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Executive Summary 
 
The Water and Sewerage Company (PTY) Ltd was established in 2010 and is mandated to 

provide potable water and sewerage disposal services in the 16 service territories as per its 

Composite Operating Licence granted in April 2013 by the Lesotho Electricity and Water 

Authority (LEWA). 

 

The formulation of the WASCO Strategic Plan comes at an opportune time when a new 

leadership team has been appointed at the helm. As a result, the leadership has developed a 

robust plan that aims to turnaround the company. An outlook of a unique organisation is laid 

out in this plan document. 

 

In the run-up to the development of this strategic plan, a consultative process was initiated with 

a view to solicit views and ideas that dealt with current problems, challenges and bottlenecks 

with a view to create an organisation that all can be proud of. These consultations were very 

extensive across the enterprise as well as with key stakeholders. Parallel to this, analysis of 

past performance as well as national and sectoral literature review was carried out in order to 

lay the ground work for strategic discussions. Another very important precursor to the 

formulation of the WASCO Strategy was the firming up of the Company’s Business Model. A 

management workshop was then held to consolidate all issues gathered as well as to engage 

in strategy conversations that would yield a number of choices that could be deployed in 

turning around the fortunes of this company. 

 

At the apex of this strategy document the vision and mission statements which are articulated 

as follows: 

 

The Vision: A sustainable and reliable provider of potable water and quality sanitation 

services 

Mission: To produce and distribute potable water and provide sanitation services to our 

valued customers in an environmentally friendly manner. 

 

In pursuit of this vision and mission, WASCO has adopted the following core values as non-

negotiable ways of guiding the behaviour of all WASCO employees. We embrace the following 

core values to build and maintain a culture supporting the successful execution of our strategy: 
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Integrity, Accountability, Customer Centricity, Excellence, Innovation and Team work. They 

have been as thus formulated to form a Values Mantra [I-ACE-IT] which is meant to exude 

excellence across the company. 

 

The Company proposes to focus on the following strategic outcomes, namely 100% 

Compliance, Independence, Sustainability and Operational Excellence. The eight major goals 

of the company are categorised into the four main outcomes as follows: 

 

 

 

The detailed presentation of objectives that would be achieved for each goal is laid out as 

well as initiatives or interventions that would be pursued during the five-year 

implementation period ending in 2025. 

 

The envisaged financial investments in executing this strategic plan is estimated to be 

M1.34 billion. The average annual investment projections for the five-year period ending in 

2024-25 are estimated at M268.3 million. 

 

In order to ensure the successful implementation of the plan a detailed results framework is 

presented with clearly articulated indicators and set targets for the entire planning period.
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CHAPTER I INTRODUCTION 
 
1.1 Overview of the Company 

 

The Water and Sewerage Company (PTY) Ltd was established through a “Water and 

Sewerage Act No. 13 of 2010”, thereby making it a fully-fledged private company owned 

by the GoL mandated to deliver water and sewerage services in designated service 

territories of the country. WASCO operates in 16 centres serving approximately 104 900 

customers nation-wide, about 7, 800 of whom are connected to sewer lines.  The total 

number of customers comprises 2, 600 non-domestic customers and 94, 400 domestic 

customers. There are also more than 4, 300 domestic prepaid connections, and more 

than 4, 400 communal pre-paid token holders.  

 

The Company operates within the water and sanitation sector functionally reporting to 

the Ministry of Water. The Ministerial oversight role is carried out by a Board of 

Directors. In this regard, there is currently a fully-constituted Board of Directors which 

was appointed in the first quarter of the 2018-19 financial year.  

 

1.2 The WASCO Value Chain 

 

The WASCO value chain starts with the extraction and production of raw water from 

rivers, bore holes and dams. These are supported by its distribution and ultimate supply 

to households and entities as well as the extraction of sewer for safe disposal back into 

the environment. On this basis, the following functions or business of WASCO are 

regulated (i.e. production, distribution and sewerage disposal). Figure 1a below 

presents pictorially the value chain from abstraction, highlighting customer facing 

elements that include meter reading and billing, to disposal of sewer to the environment. 
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Figure 1a: The WASCO Value Chain 

 

 

1.3 The WASCO Business Model 

 

In an endeavour to achieve the mandate, WASCO key activities are the development of 

water treatment and supply infrastructure as well as the sewerage collection and 

treatment infrastructure; treatment and supply of water; collection, treatment and 

disposal of sewerage as well as installation of requisite connections through use of 

material and human resources. A comprehensive business model that WASCO uses to 

achieve success in its business and management of its activities is represented table 1a 

here below. 



3 

 

 
Table 1a: The WASCO Business Model 

 

KEY PARTNERS 
Government of 
Lesotho 
Lesotho Electricity 
and Water 
Authority 
Development 
Partners 
Suppliers 

KEY ACTIVITIES/ 
CORE BUSINESS 
Abstraction, treatment 
and distribution of 
water 
Collection, treatment 
and disposal of sewer 

VALUE 
PROPOSITIONS 
Reliable potable 
water 
Collection and 
safe disposal of 
waste water  

CUSTOMER 
RELATIONSHIP 
Personal Assistance 
Automated Services 
Dedicated Corporate 
Assistance 
Community 
engagement 

CUSTOMER 
SEGMENTS 
Non-domestic 
Customers 
Industrial entities 
Religious institutions 
Schools 
Commercial Entities 
 
Domestic Customers 
Households 

KEY RESOURCES 
Infrastructure 
Human 
Land 
Water sources 

CHANNELS 
Service Centers 
Community outreach 
Call center 
WASCO Website 
Water Committees 
Media platforms 
Third-party service 
providers 

COST STRUCTURE 
Production costs 
Distribution costs 
Sewerage costs 
Capital (development) costs 

REVENUE STREAMS 
Tariff Charges 
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CHAPTER II  THE BURNING PLATFORM – RE TSOA KAE? 

 

2.1 Introduction 

 

In tackling the road ahead, it is prudent for one to take stock of issues that are prevailing 

with a view to address them going forward. Performance of the company in the recent 

period is also taken into consideration with a view to get the relevant baseline 

information so as to design outcome indicators for the monitoring of the achievement of 

the set goals and objectives. 

 

2.2 Analysis of Past Performance 

 

2.2.1 Revenue/Expenditure outrun for 2010-11 to 2018-19 

 

The company has been experiencing a growth in surplus in the latter part of the 

review period against a backdrop of losses that were recorded in the first five 

years from the 2010-11 financial year. Following a marginal profit of M2.337 

million recorded for the 2015-16 financial year a profit of M16.113 million was 

generated in the 2016-17 financial year and leading to another profit recorded for 

the 2017-18 financial year. However, in 2018-19 the Company recorded a loss of 

M10.799 million due to reduction in revenue as a result of reduced water 

consumption.  The company had experienced its highest loss (at M10, 595 

million) during the 2011-12 financial year. This improvement has been largely as 

a result of a substantial and steady growth of Water and sewerage billing for the 

last five years since 2010-11 financial year coupled with more initiatives for cost 

management. 

