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W& 255E Lic, RIZEEEICx L, S E DS 2002 FEI2URIE L2 PR AIZ L - T, oo LRl
M2 BT 2 _E/KIE O REELK R D T « JEIR DO LEVENHER Z 7= 0 L [FIRFIZ, AKEREHE D 5K
HEEHED IR B STV WRE S MR Sz (I EERR D O IS BIN Z 1T > T %), 2006
8 HF CTAREFEAE - TW/KBIRF (DWD) @ 2003 £ OIS EiFIEL, £ 1.0 M ORTHRE
O T700 FH, ZH1L1MEM) SHETEINTEY 22 MU BN =R 7%55 &0 ) HERRE
EARLTH o7z, SHITIE, HERFEEE TR HO 1% R0 & BE IRV 2 MRSz (B
AROKBEFER FEEETH) OEREERTE BT 12%), LR -> T, KEREOBINEZTTV, D
2 bz X5 2 LB, BEEEH NFERMOTHETH D L ORED THFHERIC - TRrEhi, 20
EEZT, VU OVBURIT 2004 4F 9 HITAEARZERIC X D KERE OREREE 72D EICARE
W Hh7ey s NoOBHEFEZIT-o 1=,

Z O, VoY L ORTHEARFEIIT, DWD (2 & - TEHTFEE TITh TWIZJEiEN b 2006 4
8 HICAHAL ENT=W o DLk A (ZAWA) ICBE STz, ZAUTFE, KERHSEIN S 2T 2
DOFESLIZ T THIE(L S ED SN TNWDER, 2 E TS ERFERED D DKIEEHE N O EfE A 22 72
D, RV — B A E R ASOMMSE OB, BN EER FB IR O K OVERIZ X DHKFHED
R O L, RO EEOBERR S OFEIZEE LT\ 5,

[ ] [E)D O B OHEEE A 521, JICA IE 2007 4E 2 A IS RiHA % 550 L. R4 9 HIZ RID &
AEL 2008 41 H LW AHE 17wy =7 NERME LT,

2.2 APz FOBE

A=ES/ AT S Y =T EY DV KRAHRE B E T e = 7 R

FE A P DLk AARE (Zanzibar Water Authority : ZAWA)

ELEZAEH  ZAWA OV — A B0 I B4 R

=y NI MHEZ IS« ZAWA IR SN TNWA T — R o A MO %

RID E4 A 2007 4~ 9 H 26 H

1 7131 F] 2008 4 1 H —2010 4£ 12 H (3 4ER)
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ERVAEE
ZAWA DOKIEF R E U COMNEE AT 72 BN &G S b

uv=7 FAE

BVt S P D i WO B INCE B IR S HESL S D
TV N7y b

1.

o b~ N

ZAWA BEEICANER¥ELE L TOEBRNEET D,

R AT LN - EE SN D,

ZAWA D% e TERE & & % T ISR 3D & BHBIR R DL T 5,
ZAWA FE B AVEREUN - S5 LRSS 2 B 15T 5,

BRI T HKIEEDE=2 U o TR 2T 5,
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B3E TJnvzxy FOEE

3-1 &A
PLFIZIR R B0 FRIL B o —WRe T, BARA & o DAl B NIRRT S V12526 S
nTW5b,

3-1-1 HAHODHEA
1) HMZFIRE
F 3LIRTERBY, 7oy b 1TERITIL 6 4 DOEMENIRE S 7=, 2008 4 11 A
IZATONIZBMTE =2 U o ZPEIZIB W T KBRS R & OB VR A TO RPN
IR Sz, SHIC, FELE 2 —TITONZCP OA v ¥ B a—lEIck N ThH, [y
B DB dn 2 B e W32 < BT, Z 0SS0 & JICA I THT - 72 P ZEIRE 2 E L.
2009 4 6 H X v Bk AGERIRE 2 4 03KE STV 5, AEMZEIRE OFERITIRME R 1
AIFFEM LA — h @ Annex 6 ZZ M 0 720,

%= 3-1 JCAEMRDIRESFLEFEAR (MM)

BB MM MM

1R (D 2 k. (GHE)
MIEEEr—E R 1 9.07 4.80
AR —E R 2 7.53 8.21
BRI 6.70 5.60
FEEHRARAL - TR3EE) 2 5.30 5.00
1 BARRAL - LIS 2 0.00 3.83
PR 4.00 2.00
AEREE — 2.00
SERCE S0 — 6.00

2) HLEEErt

H A O it 5 D SEAE I35 8,823,000 1 Th 5, E/efit k1T, BFEHICMLERY 7
YT AT 4 AfgR. GPS ETH D, HEHM U X N OFEITIRATE R 1 & RFH LR
— ROD Annex 7 &bV 720,

3) BiHEHE
AFEAMEE ST A AR OBIHSEBE © L TH 21,601,000 1723, 727 FOEBEDT-HIC
EH S, BHER T OFEMITRMAEE 1 &FEFHME LA — F D Annex 8 & &H 0 720>,

3-1-2 HUTNILEIOEA
1) Ay B —r3— b ORLE
ATVl FOEROTZDICEHE SN P llo NBEIX, ZAWA O EE 203k
TOHHE 1A THD, sFITRMER L AFRHMEL AR — hD Annex 9 228 H 0 720,

2) Mk - MiBhE B ORIk
TnYx s MEILELHEMFEOREE, SEEESEOIRME S, L, k&
I DRSFERECRH MR 2B BrlcenrT T2 b)) itabidsad, ey
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=7 PO T o~ A T ADOKENRESIND,

3)) m—F /L X NEH

TuYxl NSNS0 e — AL 3 A ML EMICEHE SN TE D AR
il 5 T 0 345,075,000 #Z =7 2 U > (%) 25,189,000 FIFH4%) MAM S, EAaK
HE HIX, CP O A, PRIGENE, BIKHEEE THL, Ty flile—Aax M
DFEAMIEATER 1 AR LA — k@ Annex 10 &/ H 0 7=,

32 EYEE

PDM Tt S V7 TEB) O FEREITIRTER 1 AFRFHI L AR — D Annex 11 D L B0 Th 5, THENIH
HRlOERS=RIL, BARAFMRICL 2 BCiHMEZ, fERN Y27 FOWREELOBERENLD
MERDICESOCTHERLIZLOTH D, FHHE S IVIEENXITIEFHEE D ICEBI TV D,

33 7orTy bOERKR
TU NSy b L
ZAWA FREICANEREE L TCOEBRNESET D,

7O Ry bR ZAWA OFHIE D R AERISEHEFROIRBEBUE ORES R L. TS <R
TRV v a v TOMEZB LT, AEEEBRE L L TOE#HEZSOL L2 AME LTINS,
Hf L B = —IRfa TlE, IStrategic Business Plan 2008-2013 ] Code of Ethics and Conduct] [Job
Descriptions] 753K 7E 41, ZAWA OATIE 255 L Lot I =G5t 4 EIffE STV 5, L
ML, CPEXRL LIz X b a—fETIE, ZhETOFEEIMNZ, EEDEEHEET S0
DEEL AT LOWFENRLETH LD Z LB RSN, ZOBELITEZ DL, 200946 H LD,
JCA T 24 DHMELBIIRIE L, EVRATRY AL b EKEEETE TORELIT I,

B EELL £ CO ZAWARRENHHIE Y a3 Ut 2 F—Iicsmnd %,

7 7 U 71 B ERIT . UN-Habitat, ™7 7> & D KEAFED 71 % 15T, ZAWA O I'Strategic Business Plan
2008-2013) MERL ENT-, ZOFHE TIXZAWA OEH, BVar, v varyRNHEEShTEREY,
ZAWA NEFET REFHIEIE L 2 OEIKA T STV D, FFHEICET 22—, vy
YA E RUANKFENSMENSM L, BESE RE S A 199 4 8B LT-,

% 32 i a vtz +—nEE
H ZhnE B A% PERCIR L

Apr. 2008 166 145 114% (EAR)

(All ZAWA staff excluding
Pump Operators, Laboratory,
Cleaners, Drivers, Security)

Oct. 2008 33

HET 7'a =7 NERNTEES & FHIER B 23 MRk

2 SERR 21 AR 5 H 0 JICAKSEL L — b &3S (TZS1=¥0.073)
S LU NAEREIL, U VX B ESRUARENBRLY Lo TS, ZAWA AT L SOy BIChIET B,
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BRI 1.2 £ TC0 ZAWA BEE NIRRT 2 F—I12sT %,

HA NHFHZE & ZAWA BB O a4 #: T Code of Ethics and Conduct] 2MERL Sz, ZOHIET
X, ZAWWADOEY s, Jvyvay, a7 - ANJa—%2B0nI L, ETOMENE D NERREH
ELXFLLTWD, FHUEIZET 2 I —I2iE, v 7oy K & XSS OEF 149 4 035300
L7z, B —BfE R ICHE, RIR, BIEESOHEBTEMTERVERENBY . BEMICEL TV
RV BHBIMTE R 72F Tk LTk, ZAWA NOEBI S5 %20 U CARB RO A Mm% 1T
S TW5,

& 3-3 BHRBEIF—DEHE
EED) ZINE R F RS BERCR L
Jul. 2008 116 145 80%
(All ZAWA staff excluding
Pump Operators,

Laboratory,Cleaners, Drivers,
Security)

Oct. 2008 33

Hpr 7'v =7 MERNZEED X FHIiF B 25 ERL

B B 13 ETOREPESIELRTET D,

AARANEMEZORRED G &, 2 TOHEDER TR % ¥ 3k L7= [Job Descriptions 2008 | 733 iE
Nz, ZOFEFHEIL, 2008 45 11 A ZER RS S, 2009 4F 3 A ITER Sz,

B R 14 e P =7 FERTIS, ZAWA OEFFHERES ICBEN ST 5 (k).

BHEBUN FERE 2B E 2. 2009 F LA DS FHEE RIS TR S AT 52 TETH D, K5
FHIXT A2 AT 4= EOKREE TH D, £72. ZAWA OFEF M A21T 5 72012,
Management Information System Report] OfERKZS H A NREHZ K 0 248 Sivfz, 2009 4= 4 HIZ#1T
JRMERR S AL, i< 5 H XV EAFRITT 2 2 LGRS TV D,

TNy b 2:
RE L AT LN - EE S5,

T RSy b 21%, KERE (AHke, KR, R 7 Rk, FEKET. KGKHE, KIE A — 2 5F)
RFEDT — 2 _X—ZDVER A G DBE B AT AOMEZ B E LTS, 2HTF—Z_X—2
X, R —ERAEBICVLERERE —TICEEE L TWD Z 0D, ZAWA ORI 72 ERET
WZCBWTIHRICEETH D, LNLAEBRL, MEHROWBINZEID AFLIERO BB RIEMRETH -
Tele O IEBOMEBIC~ A T ADREE 52 T\ D, FRHCKEREOFERERITIL, BET — X ~—
AZDIERIZEESNTITON D, T—Z MM D720, R FITEIR S TO B EFTBTEE LR WEED
r—ANEHHRE SN TND, 2O X DI, EMEREET —% OWEIT R0 TR ZFE & 72
S>TW5H,
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B ERE 21 fMAKEMREERN T — 2 RXR—RICATI SN D,

ZIVE TR OEHIL, 7 — X _N—A TR KiE ETEFEINTW e, A7 ry =7 M T,
ENODOBRFOERE T —F N— R ANTDEEELSRE LTV D, HIFTORKRE 6 412X Y GPS
F— ADFER S, BEFORKIKIEH DIEFRDOT —F X— 2 AJ] LT, GPS & W= Blikid =
fToThV, BIELZOEENMI L T D, HYIRBICL D &, BllFRO 7T — " v A M T
DFERRE (BIHFEBIERE & 7 — X AT OZRRDL) 13, AFHK#RIE 100%, BlKHLIE 90%., #A/KHEIE
80%. FEREIKEFEIL70%., KJRIL50%E LTEY, Frny=r MIBPNIC EERGKEEROT —
A X—=2{UITTE T T D HIAHRTH D,

B fEEE 22 EEEW 47 T (BRIMEFTHGKEES) BT — 2 X=X A &5,

W% OREL B, HEtRE v = e 71X &3 63,187 DRI THBMONES h, £ ToOffH
T —=HRX—=AZ AN STz, 2008 4 9 A OF RSB TIL, 07— ~_— 2% KT 60,000 LA
FOFERERREG SN, L LN D, FEREOEAMEICOKEEZ2Z T T AN SRS TR T
DL TR 2T AT SN TN WEENTEIET DA Dk~ 72T T — 38 X 7=, BIfE.
ZAWA T BT REDRIT L WAT LT, BEREALT T &2 b L ARBEHRIZES )
TT—HR—=2AOBEFZMRE L TIT> T\ 5D,

B IEIE 2.3 HHEAE U CHRE Y AT AOMERGIEEZES LTERES 304),

# 34 TRTEBY, BFH494 0 ZAWA BEEDNBZEE Y AT A (GERE « EIERIT. 55T
BOSEHEE, GISE) ICHET A IS —I2BIL., LERHEOmEAE S LT,

% 34 BEET—ER—RIZBBFL—=VFDEE

A £+ SE =4 BIES
Apr. 2008 15 IT, Credit Control, IT Officer 1, A% Z 0 5 5 A7 LEE Lo
Jun. 2008 Cashiers FH 4 OREICKLFTEE & 72 > 7=, Credit Control

X, T—F A - BHHCKHSRIBE & e o 72,
Cashier IZfEINEDOFRITRIAEZEHE L=,

May. 2008 5 | Human Resources Dep. | XR#H 1340 G-t OBIEFIRAZESF L2, AF
T =2 b ATIEI, ZAWA O~ K X v MM
DFAIZ D72 N > T2,

Jun-Aug.2008 10 Technical Dep. OJT DFEMIZI Y | 6 41 2 41 GIS DHRAE,
Sep-Dec. 2009 6 T2 ANEZRICEG L, o 4 4138
JEB0%RETH D, AHITZD 2408 M L—T
—ERVMMD A E T ISR DY AT RE,

Nov.2008 13 | Accounting and Finance | FEeRGt - MEBT — X B AT AT AT &R
Dep Too RMGEITIRMEFIRZEG L. 4% FHLE

DENRALBHIFFTE D,

AT ey NEE
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BB 24 BREH AT ADIERDPEHFHT IND,

PDM DOFFHE T 5 FHRILZ /R TRk SN TR WA, A X B a—{E R OER 2@ U T,
% T — Z ~_— R )MESE S 3L CLLK, Customer Care Officer & Credit Control Officer (Z J2 0 15 o> 5857
D EITHOINTWD Z L&A S 4L72, 2009 425 A 2> HFIT P ED [Management Information System
Report] Tl 3 H OF R LMABE IR D IFEROEHIEREMD L LOLTFETHDLZ L b,
SRBIIYUHUT — b o THET — A X—AOHEFRWAEE=X VL TTHZENARTH D,

