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Foreword 
 
With the development of this Strategic Plan we followed a participative and consultative approach in 
order to ensure full understanding and ownership of the strategic process, our strategic imperatives 
and ultimately to fulfil our mandate which is to provide water and sewerage services to urban areas 
in Lesotho. 
The process of preparing this strategic plan began with the assessment of the current situation 
during November 2014 as documented in the Situational Analysis Report. Strategic planning 
workshops were held between 19 and 26 November 2014, facilitated by Anton Olivier. I take this 
opportunity to thank all WASCO stakeholders for their meaningful contributions to this process.  
WASCO is committed to realising the desired results envisaged in this Strategic Plan for the benefit 
of WASCO and its contribution to the national development goals as set out in Vision 2020, NSDP 
and the Long Term Water & Sanitation Strategic Plan. This Strategic Plan will serve as roadmap for 
the next 5 years and I urge stakeholders to give full effect to the Strategic Plan, so that we can 
make a meaningful contribution towards providing water and sewerage services to customers in 
urban areas of Lesotho. 
All are expected to do their best in ensuring that the agreed upon objectives are achieved. We 
commit to move towards the quarterly measurement, evaluation and reporting of our strategy 
execution progress. This Strategic Plan will eventually form the basis of our performance 
management system.  
 
…………………….………… 
WASCO Chairperson 
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Executive Summary 
The Water and Sewerage Company (WASCO) is a public company established in 2010 through the 
WASCO Act No: 13 of 2010 with the mandate to provide water and sewerage services in urban 
areas of Lesotho. As company it is incorporated under the Companies Act of 1967. 
The WASCO Strategic Plan for the period 2015 to 2020(from 1 April 2015) is a framework that 
outlines the approach and direction that WASCO intends to take in order to improve its performance 
and service delivery. This Plan provides an integrated picture of where WASCO is going over the 
next five years and serves as a communication vehicle for conveying its direction. It will be used to 
demonstrate its focus areas or themes, objectives, projects and the allocation of resources in 
response to its key strategic challenges.  Based on the Balanced Scorecard, this Strategic Plan will 
form the basis for WASCO’s future performance management. 
Workshops: The WASCO Strategic Plan has been compiled through participation by board 
members, executives and managers through workshop sessions. External stakeholders were 
consulted during the situational analysis process. The WASCO Vision is “to be a Sustainable 
Provider of Quality and Reliable Water and Sanitation Services.” 
Its Mission is: “To provide potable water and sanitation servicesto customers in urban and other 
designated areas in Lesothofor socio-economic development and environmental healththrough the 
efficient use of resources” 
The WASCO Core Values agreed upon are:  
Customer-focus, Accountability, Professionalism, Integrity &Teamwork – “CAP-IT” 
If WASCO wishes to achieve its vision, based on its mandate and mission, it has to perform infour 
Strategic Themes viz.:  
• Theme A: Strengthen Governance and Capacity 
• Theme B: Improve Service and Supply 
• Theme C: Optimise Customer and Partner Collaboration 
• Theme D: Ensure Financial Sustainability 

A total of 18 objectives were identified through the consultation process. The hypothesis is that if 
WASCO follows this path, by achieving these 18 objectives covering four Strategic Themes, it will 
realise its vision.  
The WASCO Scorecard is presented in Annexure A and gives more detail to the strategy map. The 
WASCO Scorecard is therefore the detailed strategy and includes: 
• The four Themes; 
• The 18 Objectives with their accountabilities; 
• Performance Indicators (PIs) and Targets for each Objective; 
• Initiatives with their priorities and responsibilities; 
• Cost estimates of all initiatives (expected total cost over the five-year period); and 
• Scheduling of these initiatives over the 5 year period (Year 1 is 2015/16 and startson 1 April 

2015). 
SMART objectives are achieved through initiatives or projects. Initiatives are defined as current 
and future activities or projects WASCO is engaged in to help ensure it meets its performance 
targets as stated in the PIs and Targets for each Objective. Initiatives drive strategic performance 
and are the means by which WASCO will achieve its defined strategic objectives. Note that the 
initiatives included in this five-year Strategic Plan are only the major key projects of strategic 
importance. WASCO should apply its resources towards the highest value projects. Best practice 
project management methodologies are required to manage all strategic initiatives.  

The total strategic budget for this 5 year period is almost M 1.3 billion. The average total annual 
amount required to implement all initiatives in all Themes is almost M 260 million. The total annual 
budgets vary from a minimum of M 86 million in Year 1 to a maximum of almost M 458 million in 
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Years 4 and 5. Strategic Theme B requires the majority (96%) of all funding, as most of the capital 
budget is included in this theme. 
 

 
 

 
 
Strategy execution: Value is created through strategy execution. Therefore, the critical 
implementation issues mentioned should be considered to realise maximum benefit for WASCO. 
These include the institutionalisation of the MERIL-DE cycle – to quarterly Measure, Evaluate, 
Report, Improve and Learn – all around Drive and Engagement. 
 
 

M [000s] Theme Y1 Y2 Y3 Y4 Y5
32 680            A 2 880          4 600          2 500          11 850       10 850         

1 239 750       B 79 750        129 000       148 000      441 000      442 000       
10 650            C 1 130          3 130          2 130          2 380         1 880           
12 700            D 2 260          2 910          2 510          2 510         2 510           

1 295 780     TOTAL 86 020        139 640       155 140      457 740      457 240       
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1 INTRODUCTION 

1.1 WASCO Overview 
 
The Water and Sewerage Company (WASCO) is a public company established in 2010 through the 
WASCO Act No: 13 of 2010 with the mandate to provide water and sewerage services in urban and 
other designated areas of Lesotho.As company it is incorporated under the Companies Act with 
100% shareholding by the Government of Lesotho (GOL). 
At the time of developing this strategic plan at the end of 2014, WASCO is operating in 17 urban 
areas. Some key statistics of WASCO are listed below. 
• Total number of customers served by WASCO in 17 urban areas = 80,000; 
• Total national urban household population = 431,000; 
• Total national urban population served with water = 258,000 (60% of total); 
• Percentage of sites with water connections: 49%; and 
• Percentage of sites with sewer connections: 13%. 
WASCO is still undergoing a transformation process from the previous government-managed 
WASA. Thefirst WASCO Strategic Plan was the three-year Strategic Plan (2012/13 – 2014/15) 
developed to move the company towards adherence to regulatory requirements, growth and 
sustainability. 
This present Strategic Plan 2015-2020 was developed based on the Situational Analysis 
Report(SAR) prepared during November 2014 (refer to the SAR summary in Annexure B).  

1.2 WASCO Stakeholders 
Situational analysis included consultation with key stakeholders. WASCO stakeholders have been 
categorised into five main groups. These groups are as follows: 
1. Employees of WASCO[across all levels] 
2. Partners [such as Commissioner of Water (COW), Local Authorities (LAs), Lesotho National 

Development Corporation (LNDC), Non-Governmental Organisations (NGOs) and private sector 
consultants and contractors] 

3. Regulator [LEWA] 
4. Customers [incl. the environment, poor households, non-poor households, GOL and the private 

sector] 
5. Shareholders [MEMWA and MOF as represented by the Board] 

The key WASCO stakeholders are depicted in Figure 1. 

All key stakeholders [SHs]had a direct influence in the formulation of this Strategic Plan. The SAR 
determined the needs and expectations of these stakeholders. For a company like WASCO to 
survive, grow and prosper, it has to consider and balance all these stakeholder needs in a balanced 
and integrated strategy. While providing efficient and effective services based on commercial 
principles, its mandate is to create public value to the Lesotho urban citizens in the areas of water 
and sanitation.   
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Figure 1: WASCO Stakeholders 
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2 STRATEGIC DIRECTION 
The following strategic statements were formulated at the strategy workshop by the WASCO 
Executive Team and Board to indicate the high level strategic direction for the planning period up to 
2020. The decision was taken by WASCO to move from a three-year strategic planning period to a 
five-year period for better alignment with Vision 2020 and the Long Term Water and Sanitation 
Strategy (LTWSS) with set goals for both 2020 and 2030.  
The vision describes the preferred position of WASCO in 2020. The mission describes what 
WASCO is doing, why it is doing it, for whom and broadly how. The core values describe how 
WASCO will travel. 

2.1 Vision 
 

“To be a Sustainable Provider of Quality and Reliable Water and Sanitation Services” 
 

[Sustainable in terms of financial/profit, social/people and environmental/planet] 

2.2 Mission 
 

“To provide potable water and sanitation services 
to customers in urban and other designated areas in Lesotho 
for socio-economic development and environmental health 

throughthe efficient use of resources” 

2.3 Core Values 
 
The core values are the fundamental principles, the non-negotiable way guiding the behaviour of all 
WASCO employees. We embrace the following “CAP-IT” core values to build and maintain a culture 
supporting the successful execution of our strategy: 
 
Customer-focus – in all we do we always first think of the customer needs and expectations. 
Accountability - we take ownership and responsibility for our actions and provide precise account of 
them.  
Professionalism – We always expect and demand behaviour and performance of the set minimum 
standards according to prescribed policies and procedures.  
Integrity – being one solid ethical person under all circumstances and at all times to be counted on, 
always honest, transparent, show respect to all people and their contributions. 
Teamwork – All we do we do as teams, collaborating to synergise. 
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3 KEY STRATEGIC ISSUES 
The WASCO strategy is based on the situational analysis (refer to the SARand its summary in 
Annexure B).  
This chapter only summarises the conclusions of the report by presenting the identified and agreed 
upon key strategic issues. 
A SWOT Analysis methodology is depicted below in Figure2. The various opportunities in the 
external environment have to be matched with internal strengths. Strengths have to be maintained, 
built upon and leveraged to be able to exploit or optimise these opportunities. Weaknesses have to 
be addressed by removing these or converting weaknesses to strengths. Threats existing in the 
external environment need to be minimised, countered or, if possible, converted into opportunities. 

 
Figure 2: From SWOT Analysis to Key Strategic Issues 
 

 
 
From the situational analysis as summarised in the SWOT matrix, the following 17 key strategic 
issues were identified: 
 
1. Need for stronger leadership; 
2. Low staff motivation and satisfaction; 
3. Low performance culture; 
4. Need for data in an integrated management information system; 
5. Lack of many policies and procedures; 
6. Poor project management; 
7. Poor condition of infrastructure; 
8. Low operational efficiency; 
9. Infrastructure expansion challenges; 
10. Non-conformance to regulatory requirements; 
11. Poor customer relations and participation; 
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12. Poor partner collaboration and integration; 
13. Unsatisfied customers and partners; 
14. Poor reputation and image; 
15. Need to revise the WASCO financial model; 
16. Poor income and cash flow; 
17. Non-sustainability of WASCO. 
 
InFigure 3 these 17 key strategic issues are mapped in the form of a problem tree. 
 
Figure 3: Key Strategic Issues 
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4 STRATEGIC THEMES AND OBJECTIVES 
This chapter presents the strategic response to the key strategic issues. It presents the overall 
strategy as well as strategies to be pursued per objective. 
This chapter starts by introducing the four Strategic Themes, followed by the description of the 18 
Strategic Objectives. These themes and objectives are then integrated into a strategy map which is 
supported by the narrative, called ‘strategy story’. Accountabilities are then assigned to all 
objectives and finally, the contributionsof the WASCO strategic objectives to GOL Goals are 
indicated in a matrix. 