 

The table below highlights the outturn on the finances of WASCO for the review 

period as well as preceding years from financial year 2010-11. 
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Table 2a: Revenue/Expenditure Outturn for 2011/12 to 2018/19 (In Maloti Million) 

 

Item 2018-19 2017-18 2016-17 2015-16 2014-15 2013-14 2012-13 2011-12
Average 

Change (%)

Total Revenue       225,507         270,410        256,044       218,609       198,666        171,233       157,756        139,705 7.66%

Water and Sewerage Billing      196,256         199,354       192,334      190,539      175,628        151,452       137,878        115,691 8.07%

New Service connections        14,178           13,288         13,916        15,458        15,826         14,922         15,878         21,733 -5.29%

Other Income        35,613           76,274         49,794        27,037          7,212           4,646          4,000           2,285 72.19%

Interest Income  -  -  -  -  -  -          9,305  - 

Expenditure       250,784         256,023        239,931       216,272       201,826        173,014       161,746        150,300 7.71%

Manpower      106,481         103,718         98,988        88,458        81,926         80,743         69,327         68,133 6.71%

Power        25,924           23,486         16,581        17,172        18,460         16,262         13,622         10,980 14.08%

Reticulation and Plant Maintenance        14,598           10,126         14,833        13,472          9,579         12,556          7,684           9,545 11.91%

Chemical Usage          5,211            3,671           3,524          5,506          7,683           7,230          5,460           6,688 0.30%

New Connections Materials        12,175           10,876         14,113        15,119        13,682           9,912          7,955         10,110 4.88%

Depreciation        31,578           30,962         27,076        18,416        17,955         15,086         14,767         14,586 12.62%

Operating Profit -      10,799           17,961         16,113          2,337 -        3,160 -         1,781 -        3,990 -       10,595  

 

Figure 2a below presents the growth of income and expenditure and the 

commensurate profit/loss for the last six years leading to the 2017-18 financial 

year. The financial year 2011-12 experienced the most losses and this situation 

improved in the subsequent years leading to the first realised profit in the 2015-

16 financial year. Total revenue has grown by a magnitude of 61 percent during 

the seven-year period to 2016-17 while expenditure grew by nearly 100 percent. 

A trend analysis clearly shows that Water and Sewerage Billing have been the 

main contributor to revenue growth while expenditure on human resources and 

plant and reticulation maintenance had the largest influence in the growth of 

expenditure for the period. 
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Figure 2a: Income/Expenditure performance for the years 2010 to 2019 

 

 

 

The rate of increase in expenditure on power has been very high in recent period 

as a result of an increase in tariffs by the LEC as well as increases in the 

demand for pumping due to increased coverage and population demand 

including the takeover of the Metolong operations which are using substantial 

levels of power. The rate of growth of new service connection has been very 

erratic in recent years mainly due to slow implementation of reticulation extension 

initiatives and service coverage improvement projects. 

 

2.2.2 Operations & Maintenance Cost Coverage Trend Analysis 

 

For a utility to be viable, its billing has to be able to meet expected expenditure 

for the set period. The figure below analyses the trend in the ratio of billing 

against operations and maintenance costs.  
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Figure 2b: O&M Cost Coverage for 2011-12 to 2018-19 

 

 

It can be inferred from figure 2b above that over time the utility’s billing had not 

been able to meet expected expenditure in the past. This explains the losses that 

the company had been experiencing for the period but however, things improved 

somewhat in 2015-16 and 2016-17 financial years. The company is experiencing 

a drop in the cost-coverage by billing since the 2016-17 and this reflects an 

unhealthy situation. 

 

2.2.3 Non-Revenue Water (NRW) Performance 

 

The determination of NRW from production and consumption figures is an 

important KPI for a utility entity. For the period under review production is 

realised to have grown markedly while consumption had remained largely 

constant. The resultant NRW performance is noticeable for its continued increase 

albeit after a period of maintaining a good performance of around 25 percent for 

the first four years. The substantial increase in NRW from 2015-16 financial year 

highlights the challenges posed by losses generated as a result of the water 

losses along the Downstream Conveyance System (DCS). The remainder of the 

period highlights a time where more effort was made to properly calculate the 

NRW figure hence its increase indicating that the lower figures of the earlier 

years can be deemed to be suspect. 



8 

 

 

Figure 2c below is a pictorial presentation of performance of NRW as calculated 

through balancing production and consumption volumes for the period leading to 

the 2017-18 financial year.  

 

Figure 2c: NRW Performance for 2011-12 to 2018-19 
 

  
 
 

2.2.4 Water and Effluent Quality trends 

 

The figure below presents the trends in water quality for the period under review. 

The performance of key parameters for treating water, namely Residual Chlorine, 

Microbiology and Turbidity has not been at the required 100 percent level but 

have largely been excellent. The pass rate for alkalinity/acidity of treated water 

continued to be a challenge in almost all treatment plants due to their archaic 

nature. The Langelier index registered a very low performance (below 50 

percent) for the period. 
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Figure 2d: Water Quality Trend Analysis for 2011-12 to 2018-19 

 

 

 

Figure 2d above shows a gradual increase in the pass rate for residual chlorine, 

Microbiology as well as for the Langelier Index. Turbidity pass rates have 

however been on a slight downward trend. 

 

The figure below presents an analysis of effluent quality for the period under 

review 

 
Figure 2e: Effluent Quality Trend Analysis for 2011-12 to 2018-19 
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As can been seen from Figure 2e above the pass rates for the two parameters 

for effluent quality have been positive for the period under review. This has been 

largely so despite know infrastructural challenges. This also highlights the effects 

of the new waste water treatment infrastructure which came online in Maseru 

which influenced national pass rates. 

 

2.3 Issues Raised Across the Stakeholder Spectrum 

 

A wide spectrum of stakeholders ranging from, GoL Ministries, the business sector, 

NGO’s Partner entities, and key suppliers was engaged to solicit their perspective on 

the standard of service delivery by WASCO. At the working together on the ground. 

Here below is a snap shot of issues identified apex of their concerns is the inherent 

culture of entities not working together not actively by stakeholders: 

 

 

 

 

 

 

 

 

 

High NRW 
concerning 

Old 
infrastructure 

Delays in 
paying 

suppliers 

WASCO not 
adhering to 

its standards 

Low Staff 
Morale 

High levels 
of debt 

(Owed to 
WASCO) 
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CHAPTER THREE: SCANNING THE MICRO AND MARCO ENVIRONMENT – RE HOKAE 

 

3.1 The Policy and Planning Environment 

 

WASCO cautiously aligns its strategies and plans with the broader national and 

international objectives as well as other regulatory frameworks in carrying out its 

services. The following tools or policies are therefore used to assess the policy fit and 

strategic alignment in the appraisal and prioritisation of projects by the company. 

 

a) National Strategic Development Plan II (NSDP 2) 

 

The new Lesotho National Strategic Development Plan emphasizes a need for 

efficient management and development of water resources that aims to maximise 

socio-economic benefits and the alleviation of poverty. The idea is to invest in the 

sound programmatic approach dedicated at increasing access to water and 

improved sanitation and hygiene, that contributes to economic development and 

improved livelihood of Basotho as well as ensuring water security.   

 

b) Water and Sanitation Strategy 2016 

 

The Lesotho Water Sector Policy statement No.2 emphasises need for an robust 

engagement to improve on access to clean water and safe and well managed 

sanitation services for all Basotho and reads thus - “Ensure access to a sustainable 

supply of potable water and sanitation services for all Basotho.” All effort and capital 

initiatives rendered have to satisfy and embed efforts aimed at fulfilling this 

commitment as criteria.  

 

c) The Sustainable Development Goals (SDGs) 

 

Water and sanitation have been identified and recognized internationally as being 

basic needs. The United Nations SDG 6 accentuates a need to ensure availability of 

affordable clean water and sanitation including hygiene for all and the sustainable 

management of water resources; This involves development and construction of 
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adequate infrastructure to assist an availing these services. In all its undertakings, 

project initiatives and development strategies, WASCO desires therefore have to 

align and be geared towards the achievement of this international obligation, 

WASCO has to effectively and efficiently deliver these services to Basotho.  

  

3.2 Internal Introspection 

 

As we endeavour to execute this strategy, we have human resources that are 

knowledgeable in the business and a young and vibrant leadership. We have been in 

the business of provision of water and sewerage services in the country for a long 

period. All these are positive attributes that put us in good stead, and we shall make 

good use of them 

 

We however acknowledge that there are inherent weaknesses that need to be dealt 

with so as to be able to get ahead. We are lacking in project management maturity 

which impacts negatively in executing and delivering projects successfully. Our 

infrastructure is largely old and obsolete and hampers our ability to deliver service. Our 

customer base is falling short of meeting our headline costs and our agility in uptake of 

new technology is hampering growth. 