T NS b 3:
ZAWA DO ETERE 2 B & % T2 I FHEN B D Z BHE KR BN T 5,

2008 4F- 8 A, [Water Regulations] ®—#Td 2 KEEHEMRITIR D BUEDK « EEEY - =R /L F —
EH+4 (BLF. MWCEL) KEIZ XV B4 SfL. ELEE, oo e iy CKERHB BN
SN Z L Lo Tc, 7T U M7y b 3 TIH BB ZBE T 2 L CHER BHESIRREDRE,
FEROIFLANEFRO M -, AR HE O/ LA 3B LT o, AdkeFIHE oM kicsy
TiX., ZAWA TITIEERAKIEOHEZIE L T 63, FIZIFFaE KO ZRVWKIEL H D Z &
b, AFv vzl FTIEETHIME T XE AR ZRET DIEENGRB L TS, LeR> T,
PDM TE® HAL TV 5 500 #Hffk & W o BEE S . BURICE o 72BUEICE R T2 HERE T TV D,
B, BETHERD LB, TRETOIEFRLEOHNZBE LT, 77 7y b 3 OXRBLHEIC
SOWTHRELEZITo 7,

B (31 YooYy MERT., BRI ZAWA O 10 4/ ORI S EHE O VERL & F T,

ZAWA L BIRETT ORI TIX, i OMERFE B 33 2 BUNRIBIE T S LD S 0D kMY
ISR R E & E?BT’\% LN B H D, TORBOL L. T 7 U HESEIT L UN
IMMN@E%T\UMA@A&10$W®W STRIN TN, ZOoTHicks L, Frosinet
T 60~65%F2E DR ZEMR S AUE, MEFFEHE (RERE ZR) OREIUIFTETH S &
LTW5b, ZOFRNEEBROINSCRIL A B F 2 THERFER S5 TETH H, firi 2008 4= 11 AT

i, WKIENE 2009 45 8 HICHEHMNTFESIN TN D

B R332 Yn = T, BHeERORE &,

ZHIVE T ZAWA [ O PEERB R -SCBURHERE 2 D O B KERHE UL L TR Y | TS OBE
OIS ZIT > TR o 1ol (KRBREHERIIRESI N TWihole, K7r v =
TliE, ZAWA O EFE Ok U T, KERHBEEREZER L. 2008 4 4 HIZHF2OKRE
=}, ['Water Regulations] ?DekET4e L L C MWCEL (22 &7z, = LT, [[A4E 8 HIZ MWCEL KX
FROBLZSZT, P2t TREMINAER SN DHED L o7z, ZAWA OFHIFHHTH %

[Strategic Business Plan] (X% &, T ORMEARRIT 2011 AFIZHEFT SN D Z LITR> TV D,

B FEE 3.3 JAMEENO E a1 & A
AEt 24 (485 o PR officer 78 PRIFENOBENE, TR, ¥B~== 7 /WIHEDH OJT 21 U T3
TRERAN « Ek A S Lz, £ 35, £ 36T EBY ., BHeHnvicdT 2RO ERM EA2 A
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E LIRS ENT, 7 v, U4, 773, AT v h—, GilE ERESSZE U TEBINT
W5, ERESIL. ZAWA TREIC L 2 BUEDORBACKRILCRHS BN EH BT 20 & Th 5 LRI
2 ERNSOER, EY, BSOS HELRoTVD, ZTRETAF 1AL 48 v =T %
KRELTBY, ZHUIT— R 2 MO = B 7 D 58%ICAH4S T 5,

# 3-5 PREAETHER -BAIN-FER

JCR B

Flyers 50,000

Stickers 15,000
Customer Service Charters 15,000

# 3-6 IEFTONITVYISI—T125 OEREEIE
EER) v b T DO
May. 2008
Jul. 2008
Jul. 2008
Jul. 2008
Jul. 2008
Jul. 2008
Jul. 2008
Jul. 2008
Jul. 2008
Jul. 2008
Oct 2009
At 48
(T—Ro A "D = &
7 D 58%ZAHY)
HET 7 v=s NEENCIES & Bl B 23Rk

N0 OOINMNOTA

P (e Z
Rlo|e|®|~Njo|ua|s|win e S

N

B B34 BEOZBWERDM

2008 4= 3 A, ZAWA I#EHR O /1 &2 5 CRKEFIHEMREL T L7z, ZOMEICLD &, BIE
DFEIIRINT T D F A O & BT IEF IR Z E AV L7z, K —E AT RE LTV D L&
ZT=DIZDOTN21% THY | KEICKH L TUEZ HITEN19% E 72> TS, LLRBE, 81%D
FIAFE L, & LIRSS S U, KERHEZ A ) BRIEH 2 LB 2 T 5, LLEDORE R
5. BRI EREZ B 2720121, AR OUEN B ORETH L Z LIFHATH D, LR, @
O ALE BT 2 fA X E S Tunauy,

B REE 3.5 ML S iAok S 7 v —7 0% (500 #Hik)

L E 2 —R AT, Dk V—7 (FF A7) OFMMCEEITEREIEICH 5. ZAWA IZ
BWTAHIKBEDOIEMHLRB PR SN TR olclcd, 7u P =7 MPEL 7T—N0 =X RO
b7 O ERT, KOHDL ALK EZRET DO ORELFEM LTz, £ORR, 7T— U<
A MHIRIT 1T 553 DAIAKRDBAEST 5 Z VL AT B YV 27 FTIRIEOP THHAEARRO R

bz T liE, BT OEMITHRDOZ L,
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W74 KR A SRR LT A T L AN CP L DA U CIRE S L, Z OMBMEEEIIC BN T
., 2 2=T AR EHETLZPOEE OS2 =7 ¢ B¥)E (Department of Community
Development®, LLF ‘DCD’) & DW T, A$/kie OHMERE FIR0 K D 2h R 22 I B3 B WHE 21T
IFMETH 5, 2009 45 H, ZAWA & DCD D TH A 2 7 O LIZFR D MOU 2358 I 417z,

TU RNy b 4
ZAWA Tt B 3 BRI - AL SRS 2 ST D,

TNy N4 OIFENL, AGERFSBUN, EEE, RIREREOEBITHER T 5 ZAWA IRE O
RERIbZ B E LTWD, BHEEBICET 23T, AT T &0 RRF U O 1 ChiRE
BoAT 2 2N RAICAT O 2 2 BMICE SN TWD, £7o, BET—EXICET 533, ZAWA 12
& o TH LWEBUHEB IR T DOAMEBRT D222 HNE LTS, 612, KEREH
Wv=a7/n] & EHLE~ =27 V) BERRS L, ZAWA BRE DO AMERRICTEH S Tn 5,
Fo, RIEHBTBNTITOIL TN DT — 2y KEATEE DA ALTRIL, ZAWA T B O HERO L
L H R EB~DOHEISIZB N THE TH T,

SRR 41 BRI BI Y DRI MR & s (304,

2008 47 8 A \KEEIG IR~ = = T AAERR S L, ZhICHESE, 43334 (41 oeLTF
VB MBI IOV THHER R T, KOAT v T L LT, RTOEALT T V¥
Vb AT 4 (CHBE) T b— 3 KA 2 il & L CHE BRI EBIC T 5 00T 2 EhE L7,
BHEDFHEITER 3T D EBY ThDH, BUEITBBN FTHER VT T & v NI Licied, i
BN D I ABEMTA LAY IR EORMEZIT> T\, T OB, ZAWA OFEHREIC
L B R ERATNC BT 2 W E AL TFON TS,

& 37 HEXRBICET HIMOER

H A+ D HiZ ERCRDL
Aug. 2008 33 Bill Atttendants 30 110%
Nov. 2008 17 Bill Atttendants 30 57%

AT e Y= NEBNIHES &L B ARk

B fEIE 42 K — B ACBT S AR R & EEE A (30 44),

R —EA~Y=a T LO—E L L CHEFLE~ = 2 T VR IER SNz, 2D~ =2 7 Uil
HSE, AARANEME, TLA—T v KABE, ITavhrZr Mok —27 v a v 70T R
FhE ST, EWIHEAFLERIL, ZAWA IZE S TH LWEEO—STH L0, F L a2 —RER Tk
A SN TRRE OM CTHYEE D AMICER SN BV  AFESO R L L TOERIRME20H
L2 LR INT, £ 3BITHE Y — AT HIMOER LR L TW\WD, PDM D HEETH

SHRAIRILO BV = e T LT, R OB EN 5% 2B 5V = e T 2T,

® Ministry of Labor, Youth, Women and Children & —B /5,

TEATTFUE Y T, UUHOEENSME 2 FEED TEETAZ TV, REHORBETREN S TE A0
MBI TOMBICRSIN, BRELTEAT T U Z Y FOEBNRTE D 17T AWBFE-T-,

3-7



530 4IITEL T RN OO, EEROEFUEREBR ICVLIERIEE 231 L TW\WD 2 ERHER SN

77
& 3-8 BEY—EXICEAT5IIHDESE
A A SN HE EERCR L
Jun. 2008 9 CustomerService/Care
Nov.2008
Apr. 2009 30 77%
Jun. 2008 9 Management
Apr. 2009 5 Plumber, Bill Attendant

AT 7wy =7 FERNT D & R B 25 ERK

B I 43 Bhe i CREkEI% D 50% 1L 1)

2008 4 8 HITEHMILASBRAG S TSR, 55— H Ok EORAR & BHEMe2s 9 A i Th
Nz, 2 3-9 132008 4= 9 H 25 2009 4F 2 H OBERIEHEEIEZ/RLTEBY . Tk TOVHH
IR 10% & FEF TR LoD, —RBEOINRIZD T 2% L FTh b, 200943 A L 4
AIIAET — 2 N—ADOEFHEEDO T O REFRATICERILEN A Ul 7o BIELE R T 52 LR T
oty PRV E 2 —BE A TIE, 2009 4 5 A OFEREHIRINI TORL TV D IKHF TH -7,

F 39 BEINOHESHBNEDOHTE (Sep.2008-Feb.2009)

Sep Oct Nov Dec Jan Feb
Commercial 317 54.8 26.2 27.1 9.8 35.7
Domestic 0.9 2.0 1.7 2.0 1.4 1.9
Govt & Inst 33.1 5.6 63.7 54.6 2.7 2.6
Others 53.3 17.2 1.5 0 87.4 2.3
Average 6.8 9.5 8.9 7.3 4.4 13.9

P Revenue Report and Billing Statistics

TU RSy b 5
BRI T 2 KEEDOE=4 ) o ZIRH 2 LT D,

TNy b OEREBETT O V= O 2ERNPLHBEINTVD, S By fTa Y= b
HiEkIZ 350 T, 300 DAKIE A — & ZgkiE L, (EEHOBHBBINERITT 2 2 L. S HICEEDOKFIA
RILAHET 52 L2 AME LTS, FRIEBIE LT, BEATTUH U MERELEMRE L,
KA — 5 ORI, HEE MEHFEIIR D BHENFIE STV 5, ATHLE2—2B0 T, /M1
v b T BV bOED FICE L CERMN IO, 725, BITPDM ICH D KINERE=2Y 7
RHI ORI T2 T r Y=y MEETIABN MBI E TV EBET D 2 L TR E
I ER L TN 2 eSS ny b Y=y NOBRTHD &R AESN, Lo T,
5 8 TiE<% L350 PDM2 IZHBV\TT 7 k7 v | 5 DI, BB 2L E S5 L Lot £,
AAABEMZEIC L > TERSHE 40y hFrdc 2 FOERIE] 12OV TITRIREE 5 25
M0 72,

® ORI (%) = (U4 4R < 3R 447) X100
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B FERE 51 A= aET KT D HHE O FEi,

20094E5 H, v~ XT3 2B TIZBWTKEA =X REIHRDHE 1 BOHRASNBRE S -, B
FEC. B RF 155 S KE A — # OFRE & HEEFEHSMIICAE L T 5,

B RS2 A—XOREH (300 fEAT)
R AIEENIS B EwRSIND FTETH D,
B f5IE 5.3 MEt R B9 2 A I b 5k & A2 aE e (20 44)

2009 4E 5 A, /KiEA —Z st EE AL T 572012, EATT U FERE LEaxtgs L
AR FEht S 7=,

& 3-10 REEHICET LINEDORE

H A ZINEIK XNGRH HiE EERCR T
4th May 22 Credit Control(inc. Bill 20 110%
2009 atendant), Customer
Service(inc.Plumbler)
5th May 19 Credit Control(inc. Bill 20 95%
2009 atendant), Customer
Service(inc.Plumbler)

HAT 7u =7 FERHNT LD & Rl B 25 ERk

B IEFE 5.4 ZAWA B KIE A — Z Fh RS FRCE: (6 221 i) .
B 15T 5% EMmM SN D TETH D,

34 JOoozH FEEDERE
Tuyl NEE
R 75 T JE FEE D RV VR TU SE RS IR S HESE S D

2008 4E 3 H K EHRIC & - THEfi S7= TWater Users Census] (2 & % & ARG %
Ot B PEIXFER RN Z & AR LT, ZAUE KRR O 2 b B 5| &t Z &5 KIEE O,
K ARKERFER EEZ b, §2FTHRL, Fuy=y b BIETH D RUEN L E D& OB
O & FEhi T D 7o DI, BARICKE LTRSS Z EBUATH H, £/, Yuy =2 MH
HEDFEHECH HEHEBIEDIERR Z N TWLER E LT, EATTH Y hOANBRE, HAHE
AT« FIEDSIRE SAUTW D HE ORI SBINEB DT b b, ZORIZOWNT, HARAFEMFE
I L DS T., B E LV RMIAT I TmdDT 7 v a v 7T VEPMER S L,
ZAWA |[ZIRE ST, ZOT 7 v a vy 77 Alid, 5% ZAWA 238 2 5 i ECH D M R & R H
ERRHEH SN TNDA, PV E 22— T, 4% ZAWA 8 ED X 512 LT < IZ-DuTHA
7oy b A MIHFLILTVRLY,

B fEEE L BRI EEO B

2008 4F- 3 H., ZAWA [IHEiH RO 1215 T, 77—\ 7= X MUl D 62,341 4 O KFIHFE DK
FUADIRGL, TR, B, T EREICHET2HE L ER L7-, ZOHERKE T, BHAKF—ERIC
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e LTS LR LT 20%, AR E LTV DDIE 19% & AR OFFKIZX 32 fi & i
DIRE BB N E R o7z, TR L E 22— T, RBEOFIEILFEM STV RN\ s, BEE Ol /& B
DR EZ DD DT —ZIIAFTERN oI, —F, 200944 H, ZAWA © PRIFEO—FE L LT
AR O R EREN TSN TN D, ZORBETIE, 7T— N U2 MO 6 =& 7O NG
55 fH# 2 T A MBI L . BRER S v Z Ea—flt 2 ER L TV 5, FORE, aitHo
95 40%703 ZAWA OFFK—ERITIHE LTV D ERIZ L TWD, 7238, BE O EE I Tk H ¥
EWVIN—FHETOLFEIIRESKFELTWD, K7 Y=y ML ZAWA OSSR H L W
7 NETOXENFLTHLZ LG, BETRSH LBV, PDM OFEIED RE LM Thiliz,

B2 BMeUEEOEIN (3{E 5 T 5 Tsh/AE ° (2007 4 3 AW TIZKI 9 T /7 Tsh/4E))

2008 4= 8 A2 ['Water Regulations] ®— & L CTAEME AR KGR S 4L, 2008 4D 9 AnG 1
B H ORI E 72, 3 3-11 13 2008 4= 9 H 75 2009 4 4 H £ TORMBMINEETH 5, 2009
£33 H L 4 A0 REEDOBEBIVENED LT-HE & LT, 2 ADDLEML LT 24 FTOR 7
PMEIELTZZ 8 (B AICEIE), FEERT — X _X—ADEREFEED 7= 00— R EHAR O
TEEDNENTZ LT OND, ¥ 3113, GtBIEEOHR Z R L TR | BN THLNER
BIZHIMEENZ 8 D Z E b D,