4.1 Strategic Themes 
The Strategic Themes are the few focus or priority areas in which WASCO has to perform to 
achieve its vision, based on its mandate and mission. The fourStrategic Themes are shown in 
Figure 4 in the form of a ship. These are: 
• Theme A: Strengthen Governance and Capacity 
• Theme B: Improve Service and Supply 
• Theme C: Optimise Customer and Partner Collaboration 
• Theme D: Ensure Financial Sustainability 
 
Figure 4: WASCO’s Four Strategic Themes 
 
 
 

 

Vision 
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WASCO has adopted the Balanced Scorecard (BSC) methodology for strategic planning. The four 
Strategic Themes are described below with reference to the four BSC perspectives in the context of 
the ship analogy. In this Strategic Plan the “WASCO Ship” is built, generally from bottom up.  
 
THEME A: STRENGTHEN GOVERNANCE AND CAPACITY 
This theme represents mostly the learning andgrowth perspective of the BSC. 
In the ship analogy, this theme represents the hull of the ship. It forms the foundation of the ship, it 
makes the ship seaworthy and enables the sails to be mounted and take the ship forward. Although 
mostly under the water and not seen by most stakeholders, this part of ship first has to be safe and 
sound before building on top of it. 
Theme A addresses governance and capacity issues, building and maintaining institutional strength, 
by means of human and structural resources.  
 
THEME B: IMPROVE SERVICE ANDSUPPLY 
This theme represents the Internal Processes Perspective of the BSC. 
In the ship analogy, Theme B represents the central sails of the ship. These sails are the main sails 
to move the ship forward. These sails are also the most visible. 
This theme is the central theme and represents the core business of WASCO. It addresses the 
efficient and effective delivery of water and sewerage services. 
 
THEME C: OPTIMISE CUSTOMER ANDPARTNER COLLABORATION 
This theme represents the Customer Perspective of the BSC. 
In the ship analogy, this theme represents the front sails of the ship. It supports the main central 
sails.  
Theme C addresses the participation and satisfaction of customers and the collaboration of partners 
and integration of initiatives towards WASCO’s core business.  
 
THEME D: ENSURE FINANCIAL SUSTAINABILITY  
This theme represents the Financial Perspective of the BSC. 
In the ship analogy, this theme represents the back sails of the ship, also supporting the central 
main sails. 
This theme ensures that the WASCO ship remains stable and sustainable despite all the 
challenges. It addresses the expectations of shareholders. 
 
The following parts describe the objectives and initiatives in each theme.  
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4.2 Strategic Objectives 
Based on the strategic issues identified through the SAR, 18 Strategic Objectives were agreed 
upon. The hypothesis is that if this path is followed, by achieving these 18 objectives in the 
fourStrategic Themes, the WASCO vision will be realised. The 18 selected strategic objectives are 
described below. These themes and objectives are then integrated into a strategy map which is 
supported by the narrative / strategy story (section 4.3). 

4.2.1 Theme A: Strengthen Governance and Capacity 
 
A1. Strong Leadership 
This objective calls for the strengthening of leadership at the Board and Executive Team (EXCO) 
levels:   
• The Board of Directors will be rendered fully functional and effective and with it all of its 

committees, meeting regularly. It should be assisted by a suitably qualified and experienced 
company secretary. Good corporate governance based on the King III Report (2009) needs to 
be taken seriously, as this will provide a sound foundation for all WASCO’s operations. 

• The Executive Leadership will be strengthenedin terms of the eightLeadership Levers for 
successful Strategy Execution (Olivier 2014). These levers are: 
1. Envision – for direction [through a clear vision and strategy]; 
2. Educate – for clarity [through improved communication throughout WASCO]; 
3. Energise – for commitment (through motivation; promotion of PAAMAA)  

[PAAMAA has been adopted by WASCO to improve its employees’ drive/motivation. The six 
elements are Purpose, Action Plan, Autonomy, Mastery, Acknowledgement and 
Achievement] 

4. Engage – getting all involved [through participation of all in WASCO]; 
5. Employ energy – release resources in a capacitated and aligned organisation [through 

proper alignment of people, processes and technology; good use and management of 
human resources]; 

6. Empower – building the organisation [through people, processes and technology]; 
7. Execute – leading the organisation on the strategy journey; managing change [driven by the 

Chief Executive; leading by example]; and 
8. Ensure – for compliance [through controls and enforcement; being strict in demanding high 

performance; with consequences for both good and bad performance]. 
 
A2. Motivated and Competent Employees 
In this objective employee motivation/drive is built and maintained, together with skills development 
to ensure competent human resources are retained in WASCO.  It includes: 
• motivated executive team, managers and staff members, based on the institutionalisation of all 

PAAMAA elementsby all directors and line managers; 
• staff complaints and ideas are properly heard and dealt with; 
• WASCO becoming an employer of choice with a low staff turnover; 
• the right people in the right positions; 
• reviewed structure and remuneration; 
• skills development; and 
• safe and attractive working environment. 
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A3. High Performance Culture –Teams 
This is the building block for bringing all employees together around shared values and objectives, 
collaborating in teams to achieve high performance. This objective includes: 
• all living the Core Values [CAP-IT: Customer-focus, Accountability, Professionalism, Integrity 

and Teamwork]; 
• a functional PMS: a clear institutionalised repeatable mechanism guiding and enforcing regular 

measurement, evaluation and reporting of corporate, unit and individual performance resulting in 
improvement and learning; 

• good vertical and horizontalcommunication and collaboration; 
• building a high performance culture where there are clear consequence for good and bad 

performance; as well as 
• high staff efficiency and productivity. 
 
A4. Functional Integrated MIS 
This objective addresses the need for data and information to properly manage WASCO, to enable 
sound decision-making and the management of performance. It includes: 
• collection, capturing, integration and sharing of required data and information, incl. customer 

and infrastructure data; 
• sufficient and updated data and information to drive the internal and external performance 

management systems; 
• complete, accurate and integrated data and information for good decision-making; and 
• encouraging and enabling good knowledge sharing and good knowledge management. 
 
A5. Clear and Enforced Policies and Procedures 
This is a critical building block required for good governance. This objective includes: 
• the development/improvement, communication/education and enforcement of policies and 

procedures; 
• process improvement / re-engineering where required; 
• clearly mapped processes/procedures and step-by-step descriptions in the form of manuals; 
• enabling measurement, control, enforcement, learning and improvement ; 
• reducing all kinds of risks; and 
• promoting efficiencies, better customer service and good financial results; and 
• improved communication with both internal and external stakeholders; internal communication 

will, for example, allow regular and open performance evaluation and reporting on all levels. 
Examples of policies, procedures and codes of practiceto be developed / improved are: health 
and safety, performance management, project management, planned preventative mainten-
ance,compliance framework, IT governance, risk management, stakeholder management policy, 
stakeholder communication strategy, code of conduct / customer charter, integrated reporting 
and transport. 
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4.2.2    Theme B: Improve Service and Supply 
 
B1. Good Project Management 
This objective is the key in achieving the other objectives under this theme. It builds project 
management(PM) capacity and improves the chances of successfully completing all WASCO 
projects within scope, quality, time and budget requirements. The objective entails: 
• the development of a standardised and enforced Project Management Framework with clear 

processes and templates for project management – to be applied on all major development and 
maintenance projects, but also initiatives in this Strategic Plan; 

• ongoing PMtraining to certify project managers; 
• turning WASCO project managers into professionals; encouragement of project managers to 

obtain Project Management Professional (PMP) status at PMI; 
• improving project planning and execution in terms of scope, time, cost, quality, and so on; 
• in particular, improving procurement  and contract management; 
• achieving water and sewerage targets in the most efficient ways; and 
• improvingWASCO’s implementation capacity; to make full use of funds received. 
 
B2. Improved Water and Sewerage Infrastructure  
Objective B2 is the central and most significant objective of the 5 year Strategic Plan 2015-2020, as 
it contains the projects with the largest funding requirements. This objective addresses one of the 
biggest strategic issues, namely the poor quality of water and sewerage infrastructure, affecting the 
entire WASCO business. It includes: 
• development and maintenance of complete recordsof all infrastructure [incl. locations, sizes and 

conditions], based on objective A4; 
• large scale, but focused replacements of water and sewerage infrastructure (particularly AC 

water pipes); 
• pro-active maintenance; 
• good asset management; and 
• reduced Non-Revenue Water (NRW). 
 
B3. Improved Operational Efficiency  
This is also one of the central key objectives with the purpose to improve the efficiency in terms of 
time and cost for the provision of water and sewerage operation and maintenance services. It 
involves: 
• process improvement/re-engineering of many operations and processes, for examplein 

conducting water and sewerage connections and dealing with leaking and flooding incidents; 
• more efficient use of resources; 
• making use of standardised and automated forms and processes for better understanding, 

speed and quality; 
• development and use of manuals in water and waste water treatment plants, as many of old 

WASCO Treatment plants do not have operation and maintenance (O&M)manuals andtherefore 
treatment processes are done on a trial and error basis; 

• improved control and enforcement based on clearly documented procedures; 
• improved condition of vehicles/ fleet to enable more effective operations; and 
• proper allocation of vehiclesaccording to the terrains where they will be used. 
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B4. Increased Water and Sewerage Service Coverage 
Through this objective more water and sewerage connections are realised. It includes: 
• good engagement, collaboration and partnershipswith key stakeholders,for example LAs, LNDC 

and NGOs; 
• increased ease to undertake new developments for new water and sewerage connections, due 

to improved town planning, coordination and integration of inputs from various partners and 
better customer perceptions, understanding, participation and payment; and 

• marketing the connections, especially sewer connections. 
 
B5. Adherence to Regulatory Requirements 
In this objective WASCO will increasingly comply with LEWA’s requirements. It includes: 
• adherence to regulation standards as measured according to QOSSS; 
• improved conformance to LEWA’s water and sewerage service and supply standards; and 
• particularly, improved compliance of sewage effluent. 

4.2.3 Theme C: Optimise Customer and Partner Collaboration 
 
C1. Good Customer Relations and Participation 
In this objective relations with all customers are built and communications and participation 
established with WASCO. It includes: 
• a comprehensive customer management policy and plan; 
• good understanding of the customers’ socio-economic details, needs, perceptions and 

knowledge; 
• good customer understanding of WASCO’s services, infrastructure and environmental needs; 
• promoted new water and sewerage connections; 
• promoted payment culture; 
• involved communities in planning, monitoring and reporting; 
• established community liaison and structures; as well as 
• ahelp desk / call centre linked to a complaints handling system – a centralised office to receive 

complaints and requests to be assigned, addressed and followed up – in a closed circuit 
automated process. 

