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The role of Communications Professionals



Performance Benchmarking can only lead to service 
improvement with the help of active communication

newibnet.org -> "Use Data"
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Communications: To help 
address Risks that may 

come with Transparency 

Communications: To 
help build a strong 

Data Culture internally 

Communications: To 
help translate Data into 

Behavior Change
Opportunities

Culture Change

Risks
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Communications: To help 
address Risks that may 

come with Transparency 

Communications: To 
help build a strong 

Data Culture internally 

Communications: To 
help translate Data into 

Behavior Change
Opportunities

Culture Change

Risks

Also comparing Management Practices can only lead to service 
improvement with the help of active communication

NewIBNETManage
ment Practices not
as visible by Utility
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Just to clarify: What is a “Management Practice”
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NewIBNET “Basics”: Three main ways to interact…

Data Entry 
Portal

Dashboards

Community 
Platform

www.newIBNET.org
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IBNET “Basics”: An Online Platform, Services, and a Partnerships

1. A Service for Utilities: Dashboards for 

easy-to-check insights and comparisons 

(“Data Services”)

2. Less is more: Only 15 Key Performance 

Indicators

3. Management matters: Self-Assessment 

on 27 Management Dimensions

4. Tariffs: Globally and regularly updated

5. Peer2Peer Learning: The NewIBNET 

Community and Partnership

6. Utilities are in charge: Self-directed 

Data Entry – not a “survey” activity

FOR UTILITIES

One point 

of truth

Point to 

Improve

Match Point

FOR REGULATORS

Data quality 

check

Country 

Reports

Pages for 

Regulators

Data services (some in V2)

Cross linkages with World 
Bank operations (Projects 
aiming at WSS providers)

Join Communities of Practice
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IBNET “Basics”: 15 Key Performance Indicators
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Financial
Commercial 
& Customer 

Relations 

Meter Reading
Payment Methods
Communications channels

Operations

Asset Management
Infrastructure Maintenance
Non-revenue water

Operational cost recovery
Financial planning and 
forecast
Infrastructure life cycle

Organization 
& Strategy

Balance and timing of targets
Performance tracking 
and Review

Human 
Resources

Attracting and managing 
Talent
Promotion and retention
mechanisms

Climate 
Change

Water Savings
Water Sources Conservation
Green Infrastructure

Integrity

Transparency
Disclosure
Procurement Protocols

IBNET “Basics”: 27 Management Practices



So what about Communications Professionals?
→ Helping to build Opportunities for change
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• Insights: From understanding own
performance gaps

-> Opportunity to fix the gaps?
• Insights:  From understanding 

differences in management practices
-> Opportunity to change practices?

Opportunities

• Familiarize yourself with all data 
and the “narrative” it tells. 

• Offer support to leadership to help 
build motivation for change

• Engage internal and external 
stakeholders in change processes.

Communications 
Teams

Research on Behavior Change is clear…



So what about Communications Professionals?
→ Helping to build a strong Data Culture internally
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• Data Entry: Requires regular work, 
some attention, input activities

• Self Assessments: Requires attention 
and (small) time commitment

• It’s a Job for everyone:  Culture 
change?!

Culture Change needed!

• Familiarize yourself with all data entry points 
and the process for data entry and self 
assessment. 

• Offer support to leadership to help build data 
culture in the organization.

• Use Data yourself: In your communications!

Communications Teams

Data use 
mindset

Data 
literacy

Data in 
decisions



So what about Communications Professionals?
→ Spotting & addressing Risks from new Transparency
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• Information about performance easily accessible
• Comparisons with other (groups of) utilities may

suggest issues that cannot be understood without
understanding context

• Absolute levels of performance sometimes less
impressive than developments over time

Risks

• Familiarize yourself with every piece of data and 
with the ”narrative” that IBNET comparisons tell

• Mobilize stakeholders in Government, Municipality
and NGOs pro-actively, explain and engage

• Build constructive relationships around data and
the ability to monitor progress

CommunicationsTeams

..with external stakeholders 
– municipality, politicians, 

customers…

….address customer 
concerns, address 

stakeholder concerns

Build trust through 
transparency

Use Data 
Visualization
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Finally: Particularly interesting for you as
Communications Professionals → “Community of 
Practice”



Key Messages for Communications Professionals
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• You: Are critical for the success of 
benchmarking to lead to 
improvements in your utility

• You: Need to be proactive in 
understanding and using data

• You: will be able to build dialogue 
better with data

• You: Want to become Data 
Advocates

And: DO JOIN the NewIBNET 
Community of Practice…



Deadline to win a travel and 

conference package to the 

IWA World Water Congress in 

Toronto: June 7th, 2024

Scan for info!

Or contact 
badhofer@iawd.at



Let’s work together!
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badhofer@iawd.at | abadhofer@worldbank.org 

UBP Platform NewIBNET Registration

mailto:Badhofer@iawd.at
mailto:abadhofer@worldbank.org


Water and Sanitation Utilities & 

Associations around the world: 
Get a chance to receive a full conference package (including travel 
and accommodation) to the IWA World Water Congress & Exhibition 
in Toronto, Canada.

August 11th – 15th 2024

ibnet@worldbank.org
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Annex
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And comparing Tariffs can only lead to service improvement 
with the help of active communication
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