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Current challenges

High NRW
Low collection efficiency
Lack of human resources

etc.

Future challenges

Water security
Expand services

Aging infrastructure
etc.

Ignite transformation in water and 
sanitation facilities



Example challenge: Achieve 24x7 supply to customers
Sample intervention: Ensure adequate and proactive maintenance
Action plan: Aligned actions in the 5 operation areas

Commercial Operations

Calibrate customer meters to 
measure flow and pressure

Technical Operations

Periodic maintenance of the 
distribution network

Financial Management

Allocate budget sufficient 
for maintenance activities

HR Management

Train staff to meet 
maintenance needs

Organization & Strategy

Establish guidelines or 
manuals on maintenance

Other improvements (non-infrastructure):
Innovation: Use computer system for asset registry
Inclusion: Extend services to marginalized communities
Customer orientation: Seek customer feedback to improve services
Resilience: Keep maintenance records on a digital back-up



Essential Processes 
to ensure efficiency 

and continuity

Future Readiness 
Staying one step ahead in a 
rapid paced environment

Empowering utilities…



Green 
Management

Energy Efficiency

Gender Balance

Commercial Management
Technical Operations
Human Resources
Planning & Strategy
Financial Management

Innovation
Inclusion
Market Orientation
Resilience

…through the Utility of the Future



Growing, learning, improving



UoF Key Steps



Analyze the Past



Analyze the Past



Analyze the Past
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Challenge the Present
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Cost/Difficulty

Short
Term

Challenge the Present

 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



 Review, update and/or change the 
elements of the strategic framework

 Develop high-level strategic program 
per element

Imagine the Future



Implementation Plan

Utility assessment

100-day action plan

5-year strategic plan

Implementation 100-day plan
15 weeks

5 yearsImplementation 5-year plan

1 week

2-4 weeks *

Online Support

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

Implementation:  Ignition Week



Utility of the Future

www.worldbank.org/uof
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