 

A listing of the Strengths and Weaknesses is presented in Annex C. 

 

3.3 Outward Assessment 

 

There are opportunities in our immediate environment that we shall leverage on to 

guarantee attainment of our goals. We provide an essential good that is needed by all 

and sundry and this guarantees usage. There is availability and accessibility of funding 

that will enable us to implement key interventions and address problems that need 

substantial capital injection. 

 

We do note that there are threats that we should be aware of and find ways of mitigating 

against their impacts. These include reliance of few large customers that are prone to 

closing up shop without warning. New infrastructure project being envisaged have a 

potential to increase competition in the labour market for strategic human resources 
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(engineers) which are critical to our operations. The unintegrated infrastructural 

planning environment is hampering our ability to respond robustly to demand and 

resolve issues.  

 

A listing of the Threats and Opportunities is presented in Annex C 

 

3.4 Porter’s 5 Forces Analysis 

 

Here below is a pictorial layout of the Porter’s 5 Model which has been used to analyse 

WASCO using the five industry forces to determine the intensity of competition in the 

industry. 

 

 

 

The Porter’s Five Forces Analysis has revealed that there are a handful of powerful 

stakeholders who have bargaining power and as such a stakeholder identification and 

analysis exercise is imperative to deliberately map the impact this may have on 

WASCO business. Among those are textile firms, Maluti Mountain Brewery, the abattoir, 

the Maseru and Pioneer shopping centres and the Government of Lesotho as well as 

the upcoming Agro-Industry.  
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It also appears that most of WASCO critical suppliers have a lot of bargaining power 

which increases the business risk. The chemical and materials suppliers dictate terms 

and the inability for WASCO to pay its commitments on time fuels the risk. These 

include the supplier of critical spares such as equipment such as pumps of different 

sizes, Econet Lesotho, Lesotho Electricity Company. 

 

Water is a natural resource which has no substitutes, however, after the opening up of 

the water sector, many boreholes are continuously drilled around urban areas and the 

water bottling firms are increasing in number thereby creating alternatives for water 

access. Most households use septic tanks to collect sewer and some of them are at 

places where sewerage network exists. This renders the network redundant and 

households don’t see the necessity to connect. This is further exacerbated by the 

perceived high connection fees. 

 

3.5 Assessment of the Business Environment 

 
In assessing the external business environment within which WASCO operates and 

gauging how this environment would affect WASCO operations and success of 

strategies laid out going forward, a PESTLE analysis is utilised in this regard. 
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PESTLE ANALYSIS 
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CHAPTER IV: FORGING AHEAD – RE EA KAE? 
 

4.1 The WASCO Vision and Mission 

 

The leadership of the company endeavoured to look ahead and agreed on the desired 

state of WASCO in 2025. The leadership further reaffirmed what WASCO’s core 

business is and, in this regard, coined the new WASCO Vision and Mission as follows: 

Vision: 
 

A sustainable and reliable provider of potable water 
and quality sanitation services 

 
Mission: 

 
To produce and distribute potable water and provide sanitation services to our 

valued customers in an environmentally friendly manner. 
 

In pursuing the above vision and ensuring that all attest to the mission of WASCO, we 

have established the values mantra [I-ACE-IT]1 which presents the following core 

values that we have agreed to live by and espouse: 

Figure 4a: WASCO Core Values 

 

These are entrenched guiding principles that define how we behave in business and 

beyond, in order to achieve the vision envisaged in this strategy. 

 
1 I-ACE-IT brings out the principle of being the best is all we do 
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4.2 Strategic Outcomes 

Here below are the envisaged strategic outcomes that will be pursued in the five-year 

implementation period. The eight goals have been set under each outcome as follows: 

 

At the highest level, the Key performance Indicators (KPIs), and Targets for the 

Strategic Outcomes have been laid out as follows in Table 4a below 

Table 4a: Strategic Outcomes Key Performance Indicators and Targets 

Strategic 
Pillar 

Key Performance 
Indicator (KPI) 

Baseline2 Target 

2020-21 2021-22 2022-23 2023-24 2024-25 

Compliance % Regulatory 
Requirements met 

45% 
70% 80% 80% 90% 95% 

%Environmental 
Requirements met 

None 
60% 70% 80% 90% 95% 

% Legal Requirements 
Met 

None 
60% 70% 80% 90% 95% 

Customer Satisfaction 
Index 

50% +5% +5% +10% +15% +20% 

Sustainability  Leadership Index None - - +10% - +20% 

Audit Opinion Adverse Unqualified Unqualified Unqualified Unqualified Unqualified 

Governance Index None - - +10% - +20% 

Risk Maturity Index None +2% +4% +6% +8% +10% 

Independence Collection Efficiency None 80% 85% 90% 95% 95% 

% Revenue Growth 8.43% 10% 13% 16% 20% 22% 

% expenditure Growth 7.71% 8% 9.5% 11% 13% 15% 

Growth in cash 
Reserves 

7% 7.5 8 8.5 9 10% 

Liquidity Ratio 
(Current) 

1.96:1 2:1 2:1 2:1 2:1 2:1 

Liquidity Ratio (quick) 1.73:1 1.8:1 1.9:1 2:1 2:1 2:1 

Operational 
Excellence  

Non-Revenue Water 
40% 37% 34% 31% 28% 25% 

 
2 The baseline data is as at March 31st 2019 
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4.3 Getting to the Vision and Mission (Strategic Goals) 

 

In pursuit of the set vision and attaining what WASCO is set to do in its mission, the 

following are agreed Strategic Goals and to address and turn around the prevailing 

situation, the following eight (8) Strategic Goals were identified as benchmarks that will 

be used to ascertain success. 
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4.4 Strategic Objectives and Initiatives 

 

In achieving Good Leadership and Governance we shall endeavour to tackling 

leadership capabilities through capacity building interventions for the Board and EXCO 

in the areas of good governance based on King IV principles and leadership 

development programme as well as coaching. Risk management maturity will be 

enhanced through mainstreaming a risk management culture across the enterprise. The 

company will further strengthen business continuity management. 

 

In ensuring WASCO as an Employer of Choice, we will improve staff morale through 

staff wellbeing and improvement of the working environment. Research and 

development will be strengthened through numerous interventions while employee 

talents and motivation will be tackled through career development, succession 

strategies. Rewards for living the values and performance will be actively implemented 

and enforced during the planning period. Further interventions cover the following: 

 

Key to attaining Excellent Customer Service will be striving to increase customer 

satisfaction through sound customer relationship management. The call centre will be 

resourced with adequate equipment and personnel to timeously deal with and convey 

customer queries to respective actors. One stop platforms aimed at ensuring that 

customers receive all services from one point will be executed as well as introduction of 

a self-service technology for customers to easily interact with the Company.  

 

The following objectives will be pursued in attaining Operational Effectiveness and 

Efficiency, namely achieving successes in project implementation and strengthening 

business process management. Initiatives that will be pursued are the following: 

• Improving project management maturity through review, customization and active 

implementation of the Project Management Framework 

• Developing agile business processes 

 

Efforts towards attaining Good Quality of Water and Effluent will be geared at 

attaining the set standards for water and effluent quality. This will be done through the 

following initiatives: 
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• Optimising the water treatment processes through employment of appropriate water 

treatment methodologies 

• Strengthening laboratory support by way of upscaling capabilities in the laboratory 

as well as initiating a process to be ISO-17025 compliant 

• Improving catchment management through advocacy for a robust catchment 

management programme. 

