC Version (iPad and Tablet compatible): http://www.water-impact-guidebook.net

> iPad and iPhoneVersion: Apple iBook Store (direct link available at www.water-impact-guidebook.net)
> Kindle: http://www.amazon.com/Kindle-eBooks/

> Further information: http://www.water-impact-guidebook.net

Bibliographic Information

» Barnes, N., Doring, E. and Petermann, T. et al. (eds.).
» The Water Impact Guidebook. Capacity Development to Enhance Commercial and Technical Management in
» Water and Wastewater Utilities. GIZ 2012, Germany, ISBN: 978-3-8236-1649-8

» Edited by and published on behalf of:
> Deutsche Gesellschaft fur Internationale Zusammenarbeit (G1Z) GmbH
» Registered offices:

Friedrich-Ebert-Allee 40 Dag-Hammarskjold-Weg 1-5
53113 Bonn, Germany 65760 Eschborn, Germany

T +49 228 44 60-0 T +49 61 96 79-0

F +49 228 44 60-17 66 F+49 61 96 79-11 15

E info@giz.de I: www.giz.de

» Responsible:
> Thomas Petermann, GIZ MENA WANT Programme, Eschborn
> Ernst Doring, GIZ Water and Wastewater Management Programme, Egypt

» Copyright: © 2012 Deutsche Gesellschaft fiir Internationale Zusammenarbeit (GIZ) GmbH

Contents of this publication may be quoted for educational or other non-commercial purposes with due credit to the publish-
er and authors, but may not be reproduced or translated in full or in part without written permission from one of the copyright
holders.

Eschborn and Cairo, December 2012

Margraf Publishers



Welcome

This booklet will help you to decide whether the «Water Impact Guide-
book» can be helpful for you and your work.

Do you think that capacity development can help you and your organiza-
tion do a better job? Then you will certainly find ideas that will be useful.
You will also find ways to learn more.

If you are curious about how your water sector operates, you may want to
read the chapters in the Enabling Environment module. There you will
find chapters on governance, water integrity, water sector framework, sec-
tor management and regulation.

Maybe your organization struggles every day and there is a lack of coopera-
tion and management efficiency. Maybe things are always difficult and peo-
ple are just not getting the work done that you need them to do. If this is the
case, you may find good ideas in the Organization Development module.

Perhaps you work with good, decent people but they do not know how to
behave and work effectively. They try hard, but they do not succeed. The
Human Behavior module offers ideas for good behavior — from Doing
a Good Job to Team Building to Meeting Participation and Leadership.

Perhaps you are curious about how things are done elsewhere or about
commonly accepted good practices. You may wonder what it takes to have
a good Human Resources Department or how to control Non-Revenue
Water. The Good Practices module offers chapters covering a number of
management and technical topics.

The next page will present you the full overview in the Table of Content.
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The Cycle of Urban Water Supply and Wastewater Treatment: From the source to the water production...



..and to the consumer. From the customer to wastewater treatment ...and back to the river.
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Introduction to .

“A journey of a thousand miles
begins with a single step”!"

|. HUMAN POTENTIAL

This Guidebook is written by people in the Africa and
Middle East North Africa (MENA) regions — for peo-

ple in these regions and elsewhere in the water sector.

Our intent is to unlock the potential of people and or-
ganizations — our definition of Capacity Development.

|l. WELCOME TO THE JOURNEY

Every day — all over the world — people ask themselves
what it takes for organizations to consistently and ef-
fectively provide goods and services to their custom-
ers. This is especially true when it comes to organiza-
tions that provide water services.

Three things are for sure:

—

Every person on this planet needs water every day
and each of us gets it in some way — although it is
casier for some than it is for others.

>

Quality water is essential for public health and the
health of the environment. In some places, water
quality is better than in other places. Poor quality
water that makes people sick, or harms the environ-
ment prevents people — and countries — from pros-
pering.

The challenge of providing reliable water services

bl

grows every day as more and more people join us on
this planet.

How shall we meet these challenges and face these re-
alities? There are so many answers — financial, tech-
nical, managerial, political and social. It is probably
fair to say that we have often depended too heavily on
technical solutions and infrastructure. We are starting
to understand that this is not enough. No one solu-
tion will make everything work well.

The ways in which we manage water sectors or water
utilities are a part of the solution — and the skills and
motivation of people can make the difference between
success and failure.

This IMPACT Guidebook is a contribution to the
body of knowledge of how to establish, improve and
maintain effective organizations — especially those in
the water sector.

In a lot of places, people have what they need to do a
good job but nothing changes. Why? Perhaps they do
not know how to proceed. But this is a barrier than
can be overcome with a little initiative and the belief
that you can do it. And then, all you have to do is to
“start the journey”.

Additional Exercises & Resources

A lot of chapters in the Guidebook refer to exercises and
resources. These files are available for free from the web-
site htep://www.water-impact-guidebook.net. This place
offers as well the e-Book versions of the Guidebook. In
the section «Continous Improvement», you'll find cor-
rections and amendments made after the publication of
the printed edition plus other additions, up-to-date case
studies and comments from other readers.

You are welcome to join us!
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[Il. THE STORY OF THE

IMPACT GUIDEBOOK

The story began in 1997 when GTZ" and Jerusalem
Water Undertaking (JWU) in the Palestinian Territories
started the organization development process. The time,
effort and enthusiasm that JWU employees applied are
unforgettable. Sometimes, we spent days working on one
topic, discussing until we all agreed. Sometimes there
was controversy but it usually led to a better result.

