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

UTILITY OVERVIEW Communications: To
Compare your performance with other UTILITY O p po rt u n iti es h e I p t ra n S I ate D ata i nto

utilities’ reported values. The positions are )

shown according to their distance to the Compania APA Brasov SA B h : C h

highest and the lowest reported values of e aVI O r a n ge
each indicator. You can filter the selection

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

MANAGEMENT
PRACTICES OVERVIEW

Compare your performance with other
utilities based on your selection of
indicator based on absolute reported
values.

This chart summarizes where you stand in
each management practices when
compared to the distribution of all other
utilities.

LEGEND

: This is your selection

\_

| COUNTRY
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See definitions ° Download data

Practice

Culture Change Communications: To
help build a strong

Data Culture internally

/ Communications: To help
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Just to clarify: What is a “Management Practice”

COM1: Customer Relationship & Engagement Strategy

1. How do customers contact the Utility about
service complaints and other iquiries? Please

select one answer.

WORLD BANKGROUP

Water

1 Don’t Know
[1 Refuse to Answer

customers about complaints or inquiries

1

[] There are no channels to communicate with

[] There are very few channels to communicate
1 i - i - Lt

COM4: Meter Reading

4. How 1s meter data transmitted to the
commercial or billing system? Please select one
answer.

Definitions:

1. Manual transmission refers to a technician who
notes on paper customers’ consumption from the
meler.

2. Remote transmission refers to a technician who
inputs meter data into a mobile device that can
digitally transmit meter data to the billing system.

[1 Don’t Know

[ Refuse to Answer

[] Meter data 1s not used for billing and
commercial purposes

[J Technicians visit meters in-person and
manually record the meter data. The data 1s then
manually entered into the billing system.

[] Technicians visit meters in-person to digitally
record meter data. The data 1s manually uploaded
to the billing system by the technician.

[] Technicians visit meters in-person to digitally
record meter data. The data 1s automatically
uploaded to the billing system via the data
collection device.

[] Meter data 1s transmitted automatically and
remotely to the billing system without the need
for staff to visit meters m-person.
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NewlIBNET “Basics”: Three main ways to interact...

THE INTERNATIONAL BENCHMARKING NETWORK FOR

WAIER

& SANITATION

www.newIBNET.org

TILITIES

and contribute to the world's largest databas
for water and sanitation utilities performance data

Data Entry L [ LGN TR \W. “-

PO rta I Sharé Data e Connect & Learn Com mun ity
Dashboards Platform

( Intelligent Utilities




IBNET “Basics”: An Online Platform, Services, and a Partnerships

f Intelligent Utilities

NEW IBNET

Data Entry

2.1. Drinking Water Covera qe

Utility Performance

Data services (someinV2)

FOR REGULATORS FOR UTILITIES

@ Data quality ‘;é:' One point
A of truth
& Country =" Match Point
il | Reports o
Pages for Point to

| )
ﬁ Regulators W Improve

Cross linkages with World

Bank operations (Projects

aiming at WSS providers

Share Data

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

( Intelligent Utilities
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IBNET “Basics”

= Water
Operations

* Drinking water
coverage (%)

« Continuity
(hr/day)

* % customers
24/7 supply

- NRW (I/Conn./hr

or %)

: 15 Key Performance Indicators

Sanitation commercial @:‘& Financial Human
Operations Qperations Smanagment (f;) Resources
» Sanitation * Collection rate « Operational « Number of
coverage (%) . % of Metered cost coverage employees per
» Continuity connections (%) 1000 _
(hr/day) . (includes Info connections
e . SEWlCE. on Energy . p ¢ :
« Wastewater complaints Cost ercentage o
st femal
Collected and resolved Ss
Treated (%) - Drinking water employees
quality
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IBNET “Basics”: 27 Management Practices

@ Commercial
=

) & Customer
i Relations

7 : P __ 3 Organization
Qg);) Operations Qt Financial {g &gStrategy

Meter Reading Asset Management Qpera’glcinei]I cost reco;l/ery Balance and timing of targets
Payment Methods Infrastructure Maintenance ]I:manua planning an Performance tracking
Communications channels Non-revenue water et

WORLD BANKGROUP
Water

. and Review
Infrastructure life cycle

1 Human > Climate Inteorit
~” Resources > Change . ntegrity

Attracting and managing

Talent Water Savings Transparency
Pa €n . g . Water Sources Conservation Disclosure

romotlpn and retention Green Infrastructure Procurement Protocols
mechanisms
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So what about Communications Professionals?
- Helping to build Opportunities for change

UTILITY OVERVIEW

UTILITY

Percentage of customers with 2417 supply (%) L]
Percentage of female employees (%) L& ]
Include Outlier(s) I Percentage of metered contections (%)
Sanitation coverage (%) . ]
Sewer blockages (nr/100 km of sewers/year) (@HEL 1D
Wastewater collected and treated (%)
O see otinitions

Opportunities

* Insights: From understanding own
performance gaps
-> Opportunity to fix the gaps?
* Insights: From understanding
differences in management practices
-> Opportunity to change practices?

PRACTICES OVERVIEW

Knowledge

and skills

AN

) /Research on Behavior Change is clear...

~ Capability + Opportunity +

that lie outside the

All the factors Conscious goals and These factors
decision-making interact to
individual that prompt as well as habits and produce
emotional responses behaviour

the behaviour or

make it possible /

Communications
Teams

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

e Offer support to leadership to help
build motivation for change

* Engage internal and external
stakeholders in change processes.