 
C2. Good Partner Collaboration and Integration 
This is the building block in which good working relations with partners, such as COW, LAs, LNDC, 
NGOs and contractors, are established for improved collaboration, integration and synergy in 
operations, maintenance and projects. It includes: 
• a comprehensive stakeholder management policy and plan, incl. private sector, NGOs and the 

public sector; 
• good partner communication and relations [refer to the stakeholder analysis in this report]; 
• establishing Memoranda of Understanding (MoUs), Service Level Agreements (SLAs) and 

outsourcing agreements with LAs, LEC, NGOs and private sector organisations for good 
collaboration; 

• proper take-over and performance of the O&M functions of the Metolong Dam and system; and 
• attracting more investments and funding from development partners. 
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C3. Customer and Partner Satisfaction 
In this objective customer and partner needs and expectations are satisfied, in balance with other 
stakeholder needs and requirements, for example from the regulator and shareholders. It includes: 
• satisfied customers and partners; 
• good customer management, incl. good complaints handlingand feedback; 
• improved customer experience with water and sewerage;and 
• timely payment of partners, including consultants, contractors and suppliers. 
 
C4. Good Reputation and Image 
A good WASCO reputation and image is the desired outcome from this strategy. It is believed that 
this will be attained when satisfying all stakeholder needs and expectations.  It includes: 
• good marketing of the WASCO services and achievements; 
• good branding of WASCO; and 
• a well communicated and accepted customer charter/code of practice; 

4.2.4 Theme D: Ensure Financial Sustainability  
 
D1. Improved Financial Model 
This objective is to improve the WASCO financial model.It involves negotiations with GOL to 
improve WASCO’s sustainability, considering increased income, loan reduction, debt reduction and 
a reduced burden for infrastructure development. Without sufficient funding WASCO cannot perform 
according to its mandate and Strategic Plan. Without significant GOL funding WASCO cannot be 
sustainable. Activities include: 
• engage with GOL to agree on subsidies for social and environmental ‘public good’ projects and 

activities undertaken by WASO; 
• negotiating with GOL for relief from the long term loans; 
• negotiating with GOL re taking over funding for infrastructure development projects; 
• finding innovative ways to finance water and sewerage projects; 
• negotiating with GOL on the pro-poor and pro-business strategies and related funding; and 
• timely and cost-reflective tariffs. 
 
D2. Improved Profitability 
In this objective, based on objectives D1, B1, B2 and B3, WASCOs profitability is to be improved. 
This objective includes: 
• increased income from existing and new customers; more connections; 
• increased funds from GOL and development partners; and 
• reduced administration/overhead costs. 
 
D3. Improved Cash Flow 
Related to Objective D2, this objective is to improve WASCOs cash flow.  
It involves: 
• improved water meters – both the type and quality of meters [The introduction of prepaid meters 

have proved to be effective in improving cash flow. Increasing replacement of post-paid meters 
with prepaid meters can help WASCO improve its cash flow.] 

• improved meter reading and billing; 



13 
 

• promoting more timely and correctpayments by customers; 
• disconnections of defaulters; 
• negotiated repayments; and 
• reduced WASCO debt through debt recovery from customers. 
 
D4. Improved Sustainability 
Objective D4 is the result of the other objectives in this theme. It implies: 
• financial sustainability as measured by profitability (cost vs income) and cash flow (debtors);as 

well as 
• satisfied shareholders. 

4.3 Strategy Map and Story 

4.3.1 Strategy Map 
A strategy map is a concise one pagesummary of the strategy, depicting all objectives in an 
integrated way in general lead-lag relations of value creation through the various Strategic Themes, 
including all Balanced Scorecard perspectives. The strategy map shows how objectives are 
dependent on one another (leading and lagging value drivers) over the different themes. This chain 
of causes and effects is created that is believed to lead to the desired outcome (a hypothesis). 
Strategy mapping forms an integral part of strategic planning and the BSC methodology. The 
strategy map further serves as strong communication tool as it clearly illustrates the overall strategy 
for everybody to understand.  
The WASCO Strategy Map is presented in Figure 5. WASCO selected 18 objectives (or building 
blocks) covering the four StrategicThemes, namely: 
Theme A: Strengthen Governance and Capacity – with 5 objectives A1 to A5; 
Theme B: Improve Service and Supply– with 5 objectives B1 to B5; 
Theme C: Optimise Customer and Partner Collaboration– with 4 objectives C1 to C4; and 
Theme D: Ensure Financial Sustainability– with 4 objectives D1 to D4. 
The general trend of value creation is from the bottom up. The ship analogy is used for the WASCO 
strategy map, starting from the hull at the bottom and moving upwards to the sails and eventually 
the flag where the vision is realised. This progression could also be described as moving from the 
Inputs to Processes to Outputs to Outcomes. In BSC terms this progression is described as starting 
with the Learning and Growth Perspective (Theme A) and moving up to the Internal Processes 
Perspective (Theme B) linked to the Customer Perspective (Theme C) and the Financial 
Perspective (Theme D). 

(Figure 6in section 4.4 shows the strategy map with assigned accountabilities for each objective.) 

4.3.2 Strategy Story 
The story of the strategy map in Figure 5 is herewith presented.It is in narrative form, making use of 
the ship analogy. 
The “WASCO Ship” is currentlyin stormy seas. To turn it around, it requires WASCO to addressthe 
key issues found in the winds, the sea and the ship itself. The ship is not seaworthy and with its 
load, it is unable to move to quieterwinds and waters to deliver its goods.  
Considering the Pareto Principle, WASCO will focus on putting together 18 building blocks (the 20% 
effort) to make the 80% impact in the following five years. There is a general sequence in building 
this ship to become a strong, seaworthy and prosperous ship. 
It starts with the leadership [A1] – the captain of the ship. Strong leadership with clear purpose, 
direction, commitment, support and control is most important during the whole strategy execution 
journey. Thereafter, the right crew with the right skills are needed on the ship [A2] – motivated 
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members who want to be part of the journey and who believe the journey can be a successful one. 
The officers and crew members want to do it and believe that they can do it. Then the challenge is 
to convert the individual members into formidable teams [A3], working together, changing the ship’s 
direction and moving closer to its destination; teams knowing what they need to do and how they 
complement other teams; teams all sharing and living the WASCO core values; teams that are 
aware of their progress, but also of their failures, but always willing to learn and improve. Without 
information about the weather, the seas, the ship’s progress and conditions on the ship, the captain 
(CE and executive team) cannot make wise decisions. Conditions change all the time. The ship 
therefore needs to be equipped with instruments and integrated data to help steer the ship in the 
right direction at optimal speed [A4]. As there are so many crew members with different functions on 
the ship, they need to know how best to perform their duties. The captain and officers also need 
clear policies and procedures as control measures – to ensure efficient and safe work [A5]. 
With this solid foundation [Theme A], WASCO will be able to strengthen its core function, namely 
the operation and maintenance of water and sewerage services. A critical building block is to 
improve project management capacity in WASCO first [B1]. As the current infrastructure is in very 
poor condition, major replacements will be required [B2]. This objective is central in the WASCO 
strategy. Project management capacity is also needed in projects to increase the water and 
sewerage coverage country-wide [B4]. WASCO’s implementation capacity will be enhanced by 
applying standardised project management methodologies, tools and techniques. While focusing 
mostly on projects [B1, B2 and B4], operational efficiency is being improved in B3 to achieve cost 
and time savings in the delivery of water and sewerage services. These building blocks will 
contribute in complying with the regulator’s service and supply requirements [B5]. This is the core 
theme and should therefore receive the main focus and resources. But the strength of the ship 
[Theme A] and especially project management [B1] should always be considered to prevent a 
collapse in B2-B5. 
Theme C provides three very important supporting building blocks. With customer focus as one of 
its core values, WASCO values good customer relations and participation [C1] – during projects and 
operations. Supported by the MIS [A4], it updates and stores customer socio-demographic-
economic information to be able to best serve the various customer groups country-wide. With its 
various development challenges, WASCO will  collaborate closely with its various partners [C2]. As 
many different partners will be contracted to support WASCO on its projects, strong project 
management capacity [B1] will be needed. These partners include the local authorities, LNDC, 
NGOs, consultants and contractors. For WASCO to succeed in business, it has to satisfy the needs 
and expectations of its customers and partners (considering other stakeholder needs as well) [C3].  
Theme D strives towards financial sustainability [D4]. Firstly an improved financial model has to be 
negotiated and approved [D1] making WASCO sustainable. In addition, WASCO will work to 
improve its profitability, by focussing on both increasing its income and reducing its administration/ 
overhead costs [D2]. As this alone would not make WASCO sustainable, it will also address the 
cash flow problem [D3] by particularly reducing its debt. 
By focusing on these objectives, WASCO will address all key stakeholder needs and expectations 
in a balanced and integrated way – employees in A2, the regulator in B5, customers and partners in 
C3 and the shareholders in D4. These should then lead to the outcome of an improved WASCO 
reputation and image [C4].” 
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Figure 5: WASCO Strategy Map with 18 Objectives in four Strategic Themes 
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Figure 6: Accountabilities per Objective 
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4.4 Accountabilities and Structure 
 
Figure 6 depicts the WASCO strategy map with assigned accountabilities per objective. The colour 
code is as follows: 

 Chief Executive Office  

 Operation and Maintenance Division 

 EnterpriseProject Management Division 

 Finance Division 

 Corporate Services Division 

 Human Resources Division 

 
The new WASCO organisational structure to be implemented at the start of the strategic planning 
period is shown in Figure 7, using the same colour code. Note that this is only the top structure up 
to manager level. Although Area Managers are called by the name of ‘managers, they fall under the 
Regional Managers, who are on management level.   
 

Figure 7: WASCO’s new organisational structure(up to manager level) 
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4.5 Contribution to GOL Goals 
Table 1 depicts the alignment of the 18Strategic Objectives in the WASCO Strategic Plan to the 
GOL overall goals, priority areas and strategic focus areas.Direct or indirect impacts are indicated in 
the matrix below. 

 Direct impact 

 Indirect impact 

 
Table 1: WASCO Strategy contributions to GOL objectives 

WASCO Objectives NSDP * LTWSS ** 
A1. Strong Leadership Goal 6 KFA IV 

A2. Motivated and Competent Employees  Goals 3 & 6 KFA IV 

A3. High Performance Culture Goal 3 KFA IV 

A4.Functional Integrated MIS Goal 6 KFA IV 

A5. Clear and Enforced Policies and Procedures Goal 6 KFA IV 

B1. Good Project Management Goals 3 & 6 KFA IV 

B2. Improved Water and Sewerage Infrastructure  Goal 2 KFA III & IV 

B3. Improved Operational Efficiency  Goal 2 KFA III & IV 

B4. Increased Water and Sewerage Service 
Coverage Goal 2 KFA III & IV 

B5. Adherence to Regulatory Requirements Goal 6 KFA IV 

C1. Good Customer Relations and Participation Goal 6 KFA III & IV 

C2. Good Partner Collaboration and Integration Goal 6 KFA III & IV 

C3. Customer and Partner Satisfaction Goal 6 KFA III & IV 

C4. Good Reputation and Image Goal 6 KFA III & IV 

D1. Improved Financial Model Goal 6 KFA III & IV 

D2. Improved Profitability Goal 6 KFA III & IV 

D3. Improved Cash Flow Goal 6 KFA III & IV 

D4. Improved Sustainability Goal 6 KFA III & IV 

 
* The NSDP period is 2012/13 – 2016/17 
** The LTWSS has goals for 2020 and 2030 
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5 THE WASCO SCORECARD 
While the previous chapter presented the strategy WASCO will follow in addressing its key strategic 
issues to achieve its vision, this chapter, linked to Annexure A, provides the strategy 
implementation details with performance indicators, action plans, responsibilities, timelines and cost 
estimates. Based on the Balanced Scorecard (BSC) methodology, the WASCO Scorecards will form 
the basis for corporate, unit and individual performance management on the five-year strategy 
execution journey. 
This chapter firstly describes the scorecard components with reference to Annexure A where the 
scorecards are presented. Then the two main scorecard components are briefly described – firstly 
the objective description (left hand half of the scorecard) and secondly the Initiative details (right 
hand side of the scorecard). 