• Improving effluent treatment through deployment of innovative waste management 

technologies as well as rehabilitation and/or upgrade of sewerage infrastructure 

 

In order to guarantee Reliable Service and Supply to our customers we shall strive to 

improve the robustness of our infrastructure through initiatives aimed at enhancing 

production and supply capacities, enhancing wastewater collection and treatment 

capacity as well as ensuring that the integrity of the Metolong Dam wall for optimality. Of 

particular importance is the development and implementation of strategies to reduce 

substantially technical and commercial losses through development and deployment of 

a NRW reduction strategy, curbing losses along the DCS as well as Implementation of 

bulk and zonal meters. 

 

The Goal of Financial Stability will be attained through execution of the following 

initiatives aimed at additional revenue streams, increasing collection, improving liquidity 

and improving meter reading accuracy: 

  

• Diversification of revenue streams 

• Reducing the debt age though implementing a debt management strategy and 

carrying out a campaign to induce customers to pay their bills 

• Expansion of the customer base through reticulation extensions and dealing with 

infills 

• Improving cash collection through rollout of prepaid meters 

 

The Good Image and Reputation of WASCO will be attained through promotion of the 

WASCO brand and compliance to environmental standards. Initiatives proposed in this 

area include the following: 
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• Deployment of a robust marketing strategy 

• Carrying out of outreach campaigns 

• Forging strategic partnerships and engaging actively with the media 

• Engaging much more with our stakeholders, and 

• Developing and implementing the environmental, health and safety programme. 
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CHAPTER V: FINANCING THE STRATEGIC PLAN – KE BOKAE? 
 
5.1 Introduction 

 

In order to determine the feasibility of implementing the WASCO Strategic Plan, an 

attempt has been made to estimate the high-level value of investment in the initiatives 

paid out in the previous chapter. For the initiatives to be fully realised, there is needed 

resources as inputs into their execution. These are human capital, equipment and 

materials as well as financial resources. 

 

It should be noted at the outset that these are high-level investment projections 

calculated as at October 2019. Actual projections would be made as individual program, 

projects and interventions investments are made at time of actual conceptualisation. 

These projections are additional to the annual operational budgets. The strategic budget 

includes the capital budget, but also the costs of non-capital strategic initiatives in this 

Strategic Plan. It is envisaged that WASCO will fund some of the initiatives indicated 

from internal sources with inputs from sale of bonds, while interventions of substantial 

magnitude would be funded largely through the GoL as well as Development partners.  

 

5.2 Summary of Estimated Investment Projections 

 

The table below presents a summary of investment projections for the implementation 

of the Strategic Plan covering the five-year implementation period. As it is, the total 

planned investment is calculated at M1.34 billion. Average annual investment 

projections for the five-year period ending in 2024-25 is estimated at M268.3 million. 

Apart from the Reliable Service and Supply, Goal which is estimated at M1.06 million, 

the goal that has the second highest cost estimate is Goal 6: Improved Financial 

Stability, at M120 million. The Goal that has the lowest projection, at M1.37 million is 

Goal 3: Improved Operational Effectiveness and Efficiency. Here below, Table 5a, is a 

detailed articulation of the investment projections for the respective eight goals for the 

five-year implementation period. 
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Table 5a: Summary of Investment Projections 

 

GOALS ESTIMATED COSTS (‘000 MALOTI) 

YEAR 1 YEAR 2 YEAR 3 YEAR 4 YER 5 TOTAL 

1. Good Leadership and 
Governance 2 366 1 668 5 591 350 300 10 275 

2. Employer of Choice 14 169 17 184 24 930 31 031 16 322 103 636 

3. Improved Operational 
Effectiveness and Efficiency 50 315 300 400 300 1 365 

4. Excellent Customer Service 2 200 6 150 4 250  2 500 15 100 

5. Good Image and Reputation 3 560 9 120 4 270 8 220 3 120 28 290 

6. Improved Financial Stability 36 060 33 150 18 790 15 090 6 940 120 030 

7. Improved Quality 0f Water 
and Effluent 1 300 4 500 1 500 1 500 1 000 8 800 

8. Reliable Service and Supply  124 950 136 175 333 090 370 130 97 915 1 062 260 

GRAND TOTAL 184 655 208 262 392 721 427 621 128 397 1 341 656 

 

It can be realised from table above that investment projections are gradually increasing 

from the first year until a peak in year 4 with a sharp decrease at year 5 highlighting a 

consolidation or wrap up of interventions for the planning period. 

 

5.3 Disaggregated Cost Estimates 

 

This section presents a pictorial (from figure 5a to 5h) disaggregation of cost within the 

eight goals envisaged by the Strategic Plan. The cost estimates for interventions/ 

initiatives aimed at achieving the set objectives have been determined and outlined. 
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5.3.1 Goal 1  - Good Leadership and Governance 

Figure 5a: Analysis of Investment projections for Objectives under Goal 1 

 

5.3.2 Goal 2 - Employer of Choice 

Figure 5b: Analysis of Investment projections for Objectives under Goal 2 
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5.3.3 Improved Operational Effectiveness and Efficiency 

Figure 5c: Analysis of Investment projections for Objectives under Goal 3 

 

5.3.4 Excellent Customer Service 

Figure 5d: Analysis of Investment projections for Objectives under Goal 4 
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5.3.5 Good Image and Reputation 

Figure 5e: Analysis of Investment projections for Objectives under Goal 5 

 

 

5.3.6 Improved Financial Stability 

Figure 5f: Analysis of Investment Projections for Objectives under Goal 6 
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5.3.7 Improved Quality of Water and Effluent 

Figure 5g: Analysis of Investment projections for Objectives under Goal 7 

 

 

5.3.8 Improved Service and Supply 

 Figure 5h: Analysis of Investment projections for Objectives under Goal 

8
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CHAPTER VI:  STRATEGY EXECUTION - RESULTS MONITORING 
 
 

6.1 Introduction 

 

In order to gauge success in the implementation of this strategic plan, we propose to 

engage a results regime that will be deployed and implemented over the implementation 

period across the enterprise. A detailed Results Framework is annexed to this 

document which will layout the basis for monitoring of results and hence provide the 

basis for the determination of outcomes and pursuit of set targets in the implementation 

of this plan. 

 

The objectives of the Results Framework are as follows: 

a) Operationalise the priorities of the strategic Plan 

b) Support integrated planning across divisions 

c) Support better and regular monitoring and reporting of achievements 

d) From the basis for the Annual Business Plans in the execution of the Strategic Plan 

 

A detailed WASCO Results framework is presented in Annex B of this document. 

 

6.2 The Layout of the Results Framework 

 

At the apex of the WASCO Results framework is the determination of high-level 

indicators for each set objective. The indicator gives a measure of achievement, helps 

assess performance, or reflects changes connected to an intervention. They are used to 

track all levels (input, output, outcome and impact) of an intervention. For this 

framework, there are both quantitative, being numeric indicators as numbers, 

percentages, ratio, Index or score; and qualitative being indicators that are descriptive 

observations and can be used to supplement the numbers and percentages provided by 

quantitative indicators. 

 

It is imperative for a sound determination of the baseline as a key platform and starting 

point to set targets. For most indicators, the baseline has been determined from 
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previous years’ performance. There are some indicators whose base is yet to be 

established and this will be done in the run-up to the implementation of the strategy 

document so as to be able to have a clear starting point. 