FRAE DR DUZ DN TIL, BIATO PDM TIXEM 3(ES T U 7L LTW57A%, 2007/ 2008
EEERFHRISIC L D & 2008 4F 7 HRE RO BHeUINERIL 3(H 5662 T U 7 ThdZ &nbEEICH
BEEZBZTWNDZENbNd, LoTALE2—Tlk, a7 MNERE L OWM#ELBL T, %
Vo7 ay =y MIMAICER T RE -2 AREEZEDDHZ L THRE LT,

£ 3-11 HEHINEE: Sep.2008-Apr.2009 (Thousand Tshs)

Sep Oct Nov Dec Jan Feb Mar Apr May
Commercial 15,462 | 23,308 | 17,158 | 11,134 | 12,349 | 48,110 | 35,255 | 18,170 | 33,994
Domestic 2,422 4,942 3,884 4,864 3,101 4,354 2,235 1,309 4,293
Govt & Inst 2,900 574 | 6,300 5,101 266 375 360 1,900 6,450
Others 160 60 9 - 108 15 - 10 28
Total 20,764 | 28,884 | 27,352 | 21,200 | 15,825 | 52,854 | 37,850 | 21,389 | 44,765

HiFT: ZAWA Revenue Report

 3{#5 T 5 Tsh DFEARHML : PEEFK & 2007 4E 3 ARE TR K ZEREICZIT TWAEE (=K1 54 TF) O
50% 0 S EHEINAATRECH 5, & LTz,
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B 3-1 SFEBREEO#HRE
HiIFT: ZAWA Revenue Report % JE(Z 3 B 23 ERR

35 Ay FOERETAOLRIZEKRDIEIE

7Y x 7 hOFERAEHIOBETIEIZOWTHER T 272010, AARNEMZE KO CP 2 x5 ICE M2
"OF— A TH—v b A ZEa—%FE LT, 7ny=l FMNERERNOaI 2= — 3

VNTHEYITH Y . ZAWA O CP & HARANFFITRE 2 WEIBLRO T, AR T4 U 2 BAiyits
SMBIZRAL L TN D Z & DR SN, IHBOMERRLOERILFICE L X, Va2 hF—
LANDI—F 4 v I NERABEAIITEN TS, S —F 4 7 TlkEEENER S, YA HET
EheroEBfREIZHIF SN TN D, L#L@@EIWM@E@@%%&ViE# IFRRRE D R
%, PDM OFREEDERCRIIZBET 2 Wi M T O IZ DX L RIOATHY | Irny =7 NOREEE
=XV T THEDOY— L E L TAEMNIIEHIN TS EIEFWVEE, PDM IZHDW = ERRR L
DOWERIL, T uy = FORKE, BIFEOZ A L7 L—h BEOZBRRI., BlET X B2 %
HHTHET D ETESHTH LD, EHRBMENLEE L,

HAMIZ 1%, 2008 42 11 AICBIMIE =4 U » ZFEMMNIRE S, 7'v v =2 hOEEIRILOME
BLHEMFRENMTbI -, KHEOREEZZT, 7Y 27 FOREEZ S BIZED D DI KERE
MOEN OKERE ORER 2 FFORMFZOIRE) 21T-7,

BARBHEROWEEWEICRE L, CP ~DA v X B a—fiEZITo72 & 2 A, AARANFMEOHMCH
1% ZAWA OHIF=—RXIZAE L TWAH Z bt Th 5 LS vz, —J7. BMOHEA 3 E
DIEETR P & U CAGERE LIRS RA T bivic, ZORIZD X, 2009 456 H 7 b KiERE &
EBRFEHD 2/ OEMEMIRES TN D,
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FAE  FMMli 5 HEIC & HFHMERER

BRFHOEIX, e =2 Ma, 8. Ak bR A X7 b BsEMEE VWS 5IHAE
DBENLRME L7, TNENOHEBIZSE, Al KEEW (Excellent), B : B\ (Good), C: —
EREVAS, BB D (Fair), D : HEU (Unsatisfactory) . @ 4 BEREREAT 247 - 72,

4-1 ZAtk
Tuvxl hOREME, U VIEREOBRRESK, HARD ODABUR, ¥—4F v N —T
D=—ADEENBLIEFITE D (A) BN,

B oL E O BRI E T 5 [ Zanzibar Vision 2020 Tk, ZERAMEEZITI DD
2T LB, BERE R AE RSN 21T 9 VAT LAOEEZ BIE T Z ENET LN TWD, &HIC
ZAWA % TWater Act] 4 550D F CTRALENTZAETHY . PP L OKERE — TTHNCHFE T 5 HE
RG22 6N TWE, Lo T, A7r Y =7 MIBWT, ZAWA OEHEINZER & & Dok Hig o
iz kT 52 L1, Fro OB HREICEEL TS EE x5,

HARDOEBBOR CH D (3t & o =7 ERIBEBIGEHE | Clid, Za7e/KOMds & AKEBIEE ) o b %
BIFTnWasZ s, AARD ODABGE L LA LT 5,

RK7av =7 MIZAWATRE ZEHEO X —7 N —7L LTEY, ZOREILEYI TH -7,
RS ZAWA BB ORI - Hfom B2 < LTH D v Ok — B3 E LRV T
HbH, Tuvel MIEBRL TS ZAWATRE DL 1X, A7 n Y =7 FOBASLIERIL. ZAWA
DOREARFICHE A —E 200 FICEBAL TWD EFHlL TV 5

4-2 BHxhk

TuYx s bOFGETEW (B) EHHErEShz,

Tra Yz b BEOEBRIRIIZOWVWTIE, 3-4 T2 LB, ZAWA OEMEBINEER T T2 <
R —EAEOUEIZAT CHERICEB L 0D 00, Ko OMMEERPHRINT, TOE
K& LT, fakhtieg DR, EFIZ L 2 IFNRRIRMAZORWAIFENTND Z En b | BEDK
HPOWEEOEKTFTZBNTWL ZERET oD, &5, EATT XY MO, BT, G
EFICBT DI RN RIS AT 2 —2DER E LTHET oD, —J7, BURE L TKEREE
IS HERE S HU, 2008 4F 8 HICAGERMERRNE G SN2l &N, KAy a v =7 NOREEK & 725
TW5,

TNy hETuY=s N EEORREERIZONT, FHZT 7 b7 v b 1O ZAWA BB O
BERE L L COEREEN, CPOREERIN, 7nyo M BEOERICEW L TV 20 % BEE
THZEIREETH D, BRELR DD ERY, ZAWATRE D~ A > REERSEL-01IE LD
WV & KIEREEROKERNLETH DL, TOMDOT T N7y S THDH, BHERROMNL, %
B AT AOWE, BHeBUINEFOES, KEEET=F ) 71X, vy =7 b BEOERKIZERE
FINZEBLL TV D

APV E 2 =TI HERE T n Y =7 FTF—LDM TRV =7 NOFIMEEED DT
BRFREIZOWTHEEIT o7, TOMR. TV Ty b 5D/ M my hFad=y H&WT@{%@J
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RETHEE o7z, BUTOPDM TIE [ (A 1y MSRIZIBWT) KIBEE=2 U 7Rl 2%
KT L e May hFry=Z hO—RINZZEN T2, R AB & RO CIAH
FHIZ D72 2 RFE OB AT 9 10 b, Fa7KIRGLD B U G Hl 2 588 L, & O U & ATE
BhafEh SH 5 2 L TRSBUIE T VA RS L i~ H LT < FRRIZ ER D O TlEen
meBEZ N, U EOEmERE X T EICHDHLEBY, PDM OREL&#1T-72,

4-3  ZhEM
INFETOTRARLTEEFOERIRNEZ L Ea— LR, 7uY =7 bORhRMEII—EFEN H 5
(C) LMW L7—, BARMOTAICHONT, KFaP s FOFHESRSH % DI 2@ U Tz Shi-

FAE, ZAWA @ CP OAIERSCHAN O FICEBK L, B EBICETIIIEH S TWD 2 & 03 R

iz, L L72i6, CP ARG E LT-EREREIC LD &, M ERE 2 B4 L CHERKERE -

EEEEOL IRV R ASFOEMUENARNE L TND EDRIENRH -T2, ZDMRIZOW T, JICA
B OB ZIRIE 2 P E L, 2009 4 6 A 25 KiE 2 - R 0B OFME 2 IRE L Tnb, £z,

P T — A% ZAWA Jilig | ZE% (& S A7 B ARG U7 ORE 21TV, EN 6 8@ ENTTEH S

NTWEZ L E2MHERLE,

—Ji, BT O AT OWNT O OFENHE Sz, ZAWA 13X 2006 FI25% N 4T
DI, BHEIN 21T 9 72 OIS LB HERIZREIE SN b DD, T ENRIITAT 5 72O DB A0
TG & I3E 2R, BT, BUE ZAWA TIHEEAOENR 2 BOHEE T EDNAL 728G 1L T
WDHTZD, BT T U MEA AR ZA0ER T 60,000 LI EOFEREEAG 21T > TWHIRITH
Ho IHIT, ZAWA [F7KERHBEUI A U TR A TEOERIZEZED TN DO D, Bk LK
MR ORERFE B2 RIS T 9 72 DI B2 F OFELRIZITE - TV L,

FuY s N TPEISNIIEENIMAGEBEY ICEATEY . ZAWA BB DN BB 21T 9 729
(B AR 2 BRSO AT MR S-S0 H 5, LN LR RERIZZEN S DR %
whs LR LTS BT, ZAWA OB, ANB. BB H2ICZE STV RN T & ITBEEN
5,

4-4 A N9k
RKIarx7 hDOA X7 MIBW (B) &S,

AL BAEOFRRCIRIL 2 DRI, KA OREEEM DO aZX N A ANY =] THLH), [HRHE
B OFPHC a2 MY BANY =R OERMITI MM TOR TR -7, TV E 2 —FRTE
ORGEXREECH 72, ZTDid, 7uv=/ FF—LL DWWz U T, ZAWA 23 2015 4% Tl
BETNE HIEEORE L HEOERICOWTHEEZITo 7o, TOME., N ERT & BN E bR
WS D 50% 7% ZAWA O —E 2N (BUffiBh@& 4 r<) THbid) TRESNZ, ZOE
FIZES L, R 4LITRT LBV, 2007/2008 FHE 1L, KHD H B 18% 03— B AU A T T
W5, fERIOIZ, #i721C 15,000 fitl (77— " o 2 R HRO ZAWA O 2 TORAEEITFY) b
BremuncEE, B BEOERIITRETH S & THlEND,
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& 4-1 ZAWA QIR E$RE FY2007/2008 (million Tshs)

Production Operation Costs Depreciation Revenue %
Costs Payroll General Expenses (excluding (Revenue/
(Electricity) &related Administrative Subvention) Operational
Expenses Expenses Cost)
1,756 1,083 1,222 4,436 417 18%

HiFT: ZAWA Board of Directors’ Report and Financial Statements

Fo, K72l NOFEMIEDTTADA X7 MR HE ST, ZAWA [TEHEEIN D729

DY 7 RNTZTEEANL, EEONRICEZFEBANHLE L DAL LTHBND X)o7,
TREZT T, B ORFELHIBOME D, ZAWA 2 L, FHIBEEL Y 2T AR D
ok, Rt BET— ¥ S ABOEBRFEEFATO S, TIUL, ZAWA DIEIIET L ERT
CACTRENHINT S PRIEBOERTHH 5,

BB, KHEEFICBNTAFT2ADAL 237 MIRE ST,

4-5 BIHEEMH

>

>

BoRm, MfkdE. Bdhm o AR TEER RS (C) LHrEnT,

BOFE - [ Zanzibar Vision 2020) (2 X2 &, Vo P VB IR 72K EHE LB ELY AT LD
gL L, 2 TOKRFMEDS ORR LRSI A ED D L LTS, 2O X512 2020
FEFTOV UV VLOBBEHEICHTL SN TS Z D, ZAWA ORI ER & Hitk 4 2
72 8 DECR M 72 3R ORFRe I m O &I 5,

AARE - BBCET : ZAWA [ 2006 41236 8h &7z TWater Act] IZEESW TR ENTAETH D |
PPV DFEK— B R & eI E B DHERRDNGEIE S LTV D, ZAWA (2R —E
AEHI\THER LT22 < OB RN D — )5 mili TN ORWIE OB b 2V 2 &b K )
AN T OREVEZER L TWD, ZORIZOE, BRED 60%LL ERNEANGI A T Tg i
M ETHY . EBEOEERZRD TVD EHESHTWAY, &5, ZAWA O CP & #f4:
L LA U Z Ea—ffEIZBNT, ZAWA [T03RAV7R 37 T LB BB HLO /N A 7 F O
MORRBIZER L TEY, K7ay 7 FTIE, ZORWICE, SBEMELEIZ X > THIET
ETHD,

ZAWA X 2006 (/AN EARZE L L CRRAL S 41, 2008 A IZEHEIN 2 BRAA L TV D23, £ OM BT
R e L CEUNMBIEIC KRE IKFL TS, R 4-2 1T ZAWA OIEHfiZ R L TEDY
2007/2008 FEDRINAFED 5 H, ZAWA 3B BT KB — EANAIZD T 9% ThH 5.
5T, ZAWA Tt U TRMB U A2 1T D IERHEIR D & DI b 02 B3, E DB
SR (1T 2009 4 2 AW S THT 0 2% TH D, FERIICBUFMBI &I TER L T FETH D720,
BINFREZEmD D Z EIXZAWA IZE > THEBOMETH 5, £ OxI7iED—> L LT, 2009 4
6 H2nD ZAWA [IARMHE Ik 28101 & L TRAKIZEIEZIT O TETH 5.