5.1 Scorecard Components 
The WASCO Scorecard takes the strategy map and gives it more detail. The Scorecard is therefore 
the detailed strategy. The Scorecard includes the following: 
• the four Strategic Themes, 
• the 18 Objectives, each with an accountable person (Head of Division), 
• performance Indicators (PIs) and Targets for each objective, 
• initiatives – each with a responsible person, but supported by internal and external stake-

holders, 
• an indication whether the initiative will be done by WASCO only, jointly with external 

stakeholders or fully outsourced, 
• cost estimates of all initiatives (expected total cost over the five-year period) with an indication 

whether funding will come from internal or external sources, and 
• scheduling of these initiatives over the 3 year period (note that year 1 is 2015/16) 

 
The WASCO Scorecard (for 2015– 2020) is presented in Annexure A.  
Note that the objectives refer to the strategy map in Figure 6 and use the same colours. 

5.2 Objectives: PIsand Targets 
Objectives need to be SMART: Specific, Measurable Aligned or agreed to, Realistic andTime-
bound. 
A performance indicator (PI) is a performance metric that will reflect progress against an objective. 
The PI and its target should be regarded as part of the objective, making it measurable. A PI is an 
agreed indicator to be used to determine progress made, or the lack thereof, towards achieving 
each objective.  A PI must be quantifiable to track progress. To develop meaningful PIs, one has to 
understand desired inputs and the processes that are used to produce outputs and eventually 
outcomes. Leading indicators are predictors of future performance and lagging indicators are 
outcomes. These PIs are used to measure corporate, unit and individual performance. 
Each objective needs at least one PI, but preferably not more than three (to prevent complexity). 
Each PI should have a unit of measurement and a target.PIs could be classified in terms of TCQQ – 
Time (date/duration/frequency), Cost (M), Quality (Satisfaction index or %) and/or Quantity (number 
or %).  
A target is a quantifiable standard for each indicator. Performance targets are the expected levels or 
standards of performance to be reached within specific timeframes for each objective. Targets help 
the organisation to monitor progress towards objectives and communicate expectations for 
corporate and unit performance management.Targets have to be challenging and be raised over 
time, but to remain achievable.Initially targets may be estimated guesses, but over time these 
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targets have to conform to best practices by comparing what are the benchmark targets in the 
industry. Industry refers to similar types of services offered by others in the region or globally.  
Benchmarking is a systematic, deliberate and thorough search for best practices that would lead to 
performance improvement when adapted in your organisation. The benchmarking process is 
therefore a systematic learning process to close the performance gap. It involves planning, data 
collection, analysis and design, implementation, monitoring and adjustment.It provides PIs and 
targets as tools to identify inefficiencies and to improve business processes. The appropriateness of 
benchmarks should be reviewed in the performance verification process.   
The PIs and Targets for the various WASCO Objectives were selected at the workshops and are 
shown in the Scorecard in Annexure A. These PIs and Targets should however be regarded as 
provisional, due to the limited information available at this stage and  should therefore be revised 
and finalised during the first year of strategy implementation. 

5.3 Initiativesand Project Management 
Objectives (as described by the PIs and Targets) are achieved through initiatives. An initiative can 
be an activity, project or programme. These are both current and future initiatives to ensure WASCO 
meets its performance targets for each Objective. Initiatives drive strategic performance. Initiatives 
are the means by which WASCO will achieve its defined Strategic Objectives. Through the 
initiatives WASCO will reach its Targets and achieve its Objectives.  
Initiatives require resources - financial, human and structural – and need to be managed by means 
of best practiceproject managementmethodologies, tools and techniques. [Refer to the Project 
Management Body of Knowledge (PMBOK 2013) from the Project Management Institute.] 
Note that the initiatives included in this five-year Strategic Plan are only the major key projects of 
strategic importance. The challenge is to choose the right projects or best projects to achieve the 
Strategic Objectives. Initiatives have to be prioritised, because WASCO, with its given capacity at 
any stage, can physically and financially only handle a certain number of projects at a time. 
Resources have to be applied towards the highest value projects. A well-defined process for project 
selection and prioritisation would be required to maximize the chances of projects contributing to the 
achievement of these Strategic Objectives.  
The choice of projects normally starts with the listing of all current, approved and proposed 
projects. This is then followed by an evaluation and selection process, guided by a Project 
Management Framework (PMF). The process could include: 
• selection of evaluation criteria; 
• agreement on weights for all criteria; 
• creating a common format (business case) to review the strategic initiatives for prioritisation; 
• evaluating and prioritising the strategic initiatives based on these criteria, weights and business 

cases; and 
• obtainingleadership approval. 
Examples of selection criteria are urgency, feasibility, cost, time and impact. Other criteria such as 
risk and interdependence of initiatives could also be considered. 
Only short descriptions of the initiatives are provided in the Scorecards (Annexure A). Note that a 
detailed project plan has to be developed for each project before implementation. The PMF should 
guide the process from project selection, initiation, planning, execution, monitoring and control to 
closing.  
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6 COSTING AND BUDGETING 
The initiatives, as described in the Scorecard (Annexure A) require resources – human, physical, 
structural and financial resources. The total cost estimates are indicated in the scorecards in 
thousands of M (000’s) and are the total costs for the five-year period – from 2015/16 to 2019/20. 
The financial year starts on 1 April with Year 1 from 1 April 2015 to 31 March 2016. 
Notes on costing: 

i. The costs are in addition to the operational budget. The strategic budget includes the capital 
budget, but also the costs of non-capital strategic initiatives in this Strategic Plan. 

ii. The cost estimates are current costs [at the start of the strategic planning period, namely 
April 2015]. 

iii. WASCO plans to fund the initiatives indicated with anI (Internal funding source). External 
funding (from GOL and development partners) will be sought for initiatives indicated by an E 
(External funding source). 

iv. To execute the Strategic Plan, these resources need to be made available on time. 

Figure 8below showsthat the total strategic budget for this 5 year period is almost M 1.3 billion. 
The average total annual amount required to implement all initiatives in all Themes is almost M 260 
million. The total annual budgets vary from a minimum of M 86 million in Year 1 to a maximum of 
almost M 458million in Years 4 and 5. Strategic Theme B requires the majority (96%) of all funding, 
as most of the capital budget is included in this theme. 
 

Figure 8:Total Strategic Budget – per Theme 

 
 

 
Note that these are just cost estimates and will have to be verified in future. When project plans are 
developed per initiative/project, these costs will be verified and improved. 
The total annual costs of all identified strategic initiatives in the four Strategic Themes are illustrated 
in Figure 9below. 
  

M [000s] Theme Y1 Y2 Y3 Y4 Y5
32 680            A 2 880          4 600          2 500          11 850       10 850         

1 239 750       B 79 750        129 000       148 000      441 000      442 000       
10 650            C 1 130          3 130          2 130          2 380         1 880           
12 700            D 2 260          2 910          2 510          2 510         2 510           

1 295 780     TOTAL 86 020        139 640       155 140      457 740      457 240       
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Figure 9: Annual Strategic Budget requirement per Theme 
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Figures 10and11clearly show that ThemeB requires the majority (96%) of all funding. 
 
Figure 10: Annual budget requirements per Theme 

 
Figure 11: Total cost distribution amongst the 4 Themes over the 5 year period 
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7 STRATEGY EXECUTION CONSIDERATIONS 
This section highlights the 
critical success factors for 
successful strategy execution. 
Without these critical building 
blocks in place, it would be 
impossible to successfully 
implement this Strategic Plan. 
The MERIL-DE Model (Olivier 
2014) in Figure 12 is a recent 
and comprehensive conceptual 
model depicting and integrating 
nine components regarded as 
vital to successful strategy 
execution in the public sector. 
The name of the model is 
derived from the acronym 
describing the performance 
management cycle of Measure, 
Evaluate, Report, Improve and 
Learn – all through Drive and 
Engagement.The components 
are described below. 

Figure 12: MERIL-DE Strategy Execution Model[Olivier 2014] 

 

1. Leadership: Strong and coordinated political and executive leadership are required throughout 
strategy planning and execution. Ownership of the Strategic Plan has to be established with 
clear accountabilities. Successful strategy execution will require sufficient resources to be made 
available on a timely basis.  

2. Good Strategic Planning: A good strategic plan is required, characterised by focus, integration, 
balance, action orientation, detailed and dynamic. Scorecards will be reviewed and updated on 
a quarterly basis. 

3. Project Management: Strategic objectives are achieved by the proper management of all 
strategic initiatives. Knowledge of best practice project management methodologies, tools and 
techniques are required for good project management.  

4. Alignment: The strategy has to be aligned with organisational/system elements, such as 
structure, culture, processes and technology. This Strategic Plan also has to be aligned to 
partner Strategic Plans. The executive team will play a critical role to ensure alignment. This will 
require good stakeholder collaboration. 

5. Performance Management System (MERIL): A cycle of performance management, including 
measurement, evaluation, reporting, improving and learning needs to be institutionalised by the 
executive team. 

6. Drive: Motivation of all key stakeholders from top management to lower staff levels is required 
to energise and sustain the strategy execution journey.  

7. Engagement: The engagement of staff at all levels through regular dialogue is critical 
throughout the strategy execution journey  

8. Risk Management: The identification, assessment and management of risks have to be 
formalised, including the regular assessment of changing PESTLE factors. 

9. Stakeholder Management: Good stakeholder collaboration and management have to be 
maintained. 
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ANNEXURE A: WASCO SCORECARD 
The WASCO Scorecard is presented in this Annexure and relates to the Strategy Map in Figure5. 
 