 

The target values for the various indicators have been set with a view to gauge 

performance against them as the implementation progresses. The determination of 

frequency of reporting is based on the type and complexity of each indicator. There are 

those that would warrant once off reporting whereas there are others that would need 

much more routine reporting (i.e. monthly, quarterly of annually). Data sources are key 

to the collection of requisite data for the measurement of performance. There are 

systems within WASCO (e.g. the Edams), routine reports, etc. that will be used as 

sources of WASCO data. Some data will be obtained from surveys conducted internally 

while other data will be sourced from external sources like from Census/ survey reports 

obtainable from the Bureau of Statistics. 
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CHAPTER VII STRATEGIC RISK MANAGEMENT 

 

7.1 Introduction 

 

WASCO recognises risk management as an essential component of its governance 

framework and it supports the achievement of the Company’s strategic goals and 

objectives. Effective risk management increases the success in the attainment of set 

strategic outcomes, namely Compliance, Operational Excellence, Independence and 

Sustainability. The company endeavours to mainstream risk management as an inherent 

culture across its enterprise. The company has further carried out an assessment of its 

risks and developed an Enterprise Risk Register. This will be used as a tool to 

operationalise the mitigation of identified risks for inclusion into annual business planning 

process. 

 

7.2 The WASCO Risk Management Framework 

 

The Company has a Risk Management Framework which clearly provides guidance to 

WASCO Management and its Board through the Finance, Risk and Audit Committee, on 

how to identify critical risks, assess them, evaluate them and manage them in general, 

and in the strategic planning process. The framework also defines the roles and 

responsibilities of key players in the risk management system of WASCO.  

 

This framework is geared to achieving the Company’s objectives set in the following four 

categories: 

 

a) Strategic objectives- the Company should set clear high-level objectives which are 

aligned with and support its mission. 

b) Operations- the Company must strive to effective and efficient use of resources 

and must set clear goals to achieving such.  

c) Reporting- the Company should set reporting goals and mechanisms to ensure 

integrity of information and reliability of reporting. 

d) Compliance- the Company should ensure compliance with applicable laws, rules 

and regulations. 
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7.3 The WASCO Risk Appetite Statement (RAS) 

 

The WASCO risk appetite is the amount of risk the Company is willing to accept in pursuit 

of its strategic goals. The Risk Appetite Statement (RAS) considers the most significant 

types of risks to which the University is exposed and provides an outline of the approach 

to managing these risks. 

 

The Company’s appetite for risk across its strategic activities is provided in the following 

statements, and is illustrated diagrammatically below: 

 
No. RISK CATEGORY RISK APPETITE STATEMENT RATING 

 

1 Performance & 
Sustainability Risk 

In its newly developed Strategic Plan, WASCO aims to significantly 

improve its performance, financial and non-financial. It recognises that 

achievement of its strategic objectives is important to attaining long-term 

financial sustainability. Governance structures have been put in place to 

ensure sufficient oversight across key risk categories. 

 
 
 
 
  Medium 

2 Reputational Risk Public Scrutiny is an inherent and welcomed component of WASCOs 

activities. WASCO aims to be transparent at all times though some of its 

work may generate public perception and media coverage that will affect 

its reputation. WASCO will seek to ensure transparent and clear 

communication in order to mitigate the risk and that key stakeholders are 

informed. WASCO has a low risk appetite for activities that will 

compromise its ethics, brand and credibility. 

   
 
 
 
    Low 

3 Compliance & 
Regulatory Risk 

WASCO is committed to a high level of compliance with regulation, 

relevant legislation, industry codes, standards as well as internal policies 

and sound corporate governance principles. Minor breaches are expected 

from time to time but will be reported and responded to.  Going forward, 

WASCO seeks to significantly improve oversight over its compliance 

universe and will therefore mainstream regulatory compliance, risk and 

quality management as part of its new strategic plan. WASCO has a low 

risk appetite to non-conformance 

    
 
 
 
    Low 

4 Legal Risk WASCO recognises that the need to comply with legal requirements is 

inherent in almost all aspects of its activities. Wasco is therefore committed 

to implementing adequate and effective system of internal controls to 

manage its exposure to legal risk, recognising that failure to do so may 

lead to huge financial losses due to legal claims. WASCO has a low risk 

appetite for any conduct (illegal, irrational, unreasonable) by its staff 

  
 
 
 
 
      Low 
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No. RISK CATEGORY RISK APPETITE STATEMENT RATING 
 

members that increases its exposure to legal risk. 

5 People Risk WASCOs success in achieving its mission directly depends on the 

knowledge, skills, abilities, dedication, and robustness of its workforce. Its 

workforce is its most-important asset for managing risk – through 

designing and implementing control systems; making risk informed 

decisions etc. However, its workforce can also be a cause of risk, because 

of skill gaps, turnover, non-compliance with procedures etc.  There is a 

low risk appetite for non-compliance with HR laws, gaps in skills and 

capacity, weaknesses in recruitment, work force planning etc. There is a 

medium risk appetite for innovative best practices such as attracting, 

developing and retaining talent including flexibilities for hiring and 

compensating staff. 

 
 
 
 
   Medium 

6 Credit Risk Credit Risk is the risk that customers will default in making payments for 

services consumed. Due to its nature of business, which is predominantly 

a post-paid metering/billing system, a considerable chunk of WASCOs 

service is rendered on credit. Inadequate and ineffective controls to 

manage credit risks has let to poor collections and ultimately contributing 

to the current cash flow challenges. WASCO has a high risk appetite for 

initiatives that increase its customer base and as well as those that 

enhance its recovery and collection capability 

      
 
 
 
       High 

7 Health & Safety & 
Environment 

The willingness to accept risk to the Health safety and wellbeing of staff 

contractors is very low. It is not WASCOs intention to avoid inherently 

risky activities, which are part of running the business; however, a strong 

culture of health and safety awareness and risk management is expected 

of all staff and contractors. This includes identifying and managing health 

and safety risks to the best extent possible. WASCO has a strong interest 

in protecting and preserving the environment.  

      
 
      
    
      Low 

8 Projects Risk WASCO`s financial performance and sustainability is largely dependent on 

the successful implementation of its Projects, both internally and externally 

funded. WASCO has a Project Management Framework to ensure that 

Projects are completed in time, at the least possible cost and within 

acceptable standards of quality. While WASCO is not willing to accept 

risks associated with Projects implemented outside its Project 

Management Framework, it has a low-risk appetite for initiatives that 

enhance the successful implementation of its Projects. 

      
        
 
 
     Low  

9 Fraud & Corruption WASCO accepts that its operating environment heightens exposure to the 

risk of fraud and corruption. These practices and as well as the 

misappropriation of resources, are the direct contravention of WASCO 

     
 
 
     Low  
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No. RISK CATEGORY RISK APPETITE STATEMENT RATING 
 

values. WASCO will mitigate such actions as deemed necessary in line 

with its Whistle Blowing Policy. WASCO has no tolerance for Fraud and 

Corruption 

10 Information 
Technology 

The IT landscape continues to evolve at a rapid pace, and technological 

advances provide opportunities for WASCO to operate more efficiently and 

effectively. WASCO recognize the important role that IT plays in supporting 

its mission, and is committed to delivering robust, responsive, and flexible 

IT infrastructure. There is a low appetite for risks to the availability, 

security and capacity of systems that support its critical business functions. 

There is medium-risk appetite with regard to adoption of new technologies 

or platforms meant to lower costs, improve system reliability and access to 

data. Going into new unchartered IT frontiers brings into play numerous 

risks. 

 
 
      
 
 
 
  Low 

11 Business 
Continuity 
Management 

WASCO is willing to tolerate a finite amount of downtime as long as it does 

not exceed those thresholds enshrined in the quality of service standards, 

as they relate to reliability of service and supply. WASCO will mitigate 

exposure to business disruption by maintaining a comprehensive BCM 

framework that will comprise Business Impact Risk Assessments, 

Business Continuity Plans and Plan testing. 