10«7 AWA Strategic Plan 2008-2013' %% i,
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+ 4-2 ZAWA DOUZBAM FY2007/2008 (million Tshs)

Sales of Water Marketing Craft Service Water Electricity Subvention
Services Application Subsidies
Fee
356(9%) 0.7(0%) 2(0%) 58(2%) 1,755(43%) | 1,606(46%)

HiFfT: ZAWA Board of Directors’ Report and Financial Statements

> BEHE: KT Y =7 TR SIS RSO L ZAWA D CP i i D =— X2 EE L T
Wz, L O EEBICEHSNESE LoobDd, M ay h7evzs ML, BED=—
RIZH TR —E A Z R L BN AT O 72D DET AR # HIE L CEBESN D FE
T DN, Z bR DI R E G & ik~ ST 5 72 DI X, 51 & § & HEINB IR T2
bhd Z EMEE LW, 2B, fFRIBKy—E 20lh B, o P30+ oKk
I D 72D OFEANFBIRIZ & =— AW FERE S T,

4-6 L

AEINC, TaY s FOIEENE ZAWA OEMEEIN T Tl < BE Y — B A DR R i CiER
L“C:J% D, CP LHAARANFEMEOLENCELY ZAWA BB OHANRENFIE RIS 22oH 5 L& it
SFoNnd, LnLARRL, BEO=—XZRES T —E A 2T 572010, KK E L TkE
DEMBEINTND EF 2D,

5 HHFHMHDOFERIZOWT, DKk E 7 XF—DBREABELTNWDLZ b ART B Y 27
FOEMITZE EHWT L, T Y7 N HETH DRI AT LD LIZ T CRERICHER L
THY, TOAEPETEV, —J7. ZAWA OB OMET X235 BHEBU AT O T2 DI B
BB SNME THOICHR I TWRNI & BB REEKFEL WL bl KT
oY bOEAEOMERNE, ZAWA OMBE TO B SR EM IR SN E D,

AL Ea—TlE vz bOKRI N FEMMFIZ BARNEFEMZ L CP AN Y flie N & FIHITD
Wz T o7, FRZ, 7r Y= FAEOEMRIZAIT T, NA Yy hFe =y Mz T
BT T LV EEET D720, BARME U D SIIRT DS S 58 hNIFETH D, K< 6
BIIFFHI T — MM X o TIRESNTZIREZWMY L HTN D,
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The Revolutionary Government of Zanzibar and Japan Intemaﬁonal Cooperauon Agency
(JICA) jeintly organized the Mid-term Review Team (herciniafier:t ;

respectively headed by Mr. Mohamed Abdulla Mohariié ‘
conducting the mid-term evaluation for the technical cooperation prOJect “Enhancement of Water
Supply Management of Zanzibar Water Authority” (hereinafter referred to as “the Project™). The
Team has carried out intensive study and analysis of the activities and achievements of the Project,
and prepared the Joint Mid-Term Evaluation Report attached hereto (hereinafter referred to as “the
Report”), and presented it to the Joint Coordinating Committee (JCC) held on 10™ June, 2009.

After discussions on the major issues pointed out in the Report as described below, the JCC
accepted the report and took note of the recommendations made in the Report. The representatives
of the Japanese side and the Zanzibar side agreed to report to their respective authorities concerned
the mattets referred to in the Report to ensure that necessary measures are taken for the smooth and
successful implementation of the Project.

1. The Team concluded the evaluation as follows, referring to the Report attached here to;

(1) Overall Evaluation: The Project has been working effectively towards the improvement of not
only the water charge collection but also the customer services of ZAWA, and the technical
capacity of ZAWA staff members has been gradually enhanced as a result of the efforts to
carry out the activities as planned. There is, however, much room for improvement to provide
water service to meet customer demands for water.

(2) Evaluation by the 5 criteria: Relevance of the Project in the overall context of the water sector
in Zanzibar is high. In terms of effectiveness, the Project is on the right track to achieve its
purpose of the strengthening the water tariff billing and collection system. On the other hand,
necessary equipment and machinery have not yet been procured to conduct tariff building
efficiently. There also continues to be some concerns on financial sustainability, given the fact
that the major part of ZAWA’s revenue still comes from the central government.

(3) Necessary Efforts: For the remaining period of the Project, which is approximately one year
and half, areas where additional efforts are negggsary to achieve the outputs and the purpose of
the Project are to be identified and discussed further between the JICA experts (Experts) and
the counterparts (CPs). In order to achieve the Project Purpose, there should be more
concerted efforts on both sides to create a tariff billing and water charge collection model in
the pilot areas among others.

2. The Team recommended that the Zanzibar and Japanese sides consider concrete actions to
materialize the points below. %

(1) Management Issues
a. Revisions and Utilization of Prpject Design Matrix (PDM) and Plan of Operation (FO): The
Team has revised the original PDM so as to attain the Project purpose efficiently and to

WA A M
A
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clarify the outputs and purpose of the Project. The PO should also be revised as soon as
possible. The Experts and the CPs should utilize the revised PDM and PO as effective
management tools to design, monitor and evaluate the project.

b. Pilot Project: More detailed implementation plan of the pilot project should be made and
shared among the Experts and CPs to ensure efficiency and effectiveness.

(2) Technical Issues
a. Reduction of non revenue water especially in end-distribution networks

Dissemination of customer meters

Measures for easier payment and efficient bill delivery
Appropriate measures for disconnection

Improvement of piping skills

o /e o

(end of document)

- Attached Document: Joint Mid-Term Evaluation Report

=
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Attachment

JOINT MID-TERM EVALUATION REPORT
THE JAPANESE TECHNICAL COOPERATION

THE PROJECT FOR ENHANCEMENT OF WATER SUPPLY
MANAGEMENT OF ZANZIBAR WATER AUTHORITY

Japan International Cooperation Agency
and
Zanzibar Water Authority

JUNE, 2009
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1. Purpose of the Evaluation

1.1 Objective of the Evaluation
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The mid-term review (hereinafter referred to as “the review”) has the following

five objectives.

1) To review the progress of the Project and evaluate the achievement in
accordance with the five evaluation criteria, namely relevance, effectiveness,

efficiency, impact, and sustainability.

2) To identify factors that promoted or impeded the project implementation and

achievement.

3) To consider necessary actions to be taken and to make recommendations for

the Project.

4) To revise the Project Design Matrix (PDM) and the Plan of Operation (PO), if

necessary.
5) To make the Review report.

1.2 Members of the Joint Evaluation Team

The evaluation and the recommendations on the Project were made by the
following members of the Joint Evaluation Team (hereinafter referred to as “the

Team”).

[Zanmbar S:de]

:;Designation: |

-:Position’Organization

“Mohamed ‘ Abduifa

Mohamed (Mr.)

Evaluation Member”

'D{rectc;r Plannmg & Policy, Ministry of Water'
Construction, Energy and Lands

Ayoub M. Mahmoud (Mr.) Evaluation Member

Director Finance & Administration Department,
Zanzibar Water Authority

[Japanese snde]

. . Name :: . :Designation. - =] % . -Position, Organization -
Kazuo SUDO (Mr) Mission Leader Senior Advisor to the Global Environment
Department, JICA
Shozo YAMAZAK! (Mr.) Non Revenue | Advisor,
Water Ductile Iron Pipe Division
Management KUBOTA Corporation

Takehary KOJMA (Mr) Mission Planmng

Program Cfiicer,
Water Resources Management Division 1],
Globai Environment Department, JICA

Evaluation and

Analysis

Yukiko SUEYOSHI (Ms.)

Junior Researcher,

Social Development Dept.

Giobal Link Management Ltd.
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1.3 Mission Schedule
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Time Ms. Suevoshi (Hirohe) Mr;usn:::;ki Mrid:’uisn an“'

Mr. Kofima

Sat.23rd May. 2008 ..
m

9:00 [ 12:00 [interview JIGA =er
12:00 13:08 |Evaluation Orieatation
| 14:00] 16:30 [Interview ZAWA staff

[Wed,27 Ith May,2009

_Lj-;:

300 1500 | asting with JICA sxports O/F
13:00] 16:00 |Interview ZAWA staff

Thu.28th Msy, 2008

Meeting with J[OA experts ZAWA staFF |

Fri,20th M2y 2000 -

| gg wtth chkm ZAWA :taff {

Sat.30th May.2009

Preparation uf Evaluat«on Report ]

Sun.31st May, 2008

Preparation of Evaluanon Re ort |

Mon, 1st Jun 2008 . : A L S e e g S e
PrgLratlon oF Evaluahon Regort [Haneda — Osaka (JL1B5/EK6257) [Haneda ~ Osaka (JL185/EK6257)
| |Osaka ~ Dubai (JL.5C99/EK3T7) IUSaka - Dubat (JLSOQQ/EK:’J?)
Tue.2nd Jun. 2009 . ' . . . DL . I

Preparation of Evaluation Report Dubai — DSM (EK725) DSM (EK725)

10:50; 15:25

et drd Jun 2008 -

Meeting with JICA Tanzania

Meeting \mth JICA Tanzania

Pes eparation ofE luation Report | QDODSM—ZNZBQD

1%:50Haneda — Osaka21;10

23;150saka ~ Dubaib;55

11:00] 12:00 llntemal Meetiong
13:30 | £4:30 [Meeting with JICA experts, ZAWA staff

5:00 16:00|Courtesy Cal}

6:00] 17:00 |Meeting with Joint Evaluation Member
7:00 | 19:00 linterview JIGA exger‘ts

Thu.dth Jun 2009

i0: SUDubat DSM15 25 (EK?ZS)

18:15DSM-ZNZ18:35

10:00] 12:00 [Meeting with J[CA ex terts
13:30 | 13:00 |Intervievws ZAWA staff
16:3C | 18:00 iMeeting with JICA experts

evening 1n‘tema! Meeting

[Fri.6th Jin,2000 -

500 [ 12:00 |Obasreston (Water Sugglg Facilkies)

13:00 | £4:30 [Observation in ZAWA HQ

15:00 ) 17:00 | [nterview ZAWA staff
Sat fith"Juin.2008 B

__Iinternal Mecting

Internal Meet

Bt Un 2008!

9.00 [10:30 [Meeting with JICA expterts. Joint Evaluation Member (M/M)

/M discussion

14:00 | 15:00 {Meeting with JIGA experts Joint Evaluation Member (M/M)

15:00 | 16:00 |M/M discussion

Submlssmn uf the draft of M/M
ITue 8th Jun,2008 . :

AM [Preparatmn fur repal to JICA & Eod

PM _iPreLmt n for JGC

Wed,10th Jun,2008 -

9:30 :00[JCC/Signing of M/M

1:00] 12:00 [Seminar (Non—Revenue Water Management)
7:05{17:30|ZNZ-DSM

| Thu, 1 Tth Jun, 2009 -

9:30 { 10:30 |Report to JICA Tanzama

11:001 11:30 |Report to Eod

17:20] 23,50 ;DSM — Dubai (EK726) [19:00DSM-ZNZ 19;25

DSM — Dubai {EK726)

Fri, 12th Jun,2009

T | 16:40 |Duibat ~ Osolis (JLETB0/ERGTE) i

Dubat— Gsaka (JLE0BI/ERATE)

19:15 | 20:25 [Osaka — Haneda (JLYBB/IKB252) I

Osaka « Haneda
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1.4 Stakeholders Consulted/Interviewed
The participants who were consulied or interviewed for the evaluation
consisted of the following.
» CPs of the Project
» Japanese Experts assigned to the Project
> Relevant local administrative officers(shehas) and residents at pilot
project area

The detailed list of the parfies consuited by the evaluation teams is included in
Annex 1.

1.5 Methodology of the Evaluation

In accordance with the JICA Project Evaluation Guidelines of January 2004, the
Evaluation of the Project was conducted using the following process,

Step 1:  The Project Design Matrix (PDM) was adopted as the framework of the
evaluation exercise, and the Project achievements were assessed
vis-a-vis the benchmarked levels of respective Objectively Verifiable
Indicators.

Step 2: Analysis was conducted on the underlying causes that promoted or
' inhibited the levels of achievement inciuding both the project design
and project implementation processes. Attention was given to discover
whether the Projectrelevant interventions are attributable o the

current situation.

Step 3: Examination of the Project was conducted based on five evaluation
criteria;  “Relevance,” “Effectiveness,” “Efficiency,” “Impact,” and,
“Sustainability,” the descriptions of which are stated below.

3 A
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Table1-1: Definition of the Five Evaluation Criteria

Five Evaluation Criteria Definitions as per the JICA Evaluation Guideline

1. Relevance Relevance of the Project is reviewed by the validity of the Project Purpose and
Overall Goal in connection with the Zanzibar Government's Policy and the
needs of the target group and/or ultimate beneficiaries in Tanzania.

2. Effectiveness Effectiveness is assessed to what extent the Project has achieved its Project
Purpose, clarifying the relationship between the Project Purpose and Outputs.

3. Efficiency Efficiency of the Project implementation is analysed with emphasis on the
relationship between Outputs and Inputs in terms of timing, quality and
guantity.

4, impact Impact of the Project is assessed in terms of positive/negative, and

intended/unintended influence caused by the Project.

5. Sustainability Sustainability of the Project is assessed in terms of institutional, financial and
technical aspects by examining the extent to which the achievements of the
Project will be sustained after the Project is completed.

Both quantitative and qualitative data were gathered and utilized for analysis
based on an Evaluation Grid. The evaluation grid is shown in Annex 2. Data
collection methods used for the evaluation were as follows:

Literature/Documentation Review
Questionnaires (ZAWA CPs, Japanese Experts)
Key Informant Interviews (ZAWA CPs, Japanese Experts, efc)

Y ¥V VvV VY

Direct Observation(water facilities, pilot project area, etc)

AL 4



AMIER SRFHELAR—b

2. Background and Summary of the Project

2.1 Background of the Project

The United Republic of Tanzania (hereinafter Tanzania) consists of Zanzibar
and Tanganyika. In the urban area of Zanzibar, water supply development
started in 1820’s. By 1990, the total length of water pipes reached 100 km and
seven clear water reservoirs were developed. Since then, however, the
Revolutionary Government of Zanzibar (hereinafter RGoZ) could not rehabilitate
and expand the old facilities due to the lack of funds, which has resulted in a
shortage of water supply capacity.

Under the situation, the RGoZ requested a grant aid program from Japan to
improve water supply facilities in the Zanzibar urban area. The preliminary study
team dispatched by Japanese Government in 2002 confirmed the necessity of
project impiementation, but recommended that the introduction of tariff coliection
is a prerequisite for sustainable water services of ZAWA.

Based on the Water Bill enacted in August 2008, the Zanzibar urban water
supply service was transferred to the Zanzibar Water Authority (hereinafter
ZAWA), newly incorporated as a parastatal organization. However, since ZAWA
does not have experience in tariff collection from domestic customers, it
requested Japan to provide a technical cooperation project to enhance the water
supply management. in response to the request, the Japan International
Cooperation Agency (hereinafter JICA) dispatched the preliminary study team in
February 2007, and the study team and Zanzibar side confirmed that business
mindset as a parastatal organization, first of all, needs to be ingrained in the
ZAWA staff.

In September 2007, RD was signed between the Ministry of Water,
Constructions, Energy and Lands of Zanzibar (hereinafter MWCEL)} and JICA
Tanzania Office for the implementation of the Technical Cooperation Project for
Enhancement of Water Supply Management of Zanzibar Water Authority
(hereinafter the Project).

The Project has started since January 2008, and ZAWA has been implementing
bill collection for the domestic customers since September 2008.
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2.2 Summary of the Project

The Technical Cooperation Project for Enhancement of Water Supply
Management of Zanzibar Water Authority
Zanzibar Water Authority (ZAWA)

Direct target: About 30 ZAWA staff members in charge of customer services and

tibilling

indirect target: About 47,000 registered customers of ZAWA,
Pilot Project Area: Makadara Shehia

26 September, 2007

December 2008-December 2010

Technical Cooperation Project

Qverall Goal
ZAWA's financial fundamentals necessary for an autonomous Water supply
authority are established.

Project Purpose
Water tariff billing and collection system of ZAWA is established to the

satisfaction of its customers.

Quiputs
1. Business mindset of a parastatal organization is ingrained in the staff of

ZAWA.

2. A customer administration system is established.

3. A water tariff table is prepared based on proper estimates of ZAWA's revenue
and expenditure, taking account of GoZ's subsidies.

4. ZAWA's staff becomes conversant with practical work pertaining to billing,
tariff coliection and claim handhing.

5. A monitoring system of water consumption of the customers is established.

The original PDM is attached as Annex 3, and the Plan of Operation and
Implemented Activities are shown in Annex5.