Abbreviations specifically used in scorecards are as follows: 

Acc Accountability (for objective) 
BL Baseline  
BS Board Secretary 
CE Chief Executive 
Cons Consultant 
Contr Contractor 
CP Current Progress (of Initiatives) 
Dir’s Directors - only directors 
FS Funding Source (Internal or External) 
HoD Head of Division 
LM Line managers, incl. all managers, area managers and supervisors 
Mgt  Management 
NA  Not available or not applicable 
PI Performance Indicator 
Resp Responsibility (for initiative) 
SJO Self/Jointly/Outsource 
Supp Support – only significant support with initiative 
Suppl Supplier 
TBD To be determined 
Y1 Year 1 (first financial year of the five year strategic planning period) 
 
TheExecutive Teamconsists of the following 6 members with their colour codes in brackets: 
CE: Chief Executive [yellow] 
DO: Director Finance [blue] 
DEPM: Director Enterprise Project Management [pink] 
DF: Director Finance [green] 
DCS: Director Corporate Support Services [orange] 
DHR: Director Human Resources [light brown] 
 
Managers:Refer to WASCO’s new organisational structure again presented on the following page 
(Figure 7 in chapter 4.4). This figure shows 26 manager positions under the Executive Team.  
Note that Area Managers, who run the various regional centerswhere many initiatives are to be 
implemented,are not explicitly indicated under responsibilities. They fall under Regional Managers 
(RMs). So wherever RMs are shown, Area Managers are also involved.  
Officers, thelevel below the Management level, are not shown under responsibilities in these 
scorecards. 
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THEME A: STRENGTHEN GOVERNANCE AND CAPACITY 

 
 
 
 
  

OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

A1.  
Strong  
Leadership 
 
 

CE a) Board:                
% 
compliance 
to the King III 
 
 
 

b) Leadership:    
% of practices 
according to 
King III / 8 E’s 
of Leadership 
[refer to 4.2.1] 

BL= NA 
Y1= 80 
Y2= 90 
Y3= 100 
Y4= 100 
Y5= 100 
 
BL= NA 
Y1= 80 
Y2= 90 
Y3= 100 
Y4= 100 
Y5= 100 

1. Adequately constitute the Board and its 
committees 0 CE Board 

BS - S I 0 X     

2. Develop Board and Board Committee’s  
charters 0 CE Board 

BS - S I 0 X     

3. Implement training interventions on 
governance 0 CE BS Cons O E 300 X  X  X 

4. Improve and maintain communication 
amongst shareholders, board and 
executive 

0 CE BS 
Share-
holders, 
Board 

J I 0 X X X X X 

5. Investigate and implement integrated / 
sustainability reporting 0 CE MSS Cons O E 100 X     

6. Develop Executive Leadership by means 
of workshops, courses and visits 0 CE BS 

DHR 
Cons 

Partners O E 200  X  X  
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

A2.  
Motivated 
and 
Competent 
Employees  
 
[Individuals] 
 
 

DH
R 

a) Average 
Drive Score 
[%] 
 
 
 
 
 
 
 
 
 
 
 
 
 

b) % Training 
according to 
HRD plan 

 
 
 
 
 
 
 
 

BL= 65 
Y1= 70 
Y2= 75 
Y3= 80 
Y4= 85 
Y5= 85 
 
 
 
 
 
 
 
 
 
 
BL= 50 
Y1= 80 
Y2= 90 
Y3= 90 
Y4= 90 
Y5= 90 
 
 

1. Train all Line Managers in PAAMAA and 
how to promote drive in their teams; 
regularly measure and evaluate DRIVE 

0 MTOD All LMs - S I 0 X X X X X 

2. Implement the reviewed Organisational 
structure project 0 DHR All LMs - S I 0 X X X X X 

3. Develop and start Implement OHS 
programme 10 MOHS All LMs Cons J I 200 X X    

4. Refurbish/augment selected office 
infrastructure and facilities, based on 
proper assessments  

0 DCS - Cons 
Contr O I 800  X X   

5. Investigate, plan and design new office 
facilities  0 DCS - Cons O E 2000   X X  

6. Construct Phase 1 new Head Quarters 0 DCS - Contr O E 20000    X X 
             
7. Carry out TNA and then develop annual 

HR Development plan based on the TNA 50 MTOD All LMs - S I 0 X X X X X 

8. Implement staff training as per HRDP 50 MTOD All LMs Cons J I 0 X X X X X 
9. Implement Leadership and Management 

Development Programme [LMDP] for 
Management and Supervisors 

50 MTOD All LMs Cons J E 3000 X X    

10. Implement a mentorship programme, 
incl. ensuring professional memberships, 
e.g. Engineering, PM and CA 

0 DHR All Dir’s Partners J I/E 80 X     

11. Undertake technical skills training for 
taking over the  O&M ofMetolong Dam 0 MTOD DO 

MA 
Cons 
Contr 

O E 0 X     



29 
 

 
 
 
 
  

OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19
20

A3.  
High  
Perfor-
mance 
Culture  
 
[Teams] 
 
 

DH
R 

a) Living the 
core values          
[CAP-IT] 
 
 
 
 

b) Average 
Performance 
Score 

 

BL= NA 
Y1= TBD 
Y2=  
Y3=  
Y4=  
Y5=  
 
BL= 2 
Y1= 3 
Y2= 3 
Y3= 3 
Y4= 3 
Y5= 3 
 

1. Raise awareness and advocate for living 
of the core values across the company; 
incl. Core Values in Performance 
Agreements 

0 DHR MTOD 
All LMs - S I 0 X X X X X 

2. Develop a WASCO code of 
conduct/ethics 0 DHR MTOD 

MHRO - S I 0  X    

3. Train all in the PMS and regularly review 
implementation according to PMS 
Guidelines 

10 MTOD All LMs - S I 0 X X X X X 

4. Mainstream internal communication 
[vertical and horizontal], incl. 
dissemination of decisions 

0 CE DHR 
All Dir’s - S I 0 X X X X X 

5. Develop and disseminate quarterly staff 
newsletters 50 PRM All Dir’s  S I 0 X X X X X 

6. Introduce performance related rewards  0 DHR CE - S I 0  X    
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

A4.  
Functional 
Integrated 
MIS 
 
[Capture, 
integrate and 
share required 
data, 
information and 
knowledge -
incl. customers 
and 
infrastructure - 
internal and 
external PMS] 

DC
S 

a) Date: Fully 
functional 
MIS linked to 
PMS 
 

b) % executive 
andmanage
mentsatisfact
ion with MIS 
for decision-
making  

 
 

March 
2016 
 
 
 
BL= NA 
Y1= TBD 
Y2=  
Y3=  
Y4=  
Y5=  
 
 

1. Design / Develop a MIS, based on data 
needs requirements – qualitative and 
quantitative 

0 MICT MSS 
All Dir’s Cons O E 2000 X X    

2. Collect and capture all required data and 
information  MICT MSS 

All Dir’s Contr J E 2000  X X X X 

             
3. Upgrade and integrate existing systems 0 MICT All Dir’s Cons J E 500  X    
4. Train users in use of MIS 0 MICT MTOD Cons J I 500  X X   
5. Ensure proper use/implementation, incl. 

reporting to all SHs 0 MICT MSS 
All Dir’s - S I 0  X X X X 

6. Capture  and maintain an internal and 
external PMS linked to the MIS  0 MICT DHR 

LEWA 
COW 
Cons 

J I 1000  X X X X 

7. Develop a document management 
system 0 MICT MA  J I 0  X    

OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

A5.  
Clear and 
Enforced 
Policies and 
Procedures 
 
 

CE a) % of 
additional  
policies and 
procedures 
completed 
 

 
 

BL= 0 
Y1= 30 
Y2= 70 
Y3= 100 
Y4= 100 
Y5= 100 
 
 

1. Roll out and implementation of reviewed 
credit  policy and procedures 50 DF 

MCA 
DCS 
MM 

- S I 0 X     

2. Review the corporate communication 
policy 0 CE PRM - S I 0  X  X  

3. Develop a new W&S Connection policy 
and procedures 50 DEPM 

MDE 
MCA 
DO 

LAs S I 0  X    
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[Develop, 
communicate 
and enforce] 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
b) % of needed  

Policies and 
Procedures 
implemented 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
BL= NA 
Y1= 50 
Y2= 60 
Y3= 70 
Y4= 80 
Y5= 90 

4. Review the Transport  policy and 
procedures 0 DCS DO 

MA - S I 0  X    

5. Develop a new asset management  policy 
and procedures 0 DF DO 

DCS - S I 0 X     

6. Review the maintenance policy and 
procedures of water and sewerage 
infrastructure [linked to asset 
management policy] 

0 DO 

RMs 
MDE 
MDS 
MDE 

- S I 0 X     

7. Develop a building maintenance policy 
[linked to asset management policy] 0 DCS MA  S I 0 X     

8. Review PMS Guidelines 0 DHR All LMs - S I 0  X  X  
9. Develop a wellness policy 0 DHR All LMs - S I 0 X     
10. Review financial regulations (last quarter 

2015/16) 0 DF - - S I 0 X     

11. Develop Complaints Handling  Policy and 
Procedures 0 DCS - - S I 0 X     

12. Develop Remuneration policy 0 DHR Exec Cons J I 0 X     
             

13. Educate / roll out all Policiesand 
Procedures 0 CE All Dir’s - S I 0 X X X X X 

14. Measure and enforce compliance 0 CE 
MCA 

All Dir’s 
All LMs 

- S I 0 X X X X X 
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THEME B: IMPROVE SERVICE AND SUPPLY 

 
 
 
  

OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18
19

19 
20 

B1.  
Good 
Project 
Manage-
ment 
 
 

DE
PM 

a) % of projects 
within scope, 
quality, on 
time and 
within budget 

 
 
 
 
 

BL= 0 
Y1= 0 
Y2= 50 
Y3= 70 
Y4= 80 
Y5= 90 
 
 
 

1. Develop a PM Framework with 
templates based on PMI’s PMBOK 0 MPPS 

MCA 
MDE 
MICT 

Cons O E 1000 X     

2. Train all project managers in the use of 
the PMF (with special emphasis on 
procurement / contract management) 

0 MPPS 
MCA 
MDE 
MICT 

Cons O E 1000 X X X X X 

3. Implement the PMF, incl. the PMO with 
PM software; incl. recruitment of external 
project managers where needed (as part 
of the project ToRs) 

0 MPPS 
MCA 
MDE 
MICT 

Cons O E 1000  X X X X 

4. Regularly monitor and report on the level 
of PM services in WASCO 0 MPPS 

MCA 
MDE 
MICT 

- S I 0  X X X X 

5. Observe and ensure compliance to 
contractual obligations  0 MPPS MCA - S I 0 X X X X X 
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

B2a.  
Improved 
Water Infra- 
structure 
 

DE
PM 

a) Reliability of 
water supply 
[hrs/d with 
water] 
 
 
 
 

b) NRW [%] 
 
 
 
 
 
 

c) % compliance 
to water 
quality 
requirements 
in terms of all 
relevant 
parameters 
 
 

 
 

BL= 18? 
Y1= 20 
Y2= 21 
Y3= 22 
Y4= 23 
Y5= 
23.5? 
 