With GTZ support, we compiled our ideas and examples
into Jerusalem Water Undertaking: A Challenging Experi-
ence in Organization Development — A Guidebook which
GTZ and JWU published in 2003. Since then, the
Guidebook has been intensively used in Palestine, neigh-
boring countries, Sub-Saharan Africa and Latin America
(Spanish version available) to assist policy makers in the
process of water sector reform and to guide senior staff in
the process of commercialization of water utilities.

In 2009, some chapters of the Guidebook were trans-
formed into the new e-learning format. The two GIZ
human capacity development programs “MENA
WANT”? and “WAVE” offered “basic” and “advanced”
e-courses on organizational development in water and
wastewater utilities to senior and mid-management staff
of water utilities, regulators and other water sector actors.

Since the original guidebook was published in 2003,
thinking has evolved about how to build and sustain
strong organizations. Capacity Development is now the
term used to describe what it takes to do this. More and
more, people are coming to believe that Capacity Devel-
opment is an important part of improving organizations
and water sector performance.

GIZ decided in 2010, to update and amend the original
guidebook accordingly. The new guidebook was renamed
to become “The Water Impact Guidebook” to illustrate
that we want to achieve an IMPACT through capacity
development in the water sector.

Amongst other updates, the chapters on legal, political,
institutional and policy framework in which water and
wastewater utilities provide their services to people were
substantially amended, and the chapters on good prac-

tices in technical and commercial management of utili-
ties were considerably enlarged. At the same time, the
authorship became more international with water spe-
cialists and trainers across the Near East, Maghreb and
eastern and southern Africa, and international water ex-
perts who assisted in the peer review. This process creates
ownership, fosters commitment and is an act of enable-
ment - or capacity development - on its own with imme-
diate benefits to all trainers, resource persons and eventu-
ally the participants of ongoing GIZ training activities in
the water sector.

IV. WHAT IS CAPACITY DEVELOPMENT?

To us, it is all about UNLOCKING HUMAN AND

ORGANIZATIONAL POTENTIAL by:

*  Creating an enabling environment

*  Giving people compelling reasons to act and

*  Supporting them with the knowledge, skills, tools
and resources they need to succeed

Looked at from this viewpoint, Capacity Development
includes:

A. Enabling Environment at the sector level

B. Organization Development

C. Effective Human Behavior and

D. Good Practices

This viewpoint underlies this IMPACT Guidebook,

building on the organization development and contin-
uous improvement ideas in the original guidebook.

V. DOES THIS GUIDEBOOK

APPLY TO YOU?

You may be the Minister of Water or Chairman of the
Board. You may be a Chief Executive Officer or a De-
partment Manager. You may be an aspiring entry-lev-
el manager.

You may head up a volunteer organization or a com-
mercial enterprise. You may be a utility manager or a
newly appointed official. You may work for a donor

agency, a government agency or a consulting firm.
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If you want to do a better job, you can find ideas in this
Guidebook to do that. We know this to be true — ever
since the original guidebook was published many of us
have used it as a reference and a source of examples.

Abbas and the 300

One day, Abbas found Nancy, the original author of
the JWU Guidebook in a conference center in Dar es
Salaam. He told her about how he found himself in

a new position. On the first day, 300 people came to
him to ask what they were supposed to do. Abbas
used the Guidebook to organize these 300 people and
delegate to managers who reported to him. Abbas
used the Guidebook exactly as we all originally
hoped it would be used. It was a special moment.

Arthur in Bangladesh

Arthur was a consultant for Asian Development Bank.
He was employed to propose a new organization for
a new water utility in Khulna, Bangladesh. Referring
to the guidebook he was able to propose some op-
tions for organizational development and manage-
ment. After discussion, stakeholders chose to imple-
ment one of these options.

Jackson in Babati, Tanzania

Jackson discovered the Guidebook on the desk of a
utility manager and bought it from him at his own
expense. He then applied the book to build up the
new water and sanitation authority in Babati, which
is now well established and running.

VI. SPECIAL CONSIDERATIONS

This Guidebook is written using water organization
examples. However, many of the basic concepts in
each chapter apply in any organization.

This Guidebook is not a scholarly attempt. It is in-
tended as an introduction to the topics, giving sugges-

> Introduction to Impact

tions for learning more. There are entire books devot-
ed to some of the topics in this Guidebook.

We have tried very hard to put together a guidebook
that many people will find useful. We have put our
hearts and our minds into this effort.

You may not always agree with us. The examples may
not be perfect for you. The ideas and examples are
here for you to consider, modify and use, as you wish.
There is no one solution that will fit every problem in
every location.

This Guidebook does not provide solutions for all of
the challenges you may encounter to enhance com-
mercial and technical management practices in water
and wastewater utilities and it does not promote blue-
print solutions. This Guidebook does offer a way to
look beyond your workplace to improve your knowl-
edge and skills and find ways to improve.

VIl. PLEASE NOTE

Our apologies to the ladies: for the sake of crisp and
clear language in this guidebook, we have used the
male gender. We recognize the contributions that
women make to organizations every day. We know
that there are many competent women managers all
around the world and we salute you!
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