N
[#3
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3. Achievement of the Project

3-1 Inpuis

3-1-1 Japanese side

a) Dispatch of JICA Experts

A total of 6 Experts in 6 areas of expertise were assigned for a total of 32.60
months by end of March 2009. These Experts were dispatched in the areas of
(1) Chief Adviser / Customer Services1; (2) Customer Services 2; (3) Tariff
Collection; (4) Community Facilitation/Public Relations 1; (5) Community
Facilitation/Public Relations 2; (6) Coordinator. The detailed list of Japanese
Experts is shown in Annex 6.

b) Equipment Provided

Equipment worth a total of 8,823,000 yen equivalent were provided by the
Japanese side as of March 2008. The detail of the provided equipment is shown
in Annex 7.

¢) Operational Expenses
As of March 2009, a total of 21,601,652 yen was allocated for Project
operationai expenses by the Japanese side. The detail of the operational
expenses is shown in Annex 8.

3-1-2 Zanzibar side

a) Appointment of CP

As of May 20089, a total of 11 persons were assigned to the Project. The detailed
list of the C/Ps is shown in Annex 9.

b} Provision of facilities, support staff, and other operational expenditure.
The necessary facilities for the Project activities, including a Project office and
meeting room in ZAWA have been provided appropriately. However, insufficient
budget for water supply maintenance and staff in charge of billing are likely to
negatively affect the implementation of activities within the Project period.

¢} Cost-sharing of Operational Expenses
Operational cost-sharing with the ZAWA side has been promoted from the
beginning of the Project. As of June 2009, a total of 345,075 Thousand Tshs has

7 A

A A



AMTER SRFHELAR—b

been provided by the Zanzibar side. The detail on cost sharing in direct
operational expenditure by the Tanzanian side for the Project is shown in
Annex10.

3-2 Activities implemented

Most of the Project’s activities, as specified under the PDM, have been
implemented as planned. The achievements for each of the activities are
summarized in Annex 11.

3.3 Achievement of Output

Output 1, targeting ZAWA head office staff, intends to support raising
awareness of ZAWA staff as members of a parastatal organization through
implementing a series of seminars on the newly formulated’ Strategic
Business Plan’ and ‘Code of Ethics and Conduct. However, interviews
undertaken during the mid-term review confirmed that training and education
system are still necessary for all ZAWA staff for more effective and efficient
operation. To address the issue above, JICA has dispatched Experis
additionally to give advice and guidance on improvement of business
administration and water service of ZAWA as a parastatal organization.

B 1-1 All ZAWA staff members have participated in seminars on the mid-term
vision.

‘Strategic Business Plan 2008-2013 was prepared with cooperation and
support of the AfDB, UN-Habitai and National Water and Sewerage
Corporation of Uganda. This Strategic Plan takes cognizance of the mandate
of the Authority. if presents the common Vision and Mission of ZAWA, and
articulates the Goal and Strategies that will be implemented from 2008 to
2013. A fotal of 199 staff members including both Unguja' head office and
Pemba Branch Office took part in the seminars on the mid-term strategy,
which was higher than the planned target.

! Zanzibar is composed of two islands which are Unguja and Pemba.

v

8
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Table3-1 :Achievement of seminars on the mid-term strategy

Date

Number of Participants |

Target number of
Participants

Achievement status

Apr. 2008

166

145
(All ZAWA staff excluding
Pump Operators,
Laboratory,Cleaners,
Drivers, Security)

114% (Achieved)

Oct. 2008

33

Source: Project Document

B 1-2 Alf ZAWA staff members have participated in seminars on the rules of
conduct.

‘Code of Ethics and Conduct’ was drafted by the Japanese Exerts and ZAWA
staff members. The Code requires every staff to conduct in a manner
designated io promote the interest, good image and well being of the
Authority as its established Vision, Mission, Core Values and Objective. A
total of 149 staff members inciuding both Unguja head office and Pemba
Branch Office participated in seminars on the Code of Ethics and Conduct.

Table 3-2:Achievement of seminars on the Code of Ethics and Conduct

Date Number of Participants | Target number of Participants Achievement
s : status
Jul. 2008 116 145 80%

(All ZAWA staff excluding
Pump Operators,
Laboratory, Cleaners,
Drivers, Security)
Oct. 2008 33 - -

Source: Project Document

B 1-3 All departments and sections have prepared their job discriptions.

Preparation of the Job Descriptions to clarify objectives and responsibilities of
all departments has been completed with guidance of the Japanese Experts.
‘Job Descriptions 2008’ was submitted to the Board of Directors of the

Authority in November 2008 and approved in March 2009.

A
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m 1-4 All ZAWA staif members have participated in annual review meelings
on ZAWA'’s performance every year during the cooperation period.

Annual review meeting will be conducted at the end of the ZAWA's fisical
year (June) in 2009 and 2010. To assess the performance of ZAWA,
‘Management Information System Report' is planned to be issued from May
2009.

Output2 aims at establishment and improvement of the Customer
Administration System, which is comprised of the databases compiling
public standpipes, water sources and pumps, reservoirs, water stations,
network, valves/meters and customer information. These databases are
essential information for ZAWA to implement water tariff billing and collection
correctly. Activities on the Customer Administration System were somehow
negatively affected by unreliable data which were collected by ZAWA and
the Office of Chief Government Statistician.

W 2. 1information on locations and types of water supply facilities have been
input info a database

GPS team was formed consisting of 6 staff from the Technical Depariment.
The team members are currently undertaking data input work and field
survey using GPS. The items to be input include public standpipes, water
resources and pumps, reservoir, water stations, network, meters and so on.
Acco'raing o the staff in charge of database, an estimation of approximate
completion rates in the Urban West Region are; 100% for public standpipes,
90% for reservoirs, 80% for transmission lines, 70% for main distribution
pipes and 50% for water resources.

B 2 2information on about 47,000 domestic customers and other
customers have been input info a database.

A total of 63,187 Customer data for Unguja island were collected by Shehias
and the Office of Chief Government Statistician, and 100% of these data
were input into the customer database for the purpose of validaling the

10
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customers. More than 60,000 bills were issued by using the completed
database, and the fariff collection started in September 2008. However,
some bills are still issued to the customers without water supply service,
some customers are missing in the data base and there are other numerous
errors in the existing database. ZAWA counterparts are currently undertaking
an update of the database.

B 2.3Afleast 30 staff members have been trained in operating customer
administration system.

As shown in table 3-3, a total of 49 staff members took part in seminars on
the customer administration system which was higher than the planned

target.
o Table3-3 :Achievement of training on customer administration system
Date: . L Trainee ' Effect of Training.
Apr. 2008 15 IT, Credit Controi, IT Officer handles any task that may arise.
Jun. 2008 Cashiers Credit Control Officer can input/update the

customer data.Cashiers can issue reciepts
using the system.

May. 2008 § | Human Resources Dep. | The trainees aguired the operation procedures.
This software will be able to support the ZAWA
management

Jun-Aug.2008 10 Technical Dep. By the OJT, two members have completely
Sep-Dec. 2008 6 acqired the procedures of operation and data

input. Other four attained 80%. The two will be
able to be frainers to other member.

Nov.2008 13 | Accounting and Finance | Major accunting/financial data were input. The
Dep trainees agquired the operation procedures, and
efficient work is expected to be done.

Source: Project Document

- B 2.4 Customer administration data have been reqularly updated at feast
for 12 consecutive months at an average of 200 water facility data and 30
customer data per month.

Once the customer database was developed, customer data have been
input and updated by the Customer Care Officers and Credit Control
Officers appropriately. However, the number of the updated data has not
been kept in a record as the PDM indicator requests. Accordingly, records
of the updated database are currently prepared for the ‘Management
Information System Report’ which is ptanned to be issued from May 2009.

11 A A
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‘The Water Regulations {Amendment) 2008’ was signed by the Minister of
MWCEL in August 2008, and the Tariff Structure became effective from the
date of sighing on the entire territory of Zanzibar. Activities under Output 3
support the drafting a new water tariff structure, implementation of
awareness activities to communities on the tariff system, and community
institutionalization for the tariff billing from public standpipe users.

B 3.1The ten-year annual estimates of revenue and expenditure of ZAWA
have been reviewed every year during the cooperation period.

ZAWA will have to be able to recover all O&M costs through the water
charge in the future. Accordingly, coordinated efforts were made by all
stakeholders (ZAWA, UN Habitat, AfDB, and JICA Experts) to develop a
10-year financial model of ZAWA. The developed model was updated
several times, last time- in November 2008. Forecast shows that having
achieved approximately 60-65% collection, ZAWA will be able to break even
in terms of recovery of the desirable O&M costs. The Forecast is going to be
reviewed in August 2009.

B 3.2The {ariff table has been reviewed once a year during the cooperation
period

Whereas ZAWA used to charge commercial customers for water in the past,
no systematic tariff structure was in place. Through discussion among the
management of ZAWA and Japanese Experts, a new Tariff Structure of
ZAWA was drafted, and approved by the Board of ZAWA in April 2008 in the
form of an amendment to the Water Regulations and submitied o the
MWCEL. The Regulations 2008 was signed by the Minister in August 2008
and thus the Tariff Structure became effective from the date of signing in the
whole Zanzibar, after being gazetted by the Attorney General Office.
Tentatively, according to the Strategic Business Plan of ZAWA, it is required
to be reviewed and become effective by July 2011.
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B 3.3Number and frequency of public relation activities carried out

A total of two PR officers were given On-the—Jaob training on strategy and
procedure of PR activities directly by the Japanese Experts at the beginning
of the Project. As indicated in Tables 3-4 and 3-5, PR activities aimed at
raising awareness on water tariff collection have been undertaken through
weekly radio programmes, TV dramas, public meetings and other PR
materials. As for the public meeting, ZAWA staff explained the current water
supply and billing condition, and later interacted with the participants by
hearing and answering their questions and requests.

Table3-4: Produced/Distributed Materials for the PR Activities

Matérials ' Quantitiy
Flyers 50,000
Stickers 15,000
Customer Service Charters 15,000

Table3-5:  Number of Public Meetings and Target Shehias

No. Date ' Number of Shehias
May. 2008
Jul. 2008
Jul. 2008
Jul. 2008
Jul. 2008
Jul. 2008
Jui. 2008
Jul. 2008
Jul. 2608
Jul. 2008
Oct 2009

Total 48

(58% of all Shehias in the Urban

West Regicon)

Saurce: Project Document

Wi |~|R( | B[ [hf—
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B 3.4increase in the number of customers who show willingness to pay the
tariff

The census on water users was conducted by ZAWA in collaboration with
the Office of Chief Government Statistician in March 2008. The results from
this census showed that the level of satisfaction with the water supply is very
low. Only 21% of the house members are satisfied with the water service
and 19% are satisfied with the water pressure. However, more than 81% of

all houses reported they were willing to pay if better water services are
assured. /
B AR
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m  3.5Number of public kiosk water committees organized(500 committees)

A kiosk organization plan is now under preparation. Due to the absence of
accurate data on the public standpipes, a field survey to indentify the
available public standpipes has been carried out in cooperation with all
shehas in the Urban West Region. A total of 74 out of 553 standpipes were
selected for Kiosk Development Activity which are assumed to be able to
secure sustainable water supply. Accordingly, ZAWA proposed to be a
partner with the Department of Community Development ? (hereinafter
referred to as ‘DCD’) which has a strong link fo communities, in order to
conduct a capacity building training for kiosk management, stand-pipe
maintenance, conservation of water. MOU was signed by DCD and ZAWA. in
May 2009. '

The activities under this Output aim at establishment of the system to
implement water tariff biling and collection, claim handling and
countermeasures against delinquent customers. Trainings targeting the bill
attendants were conducted for the effective tariff billing and collection
throughout Zanzibar. Also, the customer care training has been conducted to
develop the staff dealing with claims management in ZAWA. Through these
activities, ‘Water Tariff Biling and Collection Manual' and ‘Complaints
Handling Manual' were developed by the Project. It's notable that the
horizontal exchanges such as inviting customer care practitioners from
AUWSA (Arusha Urban Water Supply and Sewerage Authority) are effective
to deepen their knowledge and apply their skills into the daily work.

B 4.1 At least 30 staff members have been trained in billing and tariff
collection.

‘Water Tariff Biling &Collection Manual’ was prepared in August 2008, a total
of 33 bill attendants, ali available at that time, were explained their main

2 Under the Ministry of Labor, Youth, Women and Children
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responsibilities based on the Manual, and provided an introductory training
before the first billing commenced. As for the next step, On-the-Job Training
was provided to all available bill attendanis by an experienced trainer from
AUWSA. The training included workshop and OJT in small groups where all
frainees could practice their skills in a real work environment and receive
individual feedback.

Table3-6: Achievement of training on billing and tariff collection

Date: ‘Number of Participants Target number Achievement status
Aug. 2008 33 Bill Atttendants 30 110%
Nov. 2008 17 Bill Afttendants 30 57%

Source: Project Document
B 4.2 At least 30 staff members are trained in handling claims

‘Complaints Handling Manual’ was developed as a part of the Customer
Service Handbook. Based on the Manual, a series of seminars, workshops
and OJT has been carried out in coliaboration with the Japanese Experts,
AUWSA and IT local consultant. It was a new experience for the staff,
however, the new procedure was adopted and practiced relatively without
big difficulties. At the point of the review, trained-staff members in Customer
Care Division are engaged in handling claims work in the daily operation.

Table3-7:. Achievement of training on hadling claims

Date Number of Pariicipants Target number Achievement status
Jun. 2008 g CustomerService/Care
Nov.2008
Apr. 2009 30 7%
Jun. 2008 9 Management

Apr. 2009 5 Plumber, Bill Attendant
o Source: Project Document

B 4.3 Collection rate: more than 50% of the customers who have water
supply directly (about 14,000

Since the Tariff Structure became effective from August 2008, the first
bill-printing, distribution and collection were started in the middle of
September. Table 3-8 shows Collection rate® from September 2008 to April
2009. The average of collection rate remains under 10%. In the month of

* Collection rate is calculated by dividing the Water Payment by the Printed Water Charges.
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March and April, the bill printing was delayed due to the customer data
correction work. At the point of the mid-term review, preparation for the billing
of May 2008 is currently being undertaken.

Table3-8: Coliection rate of water tariff billing (Sep.2008-Apr.2009)

. Sep Qct | Nov. | Dec Jan | Feb
Commercial 317 54.8 28.2 27.1 9.8 35.7
Domestic 0.9 2.0 1.7 2.0 1.4 1.9
Govt & Inst 33.1 5.6 83.7 54.6 2.7 2.6
Others 53.3 17.2 1.5 0 87.4 2.3
Average 6.8 9.5 8.9 7.3 4.4 13.9

Source: Revenue Report and Billing Statistics

Under Output 5, installation of 300 meters for both industrial and domestic
users at the selected area shall be implemented in order to figure out the
amount of water usage and fo conduct the volumetric bill collection on a frial
basis. With the aim of educating the personnel on the meter reading works,
training on meter reading and meters maintenance for bill attendants and
plumbers wilt be conducted at the target sites. Activities under Output 5 have
just started since May 2009.

B 5.1 About 300 industrial, commercial and private customers in the pilot
area participate in the meetings on water metering.

in May 20089, first meetings on water metering were heid in Makadara shehia.
Atotal of 155 households have agreed to install water meters in their houses
and to be charged on the volumetric basis measured by the installed water

meters.

| 5.2 Number of wafer meters installed (about 300 industrial, commercial
and private customers in the pifot area).