BL= 32 
Y1= 30 
Y2= 29 
Y3= 28 
Y4= 26 
Y5= 24 
 
BL= TBD 
Y1= TBD 
Y2=  
Y3=  
Y4=  
Y5= 100 
 
 

1. Undertake infrastructure condition 
assessment to determine priorities and 
cost estimates for a 5 year replacement/ 
upgrading programme for all urban 
centres 

0 MPPS 

DO 
RMs 
MDE 
MDE 

Cons J E 2000 X X    

2. Replace and upgrade AC pipes in 
selected areas in Maseru  5 MCA 

MPPS 
RMs 
MDE 

MCC 
Contr O E 100000 X X X X X 

3. Replace and upgrade AC pipes in 
selected centres such as Mafeteng,  
Mohale’sHoekandQuthing 

0 MCA 
MPPS 
RMs 
MDE 

Contr O E 30000   X X X 

4. Develop and implement a water safety 
plan for all centres (to identify and 
respond to all risk areas affecting water 
quality) 

0 ML RMs 
MDS 

MA 
Cons 
Contr 

J I 1000 0 X X   

5. Upgrade overflow control equipment at 
selected reservoirs in all 
LesothoCenters/Districts, incl. telemetry 

0 MEMM
RMs 

MSCM 
MDS 

Suppl 
Contr J I 0 X X    

6. Upgrade and/or replace bulk / zonal 
meters in all LesothoCenters/Districts; 
incl. calibration of meters 

0 RMs 

MEMM 
MDE 

MSCM 
MDS 

Suppl 
Contr J I 1500 X X X   

7. Upgrade and replace 
domestic/consumption meters in all 
LesothoCenters/Districts, considering 
prepaid meters [meters more than 10 
years old; approx. 30% of all meters] 

0 MM RMs Suppl S I 4000  X X X X 
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

    

8. Rehabilitate, upgrade and replace 
reservoirs in Maseru 0 MCA MPPS 

RMs 

MCC 
Contr 
Cons 

O E 40000  X X X X 

9. Rehabilitate, upgrade and replace 
reservoirs in other centres 0 MCA 

MPPS 
RMs 
MDE 

Contr 
Cons O E 30000   X X X 

10. Rehabilitate intake works in selected 
areas country-wide 0 MCA RMs 

MEMM 
Contr 
Cons O E 50000  X X X X 

11. Install stand-by capacity at selected 
pump stations country-wide 0 RMs 

DO 
RMs 

MEMM 

Contr 
Cons O E 4000  X X   

12. Upgrade WTW at selected centres. 0 MCA 
RMs 

MEMM 
MDE 

Contr 
Cons O E 100000  X X X X 
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

B2b.  
Improved 
Sewerage 
Infrastruc-
ture 
 
 

DE
PM 

a) No of 
incidents/ 
month 
[flooding] 
 
 
 

b) % compliance 
to sewage 
effluent 
quality 
requirements 
in terms of all 
relevant 
parameters 

 
 

BL= 84 
Y1= TBD 
Y2=  
Y3=  
Y4=  
Y5=  
 
BL= TBD 
Y1=  
Y2=  
Y3=  
Y4=  
Y5= 100 
 

1. Complete the Maseru waste water and 
sanitation master plan and programme 
for focused replacements / upgrades 

50 MPPS 
PRM 
MDS 

MPPS 

MCC 
Cons 
EIB 

O E 6000 X     

2. Develop a  waste water and sanitation 
master plan and programme for focused 
replacements / upgrades for the rest of 
the country 

0 MPPS 
RMs 
MDS 

 
Cons O E 6000  X X   

3. Construct sewer infrastructure in 
selected areas in Maseru  0 MPPS 

PRM 
MDS 

MPPS 

MCC 
Cons 
Contr 

O E 180000 X X X X X 

4. Construct sewerage infrastructure (incl. 
WWTP’s) in ButhaButhe, Hlotse, 
Maputsoeand TY 

0 MCA RMs 
MDS 

LAs 
Cons 
Contr 

O E 600000    X X 

5. Refurbish/Rehabilitate sewage pump 
stations in Maseru (approximately 6) 0 MCA MEMM 

MDS 

MCC 
Cons 
Contr 

O E 2000   X  X 

6. Investigate and pilot innovative 
processes and technologies for sewage 
treatment 

0 DO ML 
RMs Cons J I 1000  X    

7. Strictly monitor and control the quality of 
effluent from wet industries 0 ML MDS 

RMs - S I 0 X X X X X 
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners SJO FS Cost 
[M 000] 

15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

B3.  
Improved 
Operational 
Efficiency  
 
 

DO a) Response 
time to 
leakages 
(major and 
minor) 
 
 

b) Total water 
production 
unit cost 
compared to 
BL 
 
 

c) Unit effluent 
pumping cost 
compared to 
BL 

BL= 24 
Y1= 18 
Y2= 16 
Y3= 14 
Y4= 12 
Y5= 6 
 
BL= 100 
Y1= 95 
Y2= 90 
Y3= 85 
Y4= 80 
Y5= 75 
 
BL= 100 
Y1= 95 
Y2= 90 
Y3= 85 
Y4= 80 
Y5= 75 

1. Improve the  incident recording / job 
progress recording system; standardise 
job cards; consider automation  

0 RMs MICT Suppl J I 0  X    

2. Improve and maintain good community 
communications for improved reporting 
of incidents [related to advocacy in C1] 

0 PRM RMs 
MWD 

Communi-
ties,  

NGOs 
LAs 

J I 0 X X X X X 

3. Replace/ augment  vehicles/ fleet  0 MA All  
Div’s Suppl O E 4000  X X X X 

4. Install standby capacity (power and 
pumps) 0 MEMM RMs Contr 

Suppl O I 0 X X X X X 

5. Install power usage control equipment at 
selected areas country-wide to measure 
and control use of electricity (for both 
water and sewerage) 

0 MEMM 
RMs 
MDS 

 

Cons 
Contr O E 3000 X X X X X 

6. Improve monitoring of quality and use of 
chemicals to ensure optimum use 0 RMs 

MSCM 
ML 

 
Suppl S I 0 X X X X X 
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

B4.  
Increased 
Water and 
Sewerage 
Service 
Coverage 
 
 

DE
PM 

a) Water: No. 
of annual 
new 
connections  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

b) Sewerage: 
No of new 
connections 

 

BL=0 
Y1=6000 
Y2=6000 
Y3=6000 
Y4=6000 
Y5=6000 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
BL=200 
Y1=300 
Y2=1000 
Y3=1000 
Y4=2000 
Y5=2000 

1. Identify, initiate and plan targeted and 
focussed water projects (networks and 
connections) 

0 MPPS 
RMs 
MDE 
MA 

LAs 
LNDC 

Service 
Providers 

J I 0 X X X X X 

2. Plan and Design HH’s connections 0 MDE 
MCA 
RMs 
PRM 

LAs 
Service 

Providers 
J I 0 X X X X X 

3. Implement HH’s connections 0 MCA 

MDE 
MCA 
RMs 
PRM 

Contr J I 1000 X X X X X 

4. Plan, Design and Implement  in-fill 
projects in selected areas  country wide 0 MDE 

MCA 
PRM 
RMs 

Contr 
LAs 

Service 
Providers 

J I 0 X X X X X 

5. Implement reticulation extension projects 
to new selected areas country-wide 0 MDE 

MCA 
PRM 
RMs 

Contr O I 53000 X X X X X 

6. Implement public stand pipes in selected 
areas country-wide 0 MDE 

MCA 
RMs 
PRM 

Contr 
LAs O I 250 X X X X X 

             

7. Identify, initiate and plan  targeted and 
focussed sewerage projects (networks 
and connections) 

0 MPPS 
RMs 
MDE 
MSS 

LAs 
LNDC 

Service 
Providers 

J I 0 X X X X X 

8. Plan and Design HH’s to existing system 0 MDE 

MCA 
RMs 

MSCM 
PRM 

LAs 
Service 

Providers 
J I 0 X X X X X 

9. Implement/Connect HH’s to existing 0 MCA MDE Contr O I 1000 X X X X X 
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system MCA 
MSCM 
RMs 
PRM 

10. Implement sewerage reticulation 
extension in selected areas country wide 0 MDE 

MCA 
RMs 

MSSC 
PRM 

Contr O I 17000 X X X X X 

OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

B5.  
Adherence 
to 
Regulatory 
Require-
ments 

CE a) % Overall 
compliance 
to QOSSS 

 
 
 
 
 

BL= TBD 
Y1=  
Y2=  
Y3=  
Y4=  
Y5= 100 
 

1. Measure, evaluate and report on 
QOSSS 0 MSS All Dir’s  S I 0 X X X X X 

2. Determine and ensure compliance to 
regulatory requirements 0 MLC All Dir’s  S I 0 X X X X X 

3. Coordinate the development of service 
codes of practice and guidelines 0 MSS All Dir’s  S I 0 X X X X X 
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THEME C: OPTIMISE CUSTOMER AND PARTNER COLLABORATION 

OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

C1.  
Good 
Customer 
Relations 
andParticip
a-tion 
 
 

DC
S 

a) Turnaround 
time to deal 
with 
complaints 
[working 
days] 
 
 

b) Degree of  
customer 
participation 
as measured 
in surveys 
[%] 

 

BL= 7  
Y1= 5  
Y2=  
Y3=  
Y4=  
Y5=  
 
 
BL= TBD 
Y1= TBD 
Y2=  
Y3=  
Y4=  
Y5=  
 
 

1. Strengthen the community liaison 
function, considering partnering with 
NGOs such as TRC and TED 

0 PRM 
DEPM 
PMs 

 

TRC 
TED, etc. 

LAs 
J I 0 X X    

2. Establish and work through community 
structures, e.g. water committees 0 PRM  NGOs 

LAs J I 50 X X X X X 

3. Design and develop a customer 
relationship management (CRM) system 0 MCS MICT Cons O E 500  X    

4. Establish and operate a Help desk / call 
centre linked to a complaints handling 
system – a centralised office to receive 
complaints  and requests to be assigned, 
addressed and followed up – in a closed 
circuit automated process [linked to the 
CRM] 

0 MCS 

Area 
Mgrs 

OperMg
rs 

Cons O E 1000  X X X X 

5. Develop a corporate communication 
strategy and plan 0 PRM All Dir’s - S I 0 X     

6. Develop an emergency response plan  - 
dealing with planned and unplanned 
disconnections 

0 DF PRM - S I 0 X     

7. Develop a WASCO customer charter 0 MCS All Dir’s - S I 0 X     
8. Do advocacy through education and 

outreach campaigns according to SH 
management plan, incl. topics such as 
WASCO role and functions, processes, 
helpdesk, challenges, how to save 
water, safe sewage disposal, payment 
for services 

0 PRM MCS 
All LMs 

NGOs 
LAs 

Media 
J E 5000 X X X X X 

9. Undertake post project surveys (on all 
major project according to the PMF) to 
determine project success and SH 

0 PRM MSS 
PMO Cons O I 0  X X X X 
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satisfaction 
10. Undertake a bi-annual customer survey * 

[only cost at one place] 0 MCS PRM 
MSS Cons O I 0  X  X  

11. Evaluate survey results and implement 
improvement measures on all surveys 0 MSS 

PRM 
MCS 

All Dir’s 
Cons O I 0  X X X X 

OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

C2.  
Good 
Partner 
Collabora-
tionand 
Integration 
 
[Private, 
NGOs and 
Public 
Sector] 

CE a) No. of 
MOU’s 
 
 
 
 
 

b) No. of SLA’s 
 
 
 
 
 
 

c) No. of 
outsourced 
contracts 
 

 
 