 
 
 
   Medium 
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ANNEX A: IMPLEMENTATION MATRIX 

STRATEGIC GOAL 1: GOOD LEADERSHIP AND GOVERNANCE 

STRATEGIC 
OBJECTIVES 

STRATEGIC INITIATIVES KEY ACTIVITIES OUTPUT INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

1.1 Improve 
Leadership 
Index by 20 
basis points by 
2025 

1.1.1 Capacitate members of 
the Board on Governance 

1.1.1.1 Implement capacity building interventions for 
the Board on good corporate governance 
(King IV Code) 

• # interventions carried out 

• # of Board members trained 
 

     

1.1.2 Capacitate the EXCO with 
leadership skills 

1.1.2.1 Implement capability building interventions 
for EXCO on LMDP   

• # of modules carried out      

1.1.2.2 Capacitate EXCO on coaching expertise • # of coaching events held      

1.1.3 Enhance Management 
capabilities 

1.1.3.1 Capacitate Management on team building 
and supervisory skills 

• # of interventions carried out      

1.1.4 Empower management 
on decision making 

1.1.4.1 Review and implement decision making 
framework 

• Reviewed decision-making 
Framework in place 

• # of roll out events 

     

1.1.5 Inculcate policy 
compliance 

1.1.5.1 Institutionalise self-assessment • # of self-assessment reports      

1.2 Improve Risk 
Management 
Maturity by 10 
basis point in 
2025 

1.2.1 Mainstream risk 
management as a 
corporate culture 

1.2.1.1 Risk management awareness campaigns 
and training 

• # of risk management awareness 
sessions held 

• # of staff trained on RM 

     

1.2.1.2 Implement Risk Management Framework • Risk Management Framework 
document in place3 

     

1.2.1.3 Develop and implement Enterprise Risk 
Management Strategy 

• Risk management strategy in 
place 

     

1.2.2 Strengthen business 
continuity management 

1.2.2.1 Develop and Implement Business continuity 
management plan4 

• Business continuity management 
plan in place5 

• # of roll out sessions 

     

1.2.2.2 Establish disaster recovery site • Recovery site acquired and 
operational 

• # of successful recovery tests and 
restores conducted 

• Volume of data transferred to 
recovery site 

     

 

 
3 The Risk Management Framework will reflect specific deliverables/outputs 
4 This is inclusive of the Enterprise Emergency Preparedness Plan 
5 The Key aspects (and relevant outputs) of the BCMP will be articulated accordingly 
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STRATEGIC GOAL 2: EMPLOYER OF CHOICE 

STRATEGIC 
OBJECTIVES 

STRATEGIC INITIATIVES KEY ACTIVITIES OUTPUT INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

2.1 Improve Staff 
morale by 25% 
by 2025 

 
 
 

2.1.1 Improve staff satisfaction 
index 

2.1.1.1 Conduct Team Building initiatives for 
staff 

• # teambuilding sessions held 

• # of employees involved 

     

2.1.2 Enhance communication 
across the enterprise 

2.1.2.1 Review the WASCO communication 
strategy 

• Reviewed Communication Strategy 
document in place 

     

2.1.2.2 Roll out the Reviewed Communication 
Strategy 

• # of roll out sessions held 

• # of staff involved is roll out sessions 

     

2.1.3 Enhance staff wellbeing 
 

2.1.3.1 Review and implement employee 
wellness programme 

• Employee wellness programme in 
place 

• Expenditure earmarked for wellness 

     

2.1.4 Improve working 
Environment 

2.1.4.1 Construct new office infrastructure in 
selected areas 

• # of new office infrastructure 
constructed 

     

2.1.4.2 Upgrade and rehabilitate existing office 
infrastructure (including Staff housing) in 
selected areas 

• # of buildings rehabilitated/upgraded 

• # of staff houses 
rehabilitated/upgraded 

     

2.1.4.3 Develop and Implement Occupational, 
Health and Safety Program 

• OHS Program document in place 

• # of initiatives carried out 

     

2.1.5 Promote value driven 
working culture 

 

2.1.5.1 Promote ethical behaviour and living of 
the values 

• Ethics ambassadors/advocates 
identified/nominated 

• # of promotional initiatives carried 
out 

• # of employees involved 

     

2.1.5.2 Inculcate the values into the corporate 
ethos and culture 

• Evidence of values in PMS contracts      

2.1.5.3 Initiate Implementation of EVARS • Amount of funds allocated for 
EVARS 

• # of employees benefiting from 
EVARS 

     

2.1.6 Enhance Change 
management across 
the enterprise 

2.1.6.1 Introduce broad based change 
management initiatives 

• CM programme in place 

• # of CM Initiatives implemented 

     

2.1.7 Enhance Employee 
motivation and 
performance 

2.1.7.1 Introduce Performance Related 
Remuneration (PRR) 

• Proportion of employee remuneration 
dedicated for PRP 

• # of PRP qualifying employees 
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STRATEGIC GOAL 2: EMPLOYER OF CHOICE 

STRATEGIC 
OBJECTIVES 

STRATEGIC INITIATIVES KEY ACTIVITIES OUTPUT INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

2.1.7.2 Thoroughly implement Performance 
management 

• # of performance agreements signed 

• # of performance assessment forms 
completed and signed off 

     

2.2 Attain high 
levels of talent 
and capabilities 
across the 
enterprise by 
2025 
 

2.2.1 Enhance professional 
capabilities and 
expertise 

2.2.1.1 Forge strategic partnerships with institute 
of higher learning, sister companies, 
NGOs and the Government institutions 

• # of partnership ventures entered 
into (Signed MOUs) 

     

2.2.1.2 Facilitate affiliation of staff with 
professional bodies (to enhance 
capacity/productivity 

• # of professional bodies identified 
and engaged 

• # of staff affiliated to professional 
bodies 

     

2.2.1.3 Develop and implement corporate 
exchange programme with sister utility 
companies 

• Exchange programme in place 

• # of exchange initiatives carried out 

     

2.2.1.4 Develop and implement secondment 
program 

• Programme in place 

• # secondments carried out 

     

2.2.2 Institutionalise 
Research and 
Development 

2.2.2.1 Establish and constitute research and 
development function 

• R&D team in place 

• # R&D initiatives designed and 
executed6 

     

2.2.2.2 Explore, launch and market sector 
related consultancies 

• # of consultancies/studies carried 
out 

     

2.2.3 Develop and retain 
talent 

2.2.3.1 Initiate and implement career 
development and succession planning 

• # of employees identified in to 
career and succession programme 

     

 
 
 

 
6 These are aligned to the core WASCO Business 
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STRATEGIC GOAL 3: IMPROVED OPERATIONAL EFFECTIVENESS AND EFFICIENCY 

STRATEGIC 
OBJECTIVES 

STRATEGIC INITIATIVES KEY ACTIVITIES OUTPUT INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

3.1 Achieve 75% 
project delivery 
success in 2025 

3.1.1 Strengthen Project 
Management 
Capabilities 

3.1.1.1 Review, customise and implement the 
PMF 

• Reviewed PMF in place 

• # of projects initiated using the PMF 

     

3.1.1.2 Formalise and capacitate project 
management structures 

• # of training interventions held 

• # of formalised PM structures in place 

     

3.2 Attain 90% 
business 
processes 
efficiency by 
2025 

3.2.1 Create agile 
processes  

3.2.1.1 Review existing business processes • # of business processes reviewed      

3.2.1.2 Develop new business processes • # of new business processes 
developed 

     

3.2.1.3 Roll out reviewed and new business 
processes 

• Roll out sessions held 

• Business processes live and 
operational 

     

3.2.1.4 Monitor, Evaluate and review processes • Monitoring reports in place and 
documented 

     