Activities have not been conducted yet.

8 5.3 Atleast 20 staff members have been frained in meter reading and
related work by [month], 200*.

Aiming at clarification of the duties of the bill attendants and plumbers of
ZAWA in regard to the water meter reading , trainig for the meter reading

16
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works was conducted twice in the beginning of May 2009.

Table3-9 :Achievment of Meter Reading Trainin

Training: | Number of: .. Target group Target | Achievement status
date-. [ "Participants’ s _ :
4" May 22 Credit Control(inc. Bill 20 110%
2009 atendant), Customer
Service(ine. Plumbler)
5" May 19 Credit Control(inc. Bill 20 5%
2009 atendant), Customer
Service(inc.Plumbler)

Source: Project Doccument

B 5.4 ZAWA staff members have monthly visited the about 300 industrial,
commercial and private customers in the pilot area to read their meters
during Six consecutive months.

Acvtivities have not been conducted yet.

3-4 Achievement of the Project Purpose

Water 1ariff billing and collection system of ZAWA is established to the satisfaction

of its customers.

The results of ‘Water Users Census 2008’ show that the level of customer
satisfaction with the water supply is very low. This is because most of the
infrastructure is old and is associated with high frequency of leaks, bursts
and low water pressure. Needless to say, to ensure the achievement of the
Project Purpose, a stable water supply as a pre-condition of the Project
should be secured. Anocther factor of the low revenue from the tariff
collection is an insufficient number of bill attendanis to carry out the
door-to-door delivery. Accordingly, a problem analysis was conducted by the
Experts, and a draft of ‘Action Plan on Improvement of Billing &Tariff
Collection’ was proposed to the management of ZAWA in order to tackle the

problems and efficiency conduct of the tariff collection.

B [ncrease of the cusiomers satisfaction

The census on water users was conducted by ZAWA in collaboration with
the Office of Chief Government Statistician in March 2008. The results of the

census show that only 21% of the households are satisfied with the wat
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service and 19% are satisfied with the water pressure. Another Customer
Satisfaction Research was undertaken under the PR activity in April 2009,
targeting 55 households in 6 shehias selected randomly, and reporied that
only 40% of the customers show satisfaction with ZAWA's water services.

B /ncrease of the revenue of fariff collection

The Water Regulations (amendment) of 2008 took effect in August 2008, the
first bill collection was started in the middle of September 2008. Table 3-10
shows the domestic tariff collection from September 2008 to April 2009. The
reasons of the sales revenue decrease in March and Aprif are; a total of 24
aged pumps had stopped in Ungja island since February but recovered at
the end of March, and the bill printing was delayed due to the customer data
correction work. At the point of mid-term review, preparation for billing of
May is currently being undertaken.

Table 3-10: Tariff Collection Revenue: Sep.2008-Apr.2009 (Thousand Tshs)

Sep. Qct.. | Nov Déc | dJan Feb Mar Apr May
Commercial | 15,462 | 23,308 | 17,158 | 11,134 | 12,349 | 48,110 | 35255 | 18,170 | 33,994
Domestic 2422 | 4942 | 3884 | 4864 3,101 | 4354 2235| 1,309 | 4,293
Govt & Inst 2,800 5741 6,300 ] 5101 266 375 360 | 1,800 | 6,450
Others 160 60 9 - 108 15 - 10 28
Total 20,764 | 28,884 | 27,352 | 21,200 | 15,825 | 52,854 | 37,850 | 21,389 | 44,765

Source: ZAWA Revenue Report

3-5 Issues Concerning Project Implementation Process

Communication between the Experts and CPs has heen goad on the whole. CPs
have been closely working together with the Experts and have well discussed
the technical challenges and problems in the daily operation with them. In order
to monitor the progress, they have had weekly project team meetings, called
‘JICA meeting’ among ZAWA staff. However, PDM was not properly utilized as a
monitoring and management tool. Accordingly, the achievement assessment
based on the indicators in PDM was carried out only once in 2008. It appeared
that regular discussion based on the PDM should have been conducted to clarify
the timeframe of remaining activities and overall achievement status of the
Project. ’

18
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From the Japanese side, a monitoring mission was dispatched in November
2008 to a monitor progress of the Project and to provide some technical
guidance. As a result of the monttoring conducted in November 2008 by JICA,
JICA decided to increase the input such as experts in business administration for
further improvement of the Project Outcomes.

According to the interviews with CPs, the transferred skilis and knowledge from

the Japanese Experts have been appropriate and have met their technical needs.

On the other hand, strong intensions were expressed from CPs to receive a
technical assistance on the business administration and the leakage control to
improve water service of ZAWA.
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4. Evaluation Results by the Five Evaluation Criteria

4.1 Relevance

The Project’s relevance is excellent (A) vis-a-vis the national policies of water
sector, the needs of the target group, and the ODA policy of Japan®.

The Project Purpose of enhancement of the water supply management of ZAWA
is consistent with the 'Zanzibar Vision 2020', the national development policies of
Zanzibar which aimed at strengthening of the efficient water supply and
management systems that will ensure a reliable water supply, establishment of
an effective water tariff billing and a timely revenue collection system for all water
users. Moreover, ZAWA is a body corporate established by the Water Act No.4 of
2006 as recommended by the Zanzibar National Water Policy 2004. The Act
gives ZAWA enough powers to operate and effectively carry out its mandate
functions.

Project’s contents are coherent with the Japanese ‘Country Assistance
Programme for Tanzania', in which a focus is placed on capacity development of
the water supply management and provision of safe water.

Moreover, The Project was aimed to respond to the needs of ZAWA by
identifying its staff as the main target group. The selection of the target group
was appropriate because the improvement of the water supply services would
not have been possible if their skills and knowledge in this sector had not been
upgraded considerably. Many of the Project's participants found the Project's
inputs and activities useful and helpful for their work in water supply service
delivery and administration.

4.2 Effectiveness

The effectiveness of the Project is good (B)

The Project has been working towards the improvement of not only the water
charge collection but aiso the customer services of ZAWA. However, as
mentioned in the 3-4, the achievement of the Project Purpose was affected by
some negative factors. One of the inhibiting factors which may have undermined

* Through the discussion among the Team, the results of 5 evaluation criteria were rated by Excellent(A), Good(B),
Fair(C), Unsatisfactory (D)
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the achievement of the Project Purpose was the insufficient water supply which
causes unwillingness of customers to pay their water tariff, and insufficient bill
delivery which leads to a relatively siow distribution of the bills in the whole island.
Therefore, application of the improved knowledge and skills in water tariff billing
is still at an early stage for ZAWA staff, which makes it difficult to assess its
effectiveness.

It is rather difficult to evaluate to what extent Output 1 contributed to the
achievement of the Project Purpose. More time is needed for the business
mindset of ZAWA siaff to be ingrained. However, it has been considered that the
other outputs have directly contributed to the Project Purpose and that the
Project.

4.3 Efficiency

The Project’s Efficiency is fair (C), considering the conducted activities of each
Quiput and the planned inputs. A transfer of technology has been made
considerably through the day-to-day activities and various training. The ZAWA
counterparts have improved their skills and knowledge in their respective
technical areas. However, according to CPs' response to the questionnaire
survey, the expertise of Japanese Experts was considered insufficient especially
in the commercial aspects such as the business administration. Accordingly,
JICA has dispatched Experts additionally to give advice and guidance on
improvement of business administration and water service of ZAWA since June
2009. The equipment provided by the Project has been effectively utilized at the
time of the mid-term review.

All the implementation and management responsibilities of the water tariff billing
have been transferred to ZAWA, however, necessary equipment and machinery
have not yet been procured to conduct tariff billing efficiently. For example,
currently only 11 permanent bill attendants distribute more than 60,000 bills on
their foot or public transportation because ZAWA owns only 2 cars and 7
motorbikes that are shared with hundreds of staff. Moreover, ZAWA's effort fo
secure the revenue for further improvement of the aged water facilities is
commendable but not yet reached sufficient level.

A

e
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4.4 impact
The Impact of the project is good (B).

Due to ambiguity of the initial indicator to judge the achievement of the Overall
Goal, it is difficult to measure the iikelihood of the Overall Goal achievement at
the time of the mid-term review. Accordingly, dissucution among the Project
team was carried out about an appropriate level of achievement at the point of
2015, and conclued that at least 50% of Operation Costs should be coverd by
the Revenue, excluding government subsidies, earned by ZAWA. Based of the
above definition, currently 18% of the Operation Cost is coverd by the Revenue
of water tariff collection in FY 2008. ZAWA Income Statement of FY2007/2008 is
shown in table 4-1 below. It is estimated that the target will be achieved if the
tariff will have been collected from 15,000 households additionaly, which is worth
a number of households connecting from ZAWA in Urban West Region as of
April 2008.

Tabled-1: ZAWA Income Statement FY2007/2008 (million Tshs)

Production Operation Costs Depreciation Revenue Y%
Costs Payroll General Expenses (excluding {Revenue/
(Electricity) &related Administrative Subvention) [ Operational
Expenses Expenses Cost)
1,756 1,083 1,222 4,436 M7 18%

Source: ZAWA Board of Directors’ Report and Financial Statements

A positive impact was reported by ZAWA counterparts that ZAWA has become
known as an authority which installed updated software for effective bill
collection. A lot of university students and institution staffs have visited ZAWA to
learn the customer administration system such as billing, payroll, accounting and
relevant databases. This is also a result of the PR activities especially, radio and
TV, which introduced ZAWA's activities to the whole country.

There was no negative impact recognized so far during the Project.
4.5 Sustainability

Sustainability of the Project after the completion of the Project is fair (C) based
on the assessment from (1) the policy aspect, (2) the organizational and financial
aspect and (3) the technical aspect.

22
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» Policy Aspect: According to the

RTEH

'‘Zanzibar Vision 2020', Zanzibar
Government has focused on the efforts to strengthen the efficient water
supply and management systems that will ensure reliabie water supply, an
effective water tariff billing and timely revenue collection for all water users.
The Team concluded that political support and commitment in ZAWA's water

supply management is high.

Organizational and Financial Aspect: ZAWA is an Authority established in
2006, based on the Water Act of 2006, with the mandate to manage water in
Zanzibar. 1t was observed that ZAWA has a number of committed,
competent and experienced staff. However, ZAWA is faced with issues of
overstaffing, limited qualified siaff and high percentage of ageing staff. it was
estimated that more than 60% of empioyees are unskilled, giving negative
impacts on productivity®. Furthermore, interview undertaken with ZAWA
counterparts confirmed that ZAWA faces the challenges of the limited
numbers of equipment and machinery, especially means of transport such
as cars and motorbikes.

Since ZAWA was established as a parastatal organization in 2006 and
started to collect revenue from water billing in 2008, it largely depends on
subsidies of government. Table 4-2 beiow is the breakdown of ZAWA
Revenue, and shows that the sales of water accounts for only 9% of the totat
revenue in FY2007/2008. However ZAWA has a legal basis for charging
domestic customers, the collection rate remains under 2% as of February
2009. To tackle the low collection revenue from the customers, ZAWA is
going to undertake the disconnection as consequence of non-payment from
this month.

Table4-2: ZAWA Revenue Breakdown FY2007/2008 (million Tshs)

Sales of Water | Marketing Craft Service Water Electricity Subvention
Services Application Subsidies
Fee
356(8%) 0.7(0%) 2(0%) 58(2%) 1,755(43%) | 1,606(46%)

Source: ZAWA Board of Directors' Report and Financial Statements

ARFHE LK —

» Technical Aspect: ZAWA counterparts and other engineers have been
applying the introduced skills and knowledge in the daily operation since

3 Refer to “ZAWA Strategic Plan 2008-2013"
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those skills and knowledge meet their needs to fulfil their functions. The pilot
project is currently undertaken, and intended to be a model for extending
areas where water charge collections will be conducted successfully while
satisfying water needs of customers. However, for further application of the
technical Project Outputs beyond the pilot project area, they still need to
have close supervision, on-and-off technical guidance. Furthermore, in order
to improve water supply in the future, the non-revenue-water management
including measures against water-theft is expected to be implemented in the
whole areas.

4.6 Conclusion of Evaluation

Overall, the Project activities have been working effectively towards the
improvement of not only the water charge collection but also the customer
services of ZAWA, and the technical capacity of ZAWA staff members has been
gradually enhanced as a result of the efforts to carry out the activities as planned.
There is, however, a lot of room for improvement to provide water services to
meet customer demands for water.

Regarding the evaluation by 5 criteria, the relevance of the Project in the overall
context of the water sector in Zanzibar is high. In terms of the effectiveness, the
Project is on the right track to achieve its Purpose of the strengthening the water
tariff billing and collection system. On the other hand, the necessary equipment
and machinery have not yet been procured to conduct tariff billing efficiently.
There also continues to be some concern on financial sustainability, given the
fact that the major part of ZAWA's revenue comes from the central government.

For the remaining period of the Project, which is approximately one year and a
half, areas where additional efforts are necessary to achieve the Qutputs and
Purpose of the Project are to be identified and discussed further between the
Experts and ZAWA sides. In order to achieve the Project Purpose, there shouid
be more concerted efforts on both sides to create a tariff billing and water charge
collection model in the pilot project area among others. Specific
recommendations are presented in the chapter 5.
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5. Recommendations

5.1 Management Issues

(1) Revisions and utilization of PDM and PO

PDM is a management tool of JICA's technical cooperation to design, monitor
and evaluate a project. All the stakeholders of the project in both the Zanzibar
and Japanese sides should clearly recognize and understand the contents of
PDM and share the same ideas of what should be done and achieved in the
Project.

The original PDM has been considered necessary to be revised so as to attain
the project purpose efficiently and make it clearer what should be achieved for
the outputs and purpocse of the Project. The joint mid-term review Team
recommends the revision of the PDM as attached herewith as Annex4.

Plan of Operation (PO) for the Project should be described in more details in
terms of activities along with implementing schedules so that the CPs of ZAWA,
JICA Experts and other people concerned can clearly understand what to do in
the Project in due course. The revision of the PO should be made as soon as
possible.

(2) More detailed implementation plan of the pilot project

The pilot project is intended to be a model for extending areas where water
charge collections will be conducted successfully while satisfying water needs of
customers. Almost all the necessary substances of the Project are supposed to
have been reflected on the design of the pilot project.

The general ideas and design of the pilot project are-already shared among the
Experts and the CPs. However, a more detailed implementation plan of the pilot
project should be made and shared by them as early as possible in order to
execute it efficiently and effectively.

5.2Technical Issues

(1) Reduction of non-revenue water especially in end-distribution network

In order to improve water supply services of water utilities with aged and
corroded waterworks facilities, the measure that ZAWA has to take first should
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be rehabilitation of end-distribution-networks where more than 90 percent of
leakage exists. When the on-going Zanzibar urban water supply development
project of the Japanese grant aid finishes, underlying leaks on
end-distribution-networks may become visible along with an increase in water
pressure. Especially, leakage control measures as are often called the second
water resources are very effective for ZAWA with scarce water resources.

Since an improvement of water supply services is crucial for an improvement of
a water tariff collection rate, all the leaks found in the pilot project area set by the
Project should be repaired as soon as possible. Furthermore, in the future
non-revenue water management including measures against water-theft should
be implemented in the whole areas.