BL= 0 
Y1= 4 
Y2= 8 
Y3=  
Y4=  
Y5=  
 
BL= 0 
Y1= 2 
Y2= 4 
Y3=  
Y4=  
Y5= 20+ 
 
BL= TBD 
Y1= TBD 
Y2=  
Y3=  
Y4=  
Y5=  

1. Review and implement stakeholder 
management framework/plan 0 PRM All Dir’s Cons J I 0 X     

2. Negotiate, develop and implement  
MOU’s with key partner entities, e.g. with 
regard to integrated planning and 
implementation of development t and 
maintenance projects 

0 CE 
All Dir’s 

MSS 
MLC 

LAs, RD, 
Service 

Providers, 
e.g. LEC, 

LNDC, 
NGOs 

J I 0  X X X X 

3. Negotiate, develop and implement SLA’s 
/ contracts with key suppliers 0 CE 

All Dir’s 
MA 

MLC 

LAs, 
LNDC, 
NGOs 
Contr 

O E 2000  X X X X 

4. Prevent and best resolve disputes  0 MLC All Dir’s - S I 0 X X X X X 
5. Hold annual stakeholder conference 0 PRM All Dir’s Suppl J I 0 X X X X X 
6. Undertake stakeholder survey *  0 PRM MSS Cons O  0  X  X  

7. Develop and distribute bi-annual 
newsletters and information papers to 
stakeholders – online and printed media 

0 PRM All Dir’s 
Graphic 
Design 
Printers 

J I 600 X X X X X 
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

C3.  
Customer 
andPartner 
Satisfaction 

DC
S 
 

a) Customer 
and Partner 
Satisfaction 
index as 
measured in 
surveys 
 

 
 

BL= TBD 
Y1= TBD 
Y2=  
Y3=  
Y4=  
Y5= 

1. Undertake the SH surveys every 2 years 
* [cost of the combined survey included 
here] 

0 MCS PRM 
MSS Cons O E 1000  X  X  

2. Evaluate and plan for improvements 0 MSS MCS 
PRM - S I 0  X X X X 

OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

C4.  
Good 
Reputation 
and Image 

CE a) Reputation 
and Image 
index as 
measured in 
surveys 

 
 

BL= TBD 
Y1= TBD 
Y2=  
Y3=  
Y4=  
Y5=  

1. Design and launch a branding strategy 
and campaign, incl. logos, adverts, 
marketing, sponsorship 

0 DCS PRM 
All LMs Cons O I 500  X X   

2. Improve the social responsibility 
programme and implement 20 PRM All Dir’s Partners J I 0 X X X X X 

3. Do marketing of functions achievements 
through all media, incl. radio slots, public 
gatherings and road shows 

0 DCS All Dir’s Media J I 0  X X X X 

4. Carry out stakeholder surveys every 2 
years * 0 PRM MSS Cons J I 0  X  X  
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THEME D: ENSURE FINANCIAL SUSTAINABILITY 

 
 
 
 
 
  

OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

D1.  
Improved 
Financial 
Model 
 
[NSDP 
asking for 
innovative 
financing 
instruments] 
 

DF a) Date for a  
mutually 
agreed 
model 

 
 
 
 
 
 
 

March 
2016 
 
 

1. Negotiate with GOL to agree to provide 
ongoing subsidisation to cover social 
and environmental ‘public good’ activities 
and projects undertaken by WASCO 

0 CE DF GOL J I 0  X    

2. Negotiate with GOL to fund all 
infrastructure development;  WASCO to 
fund all O&M  

0 CE DF GOL 
Cons J I 0  X    

3. Negotiate GOL to remove loans 0 CE DF GOL 
Cons J I 0  X    

4. Develop and market Pro-Poor policy and 
strategy 0 CE DF GOL 

Cons J E 100  X    

5. Develop and market  Pro-Business 
policy and strategy  0 CE DF GOL 

Cons J E 100  X    

6. Fully utilise the project selection, 
approval and planning process in the 
PMF 

0 MPPS PMO 
All Dir’s 

GOL 
Cons J E 100  X    

7. Influence change of legislation to allow  
operations only in viable areas  0 CE MLC GOL 

Cons J E 100  X    
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

D2.  
Improved 
Profitability 
 
[Increased 
funds from 
GOL and 
development 
partners; 
reduced 
admin costs] 
 

DF a) % annual 
increased 
operational 
income 
[compound-
ded] 
 
 

b) Annual 
increase in 
operational 
profit margin 

BL= NA 
Y1= 10% 
Y2= 10% 
Y3= 10% 
Y4= 10% 
Y5= 10% 
 
 
BL= NA 
Y1= 10% 
Y2= 10% 
Y3= 10% 
Y4= 10% 
Y5= 10% 

1. Investigate and propose optimal tariffs  0 MSS All Dir’s  S I 0 X X X X X 
2. Investigate spin-offs from removing 

cross-subsidisation 0 MSS -  S I 0 X     

3. Advocate for promotion of wet industries 
[in partnership with LNDC, etc.] 0 CE All Dir’s LNDC J E 0  X X X X 

             
4. Introduce paperless billing to reduce 

costs 0 MICT MM  S I 0  X    

5. Properly manage the use of overtime to 
reduce costs 0 DHR All Dir’s 

All LMs  S I 0 X X X X X 

6. Investigate innovative means to reduce 
administrative/overhead costs 0 DF All Dir’s 

All LMs  S I 0 X X X X X 
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

D3.  
Improved 
Cash Flow 
 
[Improved 
meter 
reading and 
billing; 
improved  
payment; 
disconnec-
tions; 
reduced 
debt] 

DF a) Debt age 
 
 
 
 
 
 

b) Debt 
magnitude 
as a 
percentage 
of annual 
billing 
 

c) Collection/ 
billing ratio 

 
 
 
 
 
 

BL= 200 
Y1= 180 
Y2= 150 
Y3=120  
Y4= 90 
Y5= 90 
 
BL= 50% 
Y1= 40% 
Y2= 35% 
Y3= 30% 
Y4= 25% 
Y5= 20% 
 
BL= TBD 
Y1= TBD 
Y2=  
Y3=  
Y4=  
Y5=  
 
 

1. Investigate and Introduce smart 
metering, starting with pilot projects  0 MM RMs Cons J E 5300 X X X X X 

2. Investigate and implement smart 
metering, incl. pre-paid meters in 
selected areas 

0 MM RMs Contr O I 5000 X X X X X 

3. Develop and implement a cash flow 
management plan 0 DF 

MFMA 
MT 

All Dir’s 
 S I 0 X     

4. Introduce incentives for prompt payment 
of bills and negotiate repayment of long 
term debt 

0 DF PRM 
MICT - S I 0 X X X X X 

5. Explore different payment methodologies 
/ technologies and establish more 
payment facilities for customers 

0 DF MICT 
MCA Contr J I 1000  X X X X 

6. Implement the credit policy, incl. 
disconnection of defaulters 0 MC DO 

RMs  S I 0 X X X X X 

7. Litigate against defaulting customers 0 MLC 
DF 

MCA 
RMs 

Cons J I 1000 X X X X X 
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OBJECTIVE Acc PI Target INITIATIVES CP 
% Resp Supp External 

Partners 
SJ
O FS Cost 

[M 000] 
15 
16 

16 
17 

17 
18 

18 
19 

19 
20 

D4.  
Improved 
Sustainabi-
lity 
 
 

DF a) Liquidity 
ratio 
(Current 
ratio) 
 
 
 

b) Profit ratio 
(operating 
profit) 

BL= 1.57 
Y1= 2 
Y2= 2 
Y3= 2 
Y4= 2 
Y5= 2 
 
BL= -0.01 
Y1= 2.4 
Y2= 5 
Y3= 7.5 
Y4= 10 
Y5= 10 

1. Measure sustainability PIs  0 DF Dir’s 
All LMs - S I 0 X X X X X 

2. Evaluate and report on findings and 
recommendations 0 DF Dir’s 

All LMs - S I 0 X X X X X 
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ANNEXURE B: SAR SUMMARY 
The complete Situational Analysis Report (SAR) is a separate document completed in November 
2014. This annexure only summarises two sections that have direct relevance for the WASCO 
Strategic Plan. These are the 1) GOL imperatives and 2) Regulatory requirements. 

A) GOL Imperatives 
The GOL policy imperatives for the water sector relevant to WASCO are the following documents:  
1. Constitution of Lesotho 
2. Vision 2020 
3. NSDP 2012/13 – 2016/17 
4. LWSP (2007) 
5. LTWSS (2014) 
These documents guided the formulation of the WASCO strategy. Their relevance to the WASCO 
strategy is briefly described below. 

Constitution: 
The right to good health is entrenched in the constitution of Lesotho. Health and hygiene are 
impossible without water and sanitation services. Section 27 includes: 

• The reduction of stillbirth rate and infant mortality; 
• Improvement of environmental and industrial hygiene; 
• Prevention, treatment and control of epidemic, endemic, occupational and other diseases; and 
• Improvement of public health. 

Vision 2020 
“By the year 2020 Lesotho shall be a stable democracy, a united and prosperous nation at peace 
with itself and its neighbours. It shall have a healthy and well-developed human resource base. Its 
economy will be strong. Its environment well managed and technology well established.” (National 
Vision 2020, GOL)  

NSDP 2012/13 – 2016/17 
The National Strategic Development Plan 2012/13 - 2016/17 addresses the Constitutional 
requirements and provides a plan towards Vision 2020. WASCO specifically has to address or 
contribute to achieve Goal 2 – related to urban water and sewerage infrastructure. As foundation, 
WASCO has to establish sound governance (Goal 6) and an effective and adaptable organisation 
through capacity building, good leadership, risk management, good project management, 
accountability and transparency. “The provision of water and sanitation infrastructure remains 
crucial to exploit our economic potential and prevent water borne diseases.” The Metolong Dam is 
identified as key solution for bulk water supply to Maseru and surrounding lowland areas. The 
NSDP highlights the need for the expansion of distribution networks – to households, industries, 
commercial centres and other institutions.  
In its strategic objectives and actions for the expansion of water and sanitation services to 
industries, commercial centres, households and other institutions, the NSDP include: 
• Communal standpipes as part of the solution for communities without water; 
• Developing financing instruments to fast-track connectivity of water and sanitation infrastructure; 
• Exploring environmentally friendly technology for sanitation and enforcing standards for VIPs 

and effluent; 
• Developing water treatment works and sewage treatment works; 
• Improving coordination and accountability in water sector, incl. WASCO. 
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LWSP 2007 
The Lesotho Water and Sanitation Policy 2007 spells out seven policy statements. 
Policy Statement 2 “Water Supply and Sanitation Services” specifically relates to the WASCO 
mandate. The LWSP offers the following principles specifically related to WASCO: 
• Water has an economic value and should be recognized as an economic good; 
• Water management and development should be based on a participatory approach, involving 

users, planners and policy-makers; 
• All the Basotho are entitled to have access to a sustainable supply of potable water and to the 

provision of basic sanitation services at an affordable cost; 
• Public-Private Partnerships are essential for sustainable development of water resources and 

accelerated access to potable water and sanitation services to the un-served and underserved 
population on account of improved efficiency of operations and investments. 