3.3.3 Enhance document 
management 
capability 

3.3.3.1 Design and deploy electronic Document 
Management System (DMS) 

• DMS in place and operational      

3.2.1.5 Establish data and records repository • Repository in place      

3.3 Improve Supply 
Chain 
Management 

3.3.1 Enhance SCM 
processes 

3.3.1.1 Develop SCM Policy and Framework • SCM Framework in place      

3.3.1.2 Integrate SCM Systems with other 
systems 

• # of systems integrated      

3.3.2 Improve inventory 
management 

3.3.2.1 Introduce inventory management • Inventory management system in 
place 

     

3.3.4 Enhance availability 
of strategic and key 
materials/items 

3.3.4.1 Introduce framework contracts for 
strategic and routine items/materials 

• # of contracts entered into      

3.3.5 Strengthen supplier 
capacity and 
capabilities 

3.3.5.1 Initiate supplier profiling and 
development program 

• Supplier profile in place 

• # of suppliers in development 
programme 

     

3.4 Attain Optimal 
levels of SHEQ 
Management and 
Compliance 

3.5.1 Mainstream SHEQ 
Management 
across the 
enterprise 

3.5.1.1 Develop SHEQ Management Policies • SHEQ Policies in place      

3.5.1.2 Develop SHEQ programme • SHEQ programme in place 

• Amount allocated for SHE programme 

     

3.5.1.3 Implement SHEQ programme • # of SHEQ initiatives carried out 

• Amount of money spent on SHE 
programme initiatives 

     

3.5.1.4 Carry out advocacy for environmental • # of and value of advocacy events      



39 
 

protection carried out 

• Expenditure on carried out advocacy 
events 

 
 
 

3.5.2 Enhance 
Regulatory 
Compliance 

3.5.2.1 Actively engage with respective 
divisions/section for improved 
compliance 

• # of administrative compliance issues 
dealt with and corrected 

• Attainment of set targets for QOSSS 
standards 

     

3.6 Improve Asset 
Management 

Mainstream Asset 
Management across the 
enterprise 

3.6.1.1 Develop Asset Management Policy • Asset Management Policy in place      

3.6.1.2 Develop Asset Management Strategy • Asset Management Strategy in place      

3.6.1.3 Develop Asset Management Objectives • Asset Management Objectives      

3.6.1.4 Develop Asset Management Plans • Asset Management Plans in place 

• Standard Operating Procedures 
(SOPs) in place 

• Maintenance Procedures in place 

     

3.6.1.5 Implement Asset Management Plans • # of Planned vs Unplanned 
maintenance work orders (job cards) 
issued 

• Downtime due to Planned and 
Unplanned Maintenance 
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STRATEGIC GOAL 4: EXCELLENT CUSTOMER SERVICE 

STRATEGIC 
OBJECTIVES 

STRATEGIC INITIATIVES KEY ACTIVITIES OUTPUT INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

4.1 Improve Customer 
Satisfaction index 
by 15% by 2025 

4.1.1 Enhance customer 
relationship 
management 

4.1.1.1 Establish one stop-platforms • O-S Platforms in place and 
operational 

     

4.1.1.2 Assess viability of existing systems 
integration vs ERF 

• Assessment report in place      

4.1.1.3 Undertake Customer identification 
census 

• Customer identification census 
carried out 

     

4.1.1.4 Carry out a customer satisfaction 
survey 

• Customer Satisfaction Survey carried 
out 

     

4.1.1.5 Introduce self-service technology • Self-service platform in place      

4.1.1.6 Introduce additional vending points • # of additional vending points 
introduced and operational 

     

4.1.1.6 Upgrade Call centre • # and value of upgrades made      
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STRATEGIC GOAL 5: GOOD IMAGE AND REPUTATION 

STRATEGIC 
OBJECTIVES 

STRATEGIC INITIATIVES KEY ACTIVITIES OUTPUT INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

5.1 Achieve 
nationwide 
positive public 
and customer 
appeal and 
perception by 
2025 

5.1.1 Enhance presence and 
visibility 

5.1.1.1 Develop and implement marketing 
strategies 

• The Marketing Strategy document in 
place 

• # of and value of marketing initiatives 
carried out 

     

     

5.1.1.2 Up-scale staff capacity on marketing • # of and value of capacity building 
interventions 

     

5.1.1.3 Implement corporate citizenship 
programme 

• # of and value of CCP initiates carried 
out 

     

5.1.2 Enhance the WASCO 
Brand 

5.1.2.3 Execute branding of WASCO • # of branding activities      

5.1.2.4 Introduce Brand Ambassadorship • # of brand ambassadors nominated      

5.1.3 Enhance customer 
and public 
engagement 

5.1.3.1 Develop and implement Educational 
initiatives 

• # of and value of Educational initiatives 
carried out 

     

5.1.2.2 Develop and implement out-reach 
programmes 

• Outreach programme document in 
place 

• # of and value of outreach events held 

     

5.1.2.3 Forge strategic partnerships with all 
media platforms 

• # of partnerships entered into (MOUs) 

• # of media practitioners involved 

     

5.2 Achieve robust 
stakeholder 
collaboration 
and 
engagement by 
2025 

5.2.1 Actively engage with 
stakeholders 

5.2.1.1 Develop stakeholder engagement 
program 

• Stakeholder engagement programme 
in place 

     

5.2.1.2 Implement stakeholder engagement 
program 

• # of initiatives carried out      

5.2.1.3 Carryout stakeholder survey for all 
WASCO capital projects 

• # of surveys carried out      

 



42 
 

 
 

STRATEGIC GOAL 6: IMPROVED FINANCIAL STABILITY 

STRATEGIC 
OBJECTIVES 

STRATEGIC INITIATIVES KEY ACTIVITIES OUTPUT INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

6.1 To increase 
revenue streams 
from 2 to 4 by 2025 

6.1.1 Diversify revenue streams 6.1.1.1 Explore viability of additional revenue 
generation activities 

• # of additional revenue streams 
identified and deployed 

     

6.1.1.2 Implement viable additional revenue 
generation interventions 

• Amount of money allocated to 
proposed interventions 

• Amount of money realised from 
additional interventions 

     

6.1.1.3 Raise capital through financial 
instruments and other sources (e.g. 
Development Partners) 

• Amount of capital raised 

• # of financial instruments 
pursued 

     

6.2 Improve collection 
efficiency by 30% 
by 2025 

6.2.1 Reduce debt age from 7 
to 3 months 

6.2.1.1 Develop a robust debt management 
strategy 

• Debt Mgt. Strategy in place 

• Collection efficiency 

• Debt age 

• Amount of money collected from 
debtors 

• Volume of debt 

     

6.2.1.2 Continuously and actively implement 
debt management strategy 

     

6.2.1.2 Promotion of a culture of timeous 
payment by customers 

• # and value of promotional 
events carried out 

• # of customers who paid 
timeously 

     

6.2.2 Improve cash collection 6.2.2.1 Install pre-paid meters GOL ministries • # of prepaid meters installed 

• # of GOL entities affected 

• Amount of GOL debt recouped7 

     

6.2.2.2 Assess viability of pre-paid meter roll 
out for strategic and domestic 
customers 

• Viability assessment report in 
place 

     

6.2.2.3 Roll out prepaid meters to strategic 
and domestic customers 

• # of customers migrated to 
prepaid 

• Amount of sales generated 

     

6.3 Increase revenue 
by 22% by 2025 

6.3.1 Expand the customer 
base 

6.3.1.1 Construct reticulation extensions into 
new areas and infills 

• Length of reticulation laid 

• # of customers connected 

     

6.3.2 Engage cost cutting 
measures 

6.3.2.1 Deploy energy management strategies • # of energy management 
initiatives 

• Power usage  

     

6.3.2 Account for every 6.3.2.1 Implement full circle of the new • # of customers billed within 30      

 
7 The assumption is that part of the payment by GoL entities will be used to reduce debt 
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STRATEGIC GOAL 6: IMPROVED FINANCIAL STABILITY 