(2) Dissemination of customer meters

In order to collect water tariffs with fairness, customer meters must be installed.
Installation of meters is very effective as one of water saving measures
especially for ZAWA with scarce water resources, because customers
consuming metered water tend to save more water than flat-rate customers.
Many correct statistical data necessary for improving management of water
utilities can be acquired by measuring consumption.

Since the spread of metered customers is a cost-effective policy for ZAWA, it is
recommended {o install meters in other areas when expanding the pilot project
area. The following should be considered in installing meters: (i) to avoid using
inferior meters, (i) to use correct meters, (i) to install a meter near the
borderline between the public road and the private land for easy reading, (iv) to
set the meter level when installing for correct measuring, and (v) to impose a
duty of a periodical meter change of about ten years.

(3) Measures for easier payment and efficient bill delivery

If is important to lay out a situation for easy payment feelings of customers in
order to improve a tariff collection rate. Although there are two stations for
receiving water tariffs at present, one head office and one mobile station, those
are not enough yet.

Business hours of customer windows at the head office on weekdays from
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8:00am to 3:30pm should be extended. Then, it is recommended to make a
study on adoption of a bank/post-office transfer system due to its
cost-effectiveness and convenience, while a plan of additional establishment of
customer offices has to be drawri up by ZAWA.

Due to the existing inadequate bill delivery mechanism conducted mainly by bil
attendants, the Team recommends to ZAWA to conduct a study on possible
alternative options of bill delivery mechanism that will be practically possible and
cost effective such as outsourcing, e-mailing, SMS, postal services etc.

(4) Appropriate measures for disconnection

An appreciable effect is highly expected for improving a water collection rate, if
ZAWA disconnects a water supply when a customer doesn't pay water tariffs.
However, considering the customer’s various reasons, the following should be
considered upon disconnection: Firstly, disconnection should be conducted at
least one to three months later after the non-payment takes place, because tap
water is a commodity for people to spend their daily lives. Secondly,
considering the present circumstances that there is no stop valve on service
pipes near the customer’s house, disconnection by an easy method will cause a
leak in the future. On the contrary, disconnection by a complex method really
costs. ’

Then, in order to solve the problems mentioned above, the following method is
recommended to be tried in the pilot project area; to install a stop valve upstream
the disconnection part of the service pipes upon disconnection and impose on
the non-payment customer the obligation that he should install a meter
downstream the stop valve when he want to reconnect the service pipes. This
method will be surely effective for an improvement of a water tariff collection rate
and spread of water meters.

(5) Improvement of piping skills

Replacement of pipelines is very effeciive for reduction of leakage. However,
sloppy piping causes not only leaks but also wasteful expenditures in the future.
Therefore, plumbers’ skills and site managers’ technologies should be upgraded.
Since plumbing of service pipes is often implemented in this project as part of
complaint handling, plumbers of the Commerciai & Customer Service
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Department are to be trained first for enhancement of their skills. Then, fraining
and a qualification system targeting technical staff of the Technical Department
and site managers of contractors are to be introduced. in the future.
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Annex-1 List of the Personnel Interviewed .

(1) The Japanese side

<Experts>

1 Norihisa TAOKA
2 Shunsaku UENO
3 Victor Kupriyanov
4  Nobuyuki AOKI

5 Toru SUETAKE

(2) The Tanzanian side

<Officials of ZAWA>

1  Mr. Hemed S. Hemed
2  Mr. Ayoub M. Mahmoud
3  Mr. AliT. Mchamed

4  Ms. Asma Ameir

5  Mr. Omar A. Yussuf

6 Mr. Hafidh Suleiman

7 Mr. Maulid K. Haji

8 Ms. Hasna Attal Masoud

9 Ms. Rukia Masheko

Chief Adviser /Customer Services1
Customer Services2

Tariff Collection

Community Facilitation/Public Relations

Community Facilitation/Public Relations

Director Generai

Director, Financial & Administrative Department

Chief Accountant, Financial & Administrative Department
Human Resource Officer, Financial & Administrative
Department

Director, Commercial Department

Customer Care Officer, Commercial and Customer
Services Department

Credit Control Officer, Commercial and Customer Services
Department

Customer Database Officer, Commercial and Customer
Services Department

Water Production Officer, Technical Department
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Qutput 4 :
ZAWA's staff is conversant with practical works pertaining to
collection and handiing ¢laims.

ng, tariff

[indicators]

4-1Manual on billing and tarlff collection prepared
4-2Manual on handling claims prepared.

4-3Frequency of training carried aut and number of the
tralnees participated on billing and tariff cellection (30 staffs}
4-4Frequency of training carried out and number of the
trainees participated on handling claims (30 staffs)
4-5Collection rate {50% of the customers which have water
supply directly (14, 000) )

Project document
Accounting data of ZAWA
Manuals

Experis, CPs

8ill atlendants

Document review

Questionnaire,Interview

rovided by the Thai government been carried aut as planned?

Cutput5 : [indicators] Project document Documant review
A monitoring system of water consumption for the customers is established. 5-1Numbers of meetings held with Industry/commarciat Manuals Questionnaire, Interview
customers (230 Industrial and commerclal customars) Experts, CPs
5-2Numbers of water meters instalied (230 Industriai and
commercial customers and 100 domestic customers)
5-3Record of visits for meter reading {330 metersimonth)
§-4Manuals on meter reading and ralated works prepared
5-5Numbers of frainees on meter reading and refated work
(20 staff)
Have the Japanese experts, the equipment and supplies and the training Input record Experts, CPs Questionnaire, Interview
Achievement of the activities in Japan which provided by JICA Project been carried out as planned?
‘Input’ Have the assignment of personnel, buildings, facilities and expenses which Input record Experis, CPs Questionnaire,Interview

2. _p.._n_.mzmz._.bq._Oz PROCESS

.Toples.

Main-question

m_.__u.ocmmzo_w,_m

_:mo__.:mzo:iam to be n.om_mama

‘Data Source

© :i Means

Main-question’

Needs

., . Sub-Questions

Do the Project objectives match 5.@ needs of target areas or soclety?

M_zaﬂsm:n:au.m to be collected

© Data Source’

Project document

. Have the "Activities” of the Project baen implamented as planned threughout the  1Progress of tha "Activities",contributing and Impeding fastors {Project document Document review
Activi Project period? ? Expetts, CPs Interview
Were there any echallenges In the Project management ? Monitoring system, process of decision making, Trouble IProject document Document review
Project Management shooting mechanism and its funcion Experts, CPs Questionnaire, Interview
IMPLEME Was there any probtem in the process of transfer of technology from the Process and contents of fransferred tachnology, Experts, CPs Document review
NTATION |Transfar fo Technology | japanese experis? communication between Experts and CPs Questionnaire, Inferview
PROCESS
Extent of ownership by CPs CPs' Contribution, Dagree of Particlpation and Trend of Experts, CPs, Questionnaire, Interview
Ouwmership behavior !
Were there any echallenges in the Project Implementation prosess? conltlbuting and impeding factors Experts, CPs,Bill atiendants |Questionnaire, Interview
Others
3.RELEVANCE

Target group

Neatls of water seclor in Zanzibar Document review
. cp Intarview
Do the Project objectives  match the needs of targat group? Nestls of the target group Project document Document review

Interview
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IMPACT

Causality Would the achievement of the overall goal result from the project purpose? Achievement, Effect of Important Assumptions, contributing  [Experis, CPs Questionnalre, interview
and Impeding factors
Are there any positive and negative impaets except for the Overall Goals? Examples Experis, CPs Questionnaire, Interview
Positiva or nagative
Impacts Are there any positive and negative Impacts except for the Overall Goals? Examples Experts, CPs Questionnaire, Interview

SUSTAINA
BILITY

7. SUSTANABILITY

Main-question

Sub-Questions

._smnqamzo:“.aﬁm te be collected

Data Source

i Means

Patitical and insfitutionat | ¥Vill the political support by the Tanzanian govemment for water supply Policy and m__.wae. of the Nm:nocmﬁ_.z.ma Government policy Document review

aspecis management continue after the end of the Project? Exparts, CPs Questionnaire, interview
Does the ZAWA has capacity to continue fs water supply management after the {ZAWA's mission and positlon, staffing and budget, neiwork  |Experts, CPs CQuesticnnaire, inferview
Project? ith rel !

Organizationall i} with related agencies

Financial aspacts Will sufficiant budget measures be faken by the Tanzanian Govarnment to Budget allocation of ZAWA Experts, CPs Questionnalre, interview
enhance ZAWA's water supply management? Accounting data of ZAWA
Are the Introduced skill and methods being accepted for ZAWA? Utilization status and parception of Infroduced methods. Experts, CPs Questionnalre, interview

Technalogy and manuals

Technical aspects

Are fhe equipment provided by the Projest actively utllized and maintained? Utilization status and maintenance of the equipment Experts, CPs Questionnaire, Interview
Site visit
Others Are there any negative influences on sustainability ? Examples Experts, CPs Questionnaire, Intervisw

8. NEEDS OF MODIFICATION OF THE PDM

Top

MQDIFICA
TION OF
THE PDM

NEEDS OF|Are there any needs to modify the _uu_.sﬁ:m:.m_am samary, activities, indicators, important assumption }?

Main-question

Resllts of achigvernent of the Project
Results of evaluation
Results of discussion betwean ZAWA and Japanese side

Infarmation/data to be collectod
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5. A monitoring system of water 5.1 About 300 industrial, commer.  ind private customers in the pilot area participate 15.1 Minut. wsmmmzmm

consumption of the customners is in the meetings on water metefing. 5.2 The customer database
_ established. 5.2 Number of water meters installed (about 300 industrial, commercial and private 5.3 A log of meter reading activities
o customers in the pilot area). 5.4 Participants lists of the training

~

5.3 At least 20 staff members have been trained in meter reading and related work by
[month], 260*.

5.4 ZAWA staff members have monthly visited the about 300 industrial, commercial and
private customers in the pilot area to read their meters during six consecutive months.

_Am._ [Activities] linputs]
= 1-1 Carry out capacily assessment of ZAWA periodically (at the beginning, mid+term and terminal points of the 1. Japanese Side: {Pre-conditions]
Proiect), 1) Experts
7] 1-2 Facilitate discussion to share ZAWA's institutional issues and visions amona its staff members. - Chief Adviser {Institutions/Water - Reaulations are approved
154 1-3 Examine the oraanizational and human resources structure of ZAWA, Services Administration) and announced.
1-4 Draft a mid-term vision of ZAVA. - Tariff Collection - ZAWA allocates the hudaet
1-5 Draft the rules of conduct of ZAWA staff members. . - Information Technoloav far the Proiect.
1-B Hold seminars for ZAWA staff members on the mid-term vision and nyles of conduct. - Customer Services
1-7 Assist each department and section to develop their job-descriptions. - Community Facifitation
1-8 Hold annual review meetings on ZAWA's performance every vear. . 2) Equioment
2-1 Carrv out baseline survevs in order to understand customers' satisfaction and willingness-to-pav. - A vehicle
2-2 Obtain the existina maoning data and mark the locations of water suonlv facilities and buildinus on the maps. - Devices for customer administration
2-3 Desian customers' information formats (inc. names of the customers, purposes of usage. tvpes of water sunply system
facilities. and number of household members). {Cther eauioment and machinerv will
2-4 Prepare the manual for and train the siaff members in customer administration svstem. be mutually aareed during the project
2-5 Collect information of the customers. locations and types of water supslv facilities. and customers' buildinas and whenever necessitv arises)
houses with the customers' information format. 3 Trainina in Japan, Tanzania and in the
2-6 Maintain and update appropriately a customer administration system. third country
3-1 Prepare ten-vear annual revenue and expenditure estimates of ZAWA.
3-2 Review the tariff table based on annual revenue and expenditure estimates. 2, Zanzibar Side:
3-3 Carry out public refations activities in order to facilitate the customers’ understandina of tariff collection. 1) Counternarts
3-4 Suppoart institutionalization of public kiosk users in order to collect water tariff. - Director
- Manaaer
4-1 Examine the billina and tariff coltection structure, - Counternarts to Japanese Exnerts
4-2 Prepare manuals for and train the staff members in billina and tariff collection. - Secretary
4-3 Prepare manuals for and train the staff members in handlina claims from the customers. 2) Office/Facilities
4-4 Start biflina and tariff collection. and monitor those activities and claims handlina activities reaularly, - Office (within ZAWA's premise)
4-5 Take necessary measures to decrease the number of unpaid customers. - Arrangement of training facllities
3) Required eauipment .
5-1 Carry out public relations activities to commercial and industrial customers and others in order to facilitate the 4) Operational cost for the Proiect
understandina of tariff collection and installina water meters,
5-2 Select the pilot areas for installing water meters in the premises of domestic customers.
5-3 Train the staff members in installina water meters including knowledae about specifications of the meters.
5-4 Install water meters in the premises of commercial and industriat customers, and domestic customers in the pilot
araas
5-8 Prepare manuals for and train the staff members in meter reading including the related works.
56 P ZAWA staff members with on-the-i ining i i i i

n 5 (]

Based on an assumption that annuai tariff collection of Tsh 350 milion can be achieved on condition that all the industrial and commercial customers and 50% of the
private customers who have water supply connections fo their premises pay water tariff,

2 Number of domestic customers who have water supply connections to their premises as of March 2007 (Estimated as 14,000 (30%) of the 47,000 registerad customers)
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4. ZAWA's staff becomes conversant
with practical work pertaining te billing,
tariff collection and claim handling.

4.1 80 % of Bill Atendants correctly understand their duties.
4.2 Increase in ratio of complaints solved

5.A model of tariff collection is 5.1Al1 organized kiosks pay water charges

4,1 Results of Examination
4.2 Management Information System
Monthly Report

5-1 Project Reports

5 established in the pilot project area,
4 5.2Collection rate for domestic customers who were charged by flat rate 5-2 Management Information System
- (Target:60%) Monthly Repart
=
..m 5.3CoHection rate for domestic customers who were charged by volumetric rate 3-3 Management Information System
z (Target :90%) Monthly Report
W& [Activities) [inputs] -Sufficient number of ZAWA

1-1 Carry out capacity assessment of ZAWA periodically (at the beginning, mid-term and terminal points of the
Proiect).

1-2 Facilitate discussion to share ZAWA's mstitutional issues and visions among its staff members.

1-3 Examine the organizational and human resources structure of ZAWA.

1-4 Draft a mid-term vision of ZAWA.

1-5 Draft the rules of conduct of ZAWA staff members.

1-6 Hold seminars for ZAWA staff members on the mid-term vision and rules of conduct.

1-7 Assist each department and section to develop their job-descriptions.

1-8 Hold annual review meetings on ZAW A's performance every vear.

1-9 Hold seminars for ZAWA staff members on the water business accounting and business development

2-1 Caprv out baseline surveys in order to understand customers' satisfaction and willingness-to-pay.

2-2 Obtain the existing mapping data and mark the locations of water supply facilities and buildings on the maps.
2-3 Design customers' information formats (inc. names of the customers. purposes of usage, tvpes of water supply
facilities, and number of household members).

2-4 Prepare the manual, and train the staff members in customer administration system,

2-5 Collect information of the customers, locations and types of water supply facilities, and customers' buildings and
houses with the customers' information format.