Under Policy Statement 2 the following are relevant objectives: 
1. To accelerate the delivery of water and sanitation services to all Basotho in line with national 

development goals; 
2. To promote increased investment in infrastructure development (reservoirs, conveyance 

structures, etc.) to meet the water demand in urban and rural areas for socio-economic 
development and for meeting basic consumption and hygiene needs; 

3. To devolve provision of water supply and sanitation services to relevant institutions at National, 
District and Community Council levels; 

4. To promote equity in access to water supply and sanitation services taking into account 
vulnerable and marginalized groups including women, girls and all those affected by HIV/AIDS; 
and 

5. To ensure that the tariffs charged by water and sanitation service providers cover the actual 
cost, including the capital costs as well as the cost of overheads, of providing water and 
sanitation services. 

The 15 strategies to achieve these objectives include: 
• Reconstitute water committees as a mechanism for sustainable service delivery at local level; 
• Empower district and community councils in the effective implementation of water supply and 

sanitation programmes, including the development of all relevant by-laws; 
• Establish long term water demands and water supply options for urban and rural areas beyond 

2035; 
• Formulate water supply and sanitation services programmes for the medium (10-15 years) and 

long term (20-25 years) in order to facilitate the determination of, and access to, funding 
mechanisms; 

• Develop and implement principles and guidelines for various forms of Public-Private 
Partnerships to facilitate sustainable provision of adequate water supply and sanitation services 
to rural, peri-urban and urban areas; 

• Develop and implement management systems for existing and planned bulk water storage 
structures (reservoirs, dams, etc.); 

• Develop and implement programmes aimed at creating public awareness on linkages between 
water supply, sanitation, health and hygiene; 

• Establish and implement standards for provision of water supply and sanitation services; 
• Establish and put into effect tariff structures and cost recovery mechanisms for water supply and 

sanitation services which ensure that water service providers recover the actual cost, including 
capital costs, of providing water services; 

• Introduce a cross-subsidy tariff mechanism to reflect water for basic human needs only (30 litres 
per capita per day) in the case where customers are unable to afford the cost of lowest service; 
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• Tariffs for non-domestic water supply shall be flat rate and shall not be less than the marginal 
cost of the water supplied while tariffs for domestic consumers shall be banded, but 
nevertheless its weighted average shall not be less than the marginal cost of the water supplied; 

• As a way of promoting equity, the Government shall endeavour to ensure that the maximum 
expenditure on water shall not exceed 5% of disposable income, and that the water service 
providers apply a uniform tariff in all areas as opposed to regional tariffs; 

• Put in place mechanisms to ensure that a proportion of the revenues from the Lesotho 
Highlands water is utilized to increase coverage of water supply systems in underserved areas; 

• Implement the Aftercare Strategy for rural water supply systems in order to improve 
sustainability of access to potable water; and 

• Introduce systems for monitoring and evaluating the performance of water supply and sanitation 
systems at community level. 

The Commissioner of Water (COW) plays the leadership role in facilitation of sector-wide 
collaboration, agreements, negotiations, management, planning and reporting. 
Under institutional arrangements (Policy Statement 7), the utility company has to “promote the 
involvement of other stakeholders, including local communities and the private sector in the 
management of water resources and in the provision of water supply and sanitation services”. 
Important to note the requirement to “review corporate governance arrangements for utility 
companies to be in line with international and regional standards for corporate agencies.” 
On monitoring and evaluation, the policy objective is to have a performance management system to 
enable ongoing M&E of water resources and coverage of water and sanitation services to allow for 
identification of weaknesses for corrective actions. 

LTWSS 2014 
The Long Term Water and Sanitation Strategy developed in 2014 is the framework through which 
the LWSP and NSDP are to be implemented for the water sector. Goals for two periods are set, 
namely 2020 and 2030. It states that more than 40% of the population do not have adequate access 
to water and sanitation services. The LTWSS is described under 6 Key Focus Areas (KFAs) that 
together cover the water sector responsibilities. The implementation programme for the ‘Strategy’ 
has been termed the ‘Water Sector (WS) Programme’. The WS Programme is described in detail 
until 2020 and as an outline programme for continued actions until 2030. The two KFAs related to 
the WASCO mandate are: 
KFA III: Water, Sanitation and Hygiene 
Key components related to WASCO are: 
• Improve access to sustainable water and sanitation services, 
• Improve hygienic conditions in rural and urban areas, 
• Formal establishment of Community Councils and Urban Councils as ‘Water Service Authorities’ 

responsible for overseeing the provision of water and sanitation services in their areas of 
jurisdiction. 

Goals for 2020 are: 
• Access to water and sanitation will have improved in rural and urban areas through sustained 

investments, improved operations and an integrated approach to planning in cooperation with 
Local Councils.  

• The functioning of community managed water services will have improved through clarification 
of roles and responsibilities for Local Councils in planning, implementation and management of 
water systems and comprehensive capacity development.  

• New approaches will have been tested for increased involvement of the private sector in 
provision of services 
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Goals for 2030 are: 
• All Basotho will have access to appropriate and affordable water and sanitation services 

according to desired service levels 
• The water services will be provided by a variety of Water Service Providers (WSPs) 
• WASCO will be recognised as an efficient Water Utility providing services in the major urban 

areas as well as bulk water services 
• Water and hygiene related diseases have been minimised 

KFA IV: Regulated Water and Sewerage Services 
Key components related to WASCO are: 
• Provision of effective water and sewerage services by licensed and regulated water service 

providers, 
• Continued strengthening of WASO as the national water utility responsible for bulk water supply 

and for water and sewerage services in urban areas regulated by the Lesotho Electricity and 
Water Authority (LEWA), 

• The implementation of the Lesotho Lowlands bulk water supply projects. 

Goals for 2020 are:  
• Universal access to affordable water services will have been achieved in the WASCO service 

areas through a clear pro-poor approach and effective regulation, 
• Sewerage services will have been planned and implemented as an integrated part of the Local 

Councils’ plans for sanitation, 
• WASCO will be a water utility managed according to commercial principles on the path to full 

cost recovery through justified tariff adjustments and improved operating efficiency. 

Goals for 2030 are: 
• Full cost recovery for regulated water and sewerage services with Government subsidies 

specifically targeted to: i) ensure the provision of services to the poor, and ii) ensure compliance 
with environmental regulations. 

B) WASCO Regulatory Environment 
The regulatory instruments in place for WASCO are: 
• WASCO licence 
• Quality of Service and Supply Standards (QOSSS) 
• Water and sewerage regulations 
• Technical standards for water supply and sewerage equipment 
• Tariff and structure review regulation; complaints handling regulations 
• Safety guidelines for waste water treatment plants 

These instruments are briefly described below, including the Water Act of 2008. 

Water Act of 2008 
This act is the legislative framework for the management, protection, conservation, development 
and sustainable utilisation of water resources in Lesotho. General principles applicable to the 
effective management, conservation and protection of water resources include: 
• equitable distribution of water and sanitation services, 
• public participatory approach, 
• polluter pays principle, and 
• integration of environmental and social issues into water resources management, among them, 

HIV/AIDS and gender mainstreaming.  
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The act states that every water management institution exercising powers and responsibilities under 
this act shall be bound by the strategy developed by COW. The strategy is the LTWSS developed in 
2014. 
Under ‘Provision of Water and Sanitation Services in the Urban and Rural Areas’ [17. (1)], the act 
states that where a permit is obtained by a water and sanitation service provider for use in 
connection with a regulated activity, the service provider and his services shall be regulated under 
the Lesotho Electricity and Water Authority Act (2008) taking into consideration Water and 
Sanitation policy and strategies formulated under this act. 

WASCO Act of 2010 
WASCO’s establishment is based on the WASCO Act of 2010 and as company it is incorporated 
under Companies Act of 1967. This act provided for a change in governance and doing business as 
well as for the transfer of all WASA employees to WASCO. 

WASCO License of 2013 
WASCO’s licence issued by LEWA to provide water and sewerage services commenced on 1 May 
2013. The license gives WASCO the authority to perform the following services in 17 urban areas: 
• Treatment and production of water, 
• Transmission of water, 
• Distribution of water, 
• Supply of water to premises, 
• Storage of water, and 
• Treatment and disposal of sewage. 
Specific obligations by the licensee to be noted are [clause 7]: 
• to comply with all license conditions as well as the Act, regulations, rules, bylaws, standards, 

procedures, orders and the QOSSS issued from time to time, 
• to efficiently and effectively operating and maintaining all infrastructure, 
• to optimise water losses and encourage efficient use of water, 
• to follow good procurement practices, 
• to develop various Codes of Practice, incl. for billing, disconnections, provision of services to the 

elderly and disabled, efficient use of water, handling of customer complaints, water supply and 
subsidies. 

Regular performance reporting has to be done to LEWA based on agreed upon performance 
targets. WASCO as licensee is obliged to: 
• ensure that it has sufficient technical, managerial and financial resources at all times to enable it 

to carry out the required water and sewerage services and to comply with all its obligations; 
• provide reliable water supply of acceptable quality; 
• annually rehabilitate or replace parts its water infrastructure and monitor and control leaking 

water; 
• selectively rehabilitate or replace sewerage infrastructure to ensure good functioning of the 

systems; and  
• fully comply with effluent discharge standards. 

Regulatory Instruments 
The following are the regulatory instruments relevant to WASCO: 
1. LEA, Charging Principles for Electricity and Water and Sewerage Services, Sept 2012  
2. LEWA Licence Fees and Customer Levies for Water and Sewerage Services, Regulations 2013 
3. LEA, Regulatory Accounting Guidelines, Sept 2012 
4. LEWA, Resolution of Complaints for Water and Sewage Services, Rules 2013 
5. LEWA, Water and Sewage Treatment Facilities, Safety Standards, May 2013 
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6. LEA, Tariff filing and review procedure for electricity and water tariff applications, Feb 2012 
7. LEWA, Urban water quality of service and supply standards (QOSSS), May 2013 
The QOSSS apply to water abstraction, water treatment, transmission and distribution as well as the 
collection, treatment and disposal of sewage and ancillary services. These standards were only 
finalised in May 2013. The objectives of the QOSSS are to: 
a) protect customers and environment; 
b) ensure sufficient supply, effective and efficient services; 
c) ensure water supplied is of good quality and appropriate for human consumption; 
d) allow assessment of the service rendered to the customers; and 
e) set service targets and standards 
For each standard, a measure is provided with minimum and target standards.  
The Quality of Service Standards forWater Supplyare: 
A1 - Times for Provision of Quotations and Supply 
A2 - Credit Metering 
A3 - Prepayment Metering 
A4 - Continuity of Supply 
A5 - Handling Network Disruption 
A6 - Managing Customer Complaints, Enquiries and Requests 
A7 - Provision of Communication Services 
A8 - Customer education on topics of health and hygiene standards, ethos of paying for water and 
avoidance of waste of drinking water 
The Quality of Service Standards forSewerageare: 
B1 - Times for Provision of Quotations and Sewerage Connection 
B2 - Sewer Connection 
B3 - Sewage Flooding 
B4 – Customer Education, incl. health and hygiene standards, the ethos of paying for Sewerage 
services and education on waste classification and disposal. 
B5 – Other service activities 
The Quality of Supply Standards for Waterand Sewage are: 
C1 - Water Quality 
C2 - Minimum Pressure and Outflow at Stand Pipes 
C3 - Quality of Discharged Treated Sewage 

 
 