— :
— Behaviour

COUNTRY

Compare your performance with other ) )
mpare your p ) Bosnia and Herzegovina
utilities based on your selection of
indicator based on absolute reported
values.

1 2 3 <4
This chart summarizes where you stand in
each management practices when
compared to the distribution of all other
utilities.
LEGEND

FEW

‘[ Distribution of oif utilities on the scole

\ \ o See definitions ° Download data

Water
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So what about Communications Professionals?
- Helping to build a strong Data Culture internally

Data Data use
literacy mindset

UTILITY OVERVIEW

Culture Change needed!

* Data Entry: Requires regular work,

some attention, input activities A Data in

* Self Assessments: Requires attention
and (small) time commitment
* It’s a Job for everyone: Culture

change?!

N

N

Climate Change

IIIIIIIII .

LEGEN

Financial

MANY
4
D e
\ . o See definitions ° Download data

WORLD BANKGROUP
Water

decisions

Communications Teams

* Familiarize yourself with all data entry points
and the process for data entry and self

assessment.

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

e Use Data yourself: In your communications!

c Intelligent Utilities
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So what about Communications Professionals?
- Spotting & addressing Risks from new Transparency

.with external stakeholders
— municipality, politicians,

UTILITY OVERVIEW
customers...

Compare your performance with other UTILITY
utilities’ reported values. The positions are
shown according to their distance to the

e e * Information about performance easily accessible

each indicator, You can fite the selection * Comparisons with other (groups of) utilities may

e suggest issues that cannot be understood without
understanding context

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

Compania APA Brasov SA

LEGEND ,
Collection rate (%)

. : This is your selection

Continuity of supply (hr/day)
: this is where most of the utilities are for I
this indicator

0 : Next Chart: Indicator view (detailed) Drinking water quality (%)

[(aa——————
Drinking water coverage (%) —
G
e )

Non Revenue Water (%)

| WANT TO FILTER BY:
e Non Revenue Water (1/Conn./hr)

CommunicationsTeams

COUNTRY

Nr. of employees per 1000 connections (Nr)

Al
Operation cost coverage (%)

Familiarize yourself with every piece of data and

with the “narrative” that IBNET comparisons tell

* Mobilize stakeholders in Government, Municipalit
and NGOs pro-actively, explain and engage

* Build constructive relationships around data and

#ity to monitor progress

....address customer

Use Data concerns, address
WORLD BANK GROUP Visualization stakeholder concerns

Water

YEAR Percentage of customers with 24/7 supply (%)

2022 i Percentage of female employees (%)

Percentage of metered connections (%)

Include Outlier(s) @lB

Sanitation coverage (%)

Sewer blockages (nr./100 km of sewers/year) B LI | I d t r U St t h rO U g h
Wastewater collected and treated (%) t r a n S p a re n Cy

o See definitions




Finally: Particularly interesting for you as
Communications Professionals - “Community of
Pra Ctic e" 2X) WORLD BANKGROUP G Communities ~  Explore ~ Q signup Login Bf) Select your language ~

This site provide a platform for the

Bank, its Partners and Clients to
engage in dialogue and knowledge
exchange in pursuit of a water secure

world for all.
s 4

WOI'|d Bank Water Communities Many of the Communities featured on

this platform are by invitation only

and/or are for specific audiences.

Publicly available content and events
) WORLD BANKGROUP  oyr Communities ~ Explore = - o p @] Select your language ~ . y. )
will be visible below.

Water Cornmunities

Say something to the group

Joined = ©

Invite -+ + Add i +Add id WORLD BANK YOUTH
mages video INNOVATION CHALLENGE

See group information & Group members « A‘TFD Qn' ”T'ﬂ"!Q FOQ A h”:‘ﬂ’

Newest Members
in the group

WB Water Communities from World Bank Group created a topic in Newl|BNet
@ Remedon Musa ¥ () 1 month ago

Water supply and distribution
directorate director @ Dire Dawa
water supply and sewerage
authority

EVENT RECORDING

Webinar d'information en frangais : 2024 Data

Vitumbiko Mkandawire # Pioneers in Water Utilities Learning at Toronto

‘ Acting Executive Director @ Water
Services Association of Malawi

24 Apr 2024 - WB Water Communities «

8 Coup w0 WO Read more

All members

I g Ana Badhofer from World Bank Group created a topic in NewlBNet

1 meonth ago

WORLD BANK GROUP c Intelligent Utilities

Water NEW IBNET
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Key Messages for Communications Professionals

@ WORLD BANK GROUP
Water

And: DO JOIN the NewIBNET

Community of Practice...

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

EEEEEEE



Scan for info!

Deadline to win a travel and
conference package to the
WA World Water Congress in

‘WO&tQI June 7th, 2024 _, Or contact
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Let's work together!
badhofer@iawd.at | abadhofer@worldbank.org

UBP Platform NewIBNET Registration

NNNNNNNN


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) t’e IWA World Water Congress g(mbltmn
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And comparing Tariffs can only lead to service improvement
with the help of active communication

TARIFFS AT A GLANCE

Compare tariffs for water based on your
selection of region, country, income group,
or utility. Compare tariffs for water based on
your selection of region, country, income

group, or utility.

LEGEND

: This is your selection
. : Country / Region Utilities
: All Utilities

| WANT TO HIGHLIGHT BY ...

Region

All v
Country

All v

Income Group

All NV
CLEAR FILTER Reset

SEE/HIDE ALL UTILITIES .

UTILITY
All

UsSD 500

400

300

200

100

Ko See definitions ° Download data

You can check out https://tariffs.ib-net.org/ for more detailed information on Utility Tariffs data/

WORLD BANKGROUP
Water
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