2-6 Maintain and update appropriately a customer administration systent.

3-1 Prepare ten-vear annual revenue and expenditure estimates of ZAWA.

3-2 Review the tariff table based on annual revenue and expenditure estimates,

3-3 Carrv out public relations activities in order to facilitate the customers' understanding of tatiff collection.
3-4 Support institutionalization of public kiosk users in order to collect water tariff,

4.1 Examine the billing and tariff collection structure.

4-2 Prepare manuals, and train the staff members in billing and tariff collection.

4.3 Prepare manuals, and train the staff members in handling claims from the customers.

4-4 Start billing and taniff collection, and monitor those activities and claims handling activities regularly.
4-5 Take necessary measures to decrease the mumber of unpaid customers.

5-1 Carry out anmouncement of installing water meters, to pay water bill, and penalty to arrears to the customers

5-2 Prepare guidance for the pilot project activities, and train the staff members
5-3 Carry out customers confirmation survey and update the customer database

5-4 Train the stafl members in installing and maintenance of water meters

1. Japanese Side:

1) Experts

- Chief Adviser (Tustitutions/Water
Services Administration)

- Tariff Collection

- Information Technology

- Custorner Services

- Community Facilitation

- Water Supply Management

- Water Business Development

23 Equipment

- Vehicle, Mobile Counter, Bikes

- Devices for customer administration
Svystem

(Other equipment and machinery will
be mutually agreed during the project
whenever necessity arises)

3) Training in Japan, Tanzania and in
third conntry

2. Zanzibar Side:

1) Cownterparts

- Director

- Manager

- Counterparts to Japanese Experts
- Secretary

2) Office/Faciliies

- Office (within ZAWA's premise)
- Arrangement of fraining facilities
3) Required equipment

4) Operational cost for the Project

staff enroll to the customer
services and billing

[Pre-conditions)
- Regulations are approved
and announced.
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Annex-5 Plan of Operations (PO)

_
‘ 2008 | 2009 | 2010
a7 FY2008 FY2009 FY2010
[0

1/4 | 2/4 34 4 44 1/4 24 | 3/4 | 414 1/4 | 24 | 3/4 | 44

-2 Facilitate discussion to share ZAWA's institutionatl issues and visions among its staff members.
-3 Examine the organizational and human resources structure ofZAWA.

-4 Diraft a mid-term visicn of ZAWA,

-5 Draft the nules of conduct of ZAWA staff members.

6 Hold seminars for ZAWA staff members on the mid-term vision and rules of conduct,

"Activities] 123]4 55678090 wumnfi234s¢6789wnmiuls 234356732 09euwnin
-1 Carry out capacity assessment ofZAWA periodicatly (at the beginning, mid-tem and terminat points of the Praject). . .

1

1

-7 Assist each department and section to develop their job-descriptions.
1-8 Hold annnal review meetings on ZAWA's performance every year. h E

2-1 Carry out bascline surveys in order to understand customters' satisfaction and willingness-to-pay.
2-2 Obtain the existing mapping data and mark the focations of water supply fucilities and buildings on the maps. ' ' n

2-3 Design customers' information formats (fnc. names of the customers, purposes of usage, types of water supply facilities, and number of
ﬂwoawnwaa menbers),

2-4 Prepare the manual for asd train the staff members in enstomer administration system,

2-5 Collect information of the customers, locations and types of water supply facilities, and customers’ buildings and houses with the customers'
{information format.

2-6 Maintain and update appropriately a customer administration system.

3-1 Prepare ten-year annual revenue and expenditere estimates ofZAWA.

3-2 Review the tariff tnble based on annual revenue and expenditure estimates.

3-3 Carry eut public relations activities in order to facilitate the customers understanding of tariff collection,
3-4 Support institutionalization of publio kiosk users in order to collect water tariff.

4-1 Examine the billing and tariff collection struchire.

4-2 Prepare manvals for and train the staff members in billing and tariff collection,

_|4-3 Prepare manuals for and train the staff members in handling claims from the cnstomers,

4-4 Start biHling and tariff colection, and monitor those activities and claims handling activities regularly.
4-5 Take necessary measures to decrease the number of unpaid customers.

5-1 Carty out public relations activities to commercial and industrial customers and others in order to facilitate the understanding of {ariff collection
and installing water meters.

5-2 Select the pilot areas for installing water meters in the premises of domestic customers.

5-3 Train the staff members in installing water meters including knowledge about specifications of the meters.

5-4 Install water raeters in the premises of commercial and industrial customers, and domestic cnstomers in the pilot arcas.
5-5 Prepare manuals for and train the staff members in meter reading including the related works.

5-6 Provide ZAWA staff members with on-the-job training in reading water metets of the customers specified in 5-2 above.
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Annex-6 List of Japanese Experts

1| Mr. Norihisa TAOKA Chief Adviser/CustomerServices 9.07 4.80

2| Mr. Shusaku UENO Customer Services 2 7.53 8.21

31 Mr. Victor KUPRIYANOV | Tariff Collection 6.70 5.60

4 | Mr. Nobuyuki AOKI} Community Facilitation/Public | 5.30 5.00
Relations 1

Wo Mr. Toru SUETAKE Community Facilitation/Public | 0.00 3.83
Relations 2

6 \Mr. Satoru ONUKI Coordinator 4.00 2.00
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Annex-T List of Equipment provided under the Project

Photocopy Modern Computer
Machine Center Ltd Installed
2 5 | Modern Computer
GPS Canter Lid Installed
3 | Server Server PC 1
Microsoft SQI. Server Modern Computer
(Access) 1| Canter Lid P instaied
Windows Network 1
Licenses
4 PC for account 2 | SCI(Tanzania)
- PC for Customer 4 | Limited
Service 1
) PC for GIS 7
PC &.Printer UPS 1 Iinstalled
Printer 7
Microsoft office 2
: Antivirus
51 o1 o 4 | Modern Computer
Bill Printer Canter Ltd Installed
- B . 1 OIKOS Tanzania
PerfectBill Limited Installed
1 PC for Cashier 2
PC for GIS 1
PC for account 1
PC & Printer Printer for GIS 1 Modern Computer installed
X Canter Ltd
Printer for account 1
Printer for cashier 1
Printer for billing 1
2 Cancel
o~
3 GIS softwar ArcGIS ArcView9. 1 ERC (Environmental
S0 © 2singleuselicense Resources Installed | -
' Consultancy)
4 Account software Sage Pastel Evolution L CCTL(Cgmputer Installed
Corporation
of Tanzania Limited)
5 | Payroll 1 | NPK Technologies
Aruti Ltd. Installed




Annex-8 Local Expenses Covered by Japanese Side
L

Tl L R —

____m—
4o
z Local employment , 171,341
u :
o :
e Consumables 1,124574
infand Transportation for Experts and C/P 1,052,549
Documents/materials Preparation 1,640,628
Communication 135,205
Training 337,355
Procurement of Equipment 8,823,000
Procurement of Local Consuitants 8,317,000
Total 21,601,652

K
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Annex-9 List of Assignments and Personnel

Mr. Hemed Salim Hemed

T

Director General

2 Mr. Ayoub M. Mahmoud Director, Financial & Administrative Department

3 Mr. Ali T. Mohamed Chief Accountant, Financial & Administrative Department

4 Ms. Asma Ameir Human Resource Officer, Financial & Administrative
Department

5 Mr. Omar A. Yussuf Director, Commercial and Customer Services Department

6 Mr. Hafidh Suleiman Customer Care Officer, Commercial and Customer Services
Department

7 Mr. Maulid K. Haji Credit Control Officer, Commercial-and Ct;:stomer Services
Department

8 Ms. Hasna'Attai Masoud Customer Database Officer, Commercial and Customer
Services Depariment

9 Ms. Ru:ki'_é‘ Mgg,_hekp Water Productioﬁ Officer, Technical Dep-al.'f.men‘_t

10 | Mr. Mphammad Vllyasa Planning & Design Officer, Technical Department

11 PR Officer

Ms. Arﬁina A Daudy
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Annex-10 Local Expenses Covered by Zanzibar Side

(Tsh Thousand)

Salaries, etc. for Zanzibar side Counterpart 48,785 |
Personnel

Pre-printing of bill and receipt 40,500

PR 161,676

Total 345,075




butput 1
Business mindset of a parastatal organization is ingrained in the siaff of ZAWA.
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Annex-11 Achievement of the Project Activities

As of May-2009

1-1 Carry out capacity assessment
of ZAWA periodically (at the
beginning, mid-term and terminat
points of the Project).

Capacity assessment for ZAWA staff was conducted.

1-2 Facilitate discussion to share
ZAWA's institutional issues and
visions amoeng its staff members.

Discussion on the Strategic Business Plan was carried out, and the
Plan was issued in June 2008.

100%

1-3 Examine the corganizational and
human rescurces structure of
ZAWA,

ZAWA organization structure was examined during the Strategic
Business plan preparation

100%

1-4 Draft a mid-term vision of ZAWA,.

A Sirategic Business Plan of ZAWA was prepared supported by thel
UN Habitat. This Plan envisions management strategies of ZAWA
in the coming five years, and is placed as a Mid-term Vision.
During the preparation period, the Expert Team assisted the work.

100%

1-5 Draft the rules of conduct of
ZAWA siaif.members.

A draft of Code of Conduct for ZAWA siaff was prepared and
finalized after consultation with the ZAWA management.

100%

1-6 Hold seminars for ZAWA staff]
members on the mid-term vision and
rutes of conduct.

Seminars were carried out in order to share and understand the
established Vision, Mission, Motto among the ZAWA staff.
Seminars were carried out in order o share the contents of Code
of Conduct and understand the proper behaviours as the ZAWA
staff.

100%

1-7 Assist each department and
section to develop their|
job-descriptions.

The existing organization structure and role of each section of
ZAWA were reviewed, and preparafion of job descriptions for all
sections was done. This job descriptions covers duties of all
positions. The final draft was submitted to the Board of Directors
and will be an authorized internal document when approved.

100%

1-8 Hold annual review meetings on
ZAWA's performance every year.

N/A (scheduled in 2008)

2-1 Carry out baseline surveys in
order to undersiand customers'
satisfaction and willingness-te-pay.

A customer survey was carried ouf with the assistance of the Office
of the Chief Government Statistician (CCGS), and the result was
input into the customer administration system. Information of about
60,000 customers was input in the database. Also, the customer|
survey analysis report was prepared. It showed that 82% of the
resident in the target area (Urban, West) have willingness to pay
for water if water is available, and 27% think that a water rate of
2,000-3,000 Tsh/month is relevant.

100%

2-2 Obtain the existing mapping data
and mark the locations of water
supply facilities and buildings on the
maps.

A copy of digital map of Pemba and Unguja was obtained from
FINNIDA who works for the Dept of Survey and Urban Planning,
MWCEL. Training for operating GIS software has been carried out
and inputting various data of water supply facilities is on going as a
series of OJT.

20%

2-3 Design customers' information
formats (inc. names of the
customers, purposes of usage, fypes
of water supply facilities, and
number of household members).

Customers’ information format was designed and data were
entered into database,

100%

2-4 Prepare the manual for and train
the staff members
administration system.

in customer

An operation manual of the custorner administration system was
prepared by the local consultant.

Various training was implemented by the local consultants. This
includes operation fraining of PerfectBill, Paste! {(account|
software), Aruti (payroll software) and Arc-GIS (GIS software)

75%

26 Collect information of the
customers, locations and types of
water  supply  facilities, and
customers' huildings and houses

Pianned in 2609
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a customer

with the customers’ information
format.
2-6 Maintain and update N

Planned in 2008

appropnately
i

ten—year annuai

A 10-Year Financial Forecast model of ZAWA was developed and

public kiosk users in order o collect
water tariff.

3-1 Prepare 100%
LA and expenditure estimates| \ndated with the data available as of November 2008.
o ) Due to the lack of reliable basic data, accuracy of the forecast
has some limifations, however, the Forecast reveals that having
achieved approximately 60-65% collection, ZAWA will be able to
break even in terms of recovery of the desirable O&M costs.
3-2 Review the tariff table based on|The Water Regulations {(Amendment) 2008 that contain a Tariff] 50%
annual revenue and expenditure|Structure of ZAWA were drafted, agreed upon with the
estimates. management of ZAWA, approved by the Board of Directors in April
2008, and finally approved by the Minister for implementation
across the entire Zanzibar from August 2008.
3-3 Carry out public relations/Conducted PR Activities in this period include; 1}, Public Meetings 70%
activities in order to facilitate thejin all 83 Shehias of Urban West Region, 2). Televising 4 series of]
customers’ understanding of tariff)30min. drama, 3). Distribuiion of flyers and sfickers to the
collection. customers, 4). Printing of 15,000 Customer Service Charters {to be
delivered to customers), and 5). 2min. x 2 radio broadcasting every
Wed.
3-4 Support institutionalization of|About 500 of Potential kiosk sites have been identified out of more 10%

than 2,000 existing public standpipe and confirmed by both ZAWA
and Sheha,

4~1 Examrne “the blHlng and tarlff
collection structure.

preparation.

! ] AER3EE NGIE
Bll!mg and tariff collection structure were exammed before manual

4-2 Prepare manuals for and irain
the staff members in billing and tariff
collection.

Water Tarff Biling & Collection Manual was prepared and all
available Bill Attendants were introduced to thelr responsibilities
including this Manual in August 2008. Those Bill Attendants who
were fransferred later were trained by the Commercial Cirector of]
ZAWA. In total, about 30 Bil! Aftendanis got an introductory
training. In addition, OJT by an experienced AUWSA frainer was
provided to all available Bill Attendants in November 2008 (17 Bill
Attendants).

4-3 Prepare manuals for and train
the staff members in handling claims
from the customers.

In order to share the ZAWA's service delivery standards among the
staff, a Customer Service Manual was prepared. The Manual also
includes the claim handling procedures.

Preliminary training for the cusiomer care officers and the
management staff was conducted in June, The Perfect-Bill Claim
Handling Module was customized fo ZAWA and it is also used as a
claim handling teol.

Customer care activifies are currently implemented according to
these procedures.

in addition, OJT by an experienced AUWSA trainer was provided
to alf available Customer Care Offices/Clerks in November 2008.

100%

4-4 Start billing and tariff coliection,
and monitor those activities and
¢laims handling activities reguiarly.

Started in Septermber 2008.

{improvement
is required)

4-5 Take necessary measures to

Started in May 2009.

decrease the number of unpaid
custome .

industrial customers and others in

OUlpLI5 e
A onitoring ethe*dcustomersr established.
5 ] Carry out publrc relat:ons Started in May 2008.
activities to commercial and

order to facilifate the understanding
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of tariff collection and instaliing water
meters.

5-2 Select the pilot areas for|Started in May 2009. -
installing water meters in thel
premises of domestic customers.
5-3 Train the staff members in|Activity in 2009 . -
installing water meters including
knowiedge about specifications of]
the meters. .
5-4 Install water meters in the|Activity in 2009 -
premises of commercial and
industriai customers, and domestic
customers in the pilot areas.

5-5 Prepare manuals for and trainlActivity in 2009 -
the staff members in meter reading
including the related works.

5-6 Provide ZAWA staff members|Activity in 2009 -
with on-the-job training in reading
water meters of the customers
specified in 5-2 above.

*Achievement ratio was assessed by the Japanese Experis
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