STRATEGIC 
OBJECTIVES 

STRATEGIC INITIATIVES KEY ACTIVITIES OUTPUT INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

customer that receives 
WASCO services 

connections process8 days post connection 

6.3.2.2 Implement corrective measures 
emanating from Census (Ref. 4.1) 

• # of non-compliant customers 
identified and billed 

     

6.4 Improve metering 
and billing 
efficiency from 
85% to 98% 

6.4.1 Improve meter reading 
capability 

6.4.1.1 Roll-out meter reading gadgets • # of service territories utilising 
gadgets 

• # of new meter reading gadgets 
obtained per service territory 

     

6.4.1.2 Implement meter maintenance, 
replacement and relocation 
programme 

• # of meters serviced/ service 
territory 

• # of non-functional meters 
replaced/ service territory 

• # of meters relocated/ per service 
territory 

     

 

 
8 This should mean execution of the new connections process 
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STRATEGIC GOAL 7: IMPROVED QUALITY OF WATER AND EFFLUENT 

OBJECTIVES STRATEGIC INITIATIVES KEY ACTIVITIES OUTPUT INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

7.1 Attain regulatory 
compliance for all 
water quality 
parameters by 
2025 

7.1.1 Optimise water 
treatment processes 

7.1.1.1 Employ appropriate water 
treatment methodologies 

• # of initiatives carried out      

7.1.2 Improve catchment 
management 

7.1.2.1 Initiate advocacy for coordinated 
catchment management 

• # of advocacy initiatives      

7.1.3 Strengthen laboratory 
support 

7.1.3.1 Upscale laboratory function 
capacity and capabilities  

• # of interventions carried out 

• # of additional resources/equipment 
in place 

     

7.1.3.2 Pursue basic laboratory 
accreditation 

• Accreditation certificate      

7.2 Attain regulatory 
compliance for all 
wastewater quality 
parameters by 
2025 

7.2.1 Optimise wastewater 
treatment processes 

7.2.1.1 Explore innovative wastewater 
management 
methodologies/technologies 

• Exploratory report in place 

• New technologies/methodologies 
identified 

     

7.2.1.2 Rollout new wastewater 
management methodologies/ 
technologies to other centres 

• # of sites affected      

7.2.1.2 Rehabilitate, upgrade Waste water 
infrastructure in selected areas 

• # of sites upgraded 

• # of sites rehabilitated 
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STRATEGIC GOAL 8: RELIABLE SUPPLY AND SERVICE 

STRATEGIC 
OBJECTIVES 

STRATEGIC INITIATIVES KEY ACTIVITIES PERFORMANCE INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

8.1 Reduce NRW to 
25% by 2025 

 
 
 
 

8.1.1 Reduce technical and 
commercial losses 

8.1.1.1 Develop and implement NRW reduction 
strategy  

• NRW 

• # of and value of NRW reduction 
initiatives carried out 

     

8.1.1.2 Strengthen capacity to deal with 
leakages and bursts 

• # of crews in place 

• Turnaround time to deal with 
leakages/pipe bursts 

     

8.1.1.3 Carryout metering of DCS off-takes • # of meters installed 

• Amount and value of water lost on 
the DCS offtakes 

     

8.1.1.4 Strengthen overflow control 
management capability (through 
telemetry systems, level control devices, 
etc) 

• # of equipment installed 

• # of sites serviced 

     

8.1.2 Improve water balancing 8.1.2.1 Implement DMAs and install bulk and 
zonal meters 

• DMA programme in place 

• # of DMAs established 

• # of zonal and bulk meters installed 

     

8.1.2.2 Operationalise the Hydraulic model •       

8.2 Achieve 
optimal 
service 
coverage and 
reliability 
parameters 
by 2025 

8.2.1 Enhance/increase 
production and supply 
capacity (through 
infrastructure projects) 

8.2.1.1 Rehabilitate/upgrade WTW and 
distribution infrastructure in selected 
areas 

• # of sites rehabilitated 

• # of sites upgraded 

     

8.1.1.2 Construct WTW and supply 
infrastructure in selected areas 

• # of sites constructed 

• # of service areas covered 

     

8.1.1.3 Augment water sources and abstraction 
points (e.g. well point and boreholes) 

• # of new abstraction points 
constructed 

• Amount yield realised 

     

8.1.1.4 Install standby capacity in selected 
plants 

• # of sites affected 

• # of stand-by equipment installed 

     

8.1.1.5 Institutionalise appropriate (best 
practice) maintenance regimes 

• Planned preventive Maintenance 
programme in place 

     

8.2.2 Scale up capacity and 
efforts to curb 
vandalization of 
infrastructure 

8.2.1.2 Carryout outreach campaigns • # of campaigns carried out      

8.2.1.2 Strengthen liaison with local authorities • # of MOUs with Local Authorities 
signed 

     

8.2.1.3 Fully engage law enforcement agencies • # of MOUs entered into      

8.2.3 Improve the integrity of 
Water supply 

8.2.3.1 Carry out condition assessment for the 
DCS 

• Assessment report in place      
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STRATEGIC GOAL 8: RELIABLE SUPPLY AND SERVICE 

STRATEGIC 
OBJECTIVES 

STRATEGIC INITIATIVES KEY ACTIVITIES PERFORMANCE INDICATORS TIMEFRAME 

Y1 Y2 Y3 Y4 Y5 

infrastructure 8.2.3.2 Carry out maintenance interventions on 
the DCS 

• # of maintenance interventions 
carried out 

     

8.1.3.3 Implement remedial measures as per 
POE recommendations (Metolong Dam) 

• # of remedial actions carried out      

8.1.3.4  •       

8.2.4 Enhance wastewater 
collection and treatment 
capacity 

8.2.4.1 Rehabilitate, upgrade Wastewater 
infrastructure in selected areas 

• # of sites rehabilitated 

• # of sites upgraded 

     

8.1.4.2 Construct new wastewater infrastructure 
in selected areas 

• # of new WW infrastructure 
constructed 

• # of sites affected 

     

8.1.4.3 Install standby capacity in selected 
plants 

• # of stand-by equipment installed      

8.1.4.4 Implement preventative Maintenance 
initiatives. 

• # of maintenance interventions 
carried out 

     

8.2.5 Improve protection of 
servitudes 

8.2.5.1 Initiate advocacy for integrated land use 
planning 

• # of advocacy/education campaigns      

8.2.5.2 Normalise ownership of servitudes • # of servitudes registered      

8.2.5.3 Maintain marker posts • # of marker posts replaced      

8.2.5.4 Curb servitude encroachment legally • # of cases lodged      
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ANNEX B: RESULTS FRAMEWORK 

Strategic Initiatives Indicators Unit of 
Measure 

Baseline Target Values Frequency of 
reporting 

Data Source Responsibility 

2018/2019 2020/2021 2021/2022 2022/2023 2023/2024 2024/2025 

STRATEGIC GOAL 1: GOOD LEADERSHIP AND GOVERNANCE 

Outcome 1.1: Improved leadership 
1.1.1 Capacitate members of the 

Board on Governance 
Governance Index  Index None - - +10% - +20% 

Mid-term and final Survey DCS (HRDO) 

1.1.2  Capacitate the EXCO with 
leadership skills 

Leadership Performance 
Index 

Index None - - +10% - +20% 
1.1.3 Enhance Management 

capabilities 

1.1.4 Empower management on 
decision making 

1.1.5 Inculcate policy compliance Policy assessment score 
Score None 3 4 5 5 5 

Annually Internal 
Assessment 

All Divisions 

Outcome 1.2: Improved Risk Management 
1.2.1 Mainstream risk management 

as a corporate culture 
Risk Management 
Framework in place 

Yes/No Old draft 
exists 

Yes - - - - Once off (2020-
21) 

Document 
repository  CE (Risk Mgt. 

Officer) 1.2.2 Strengthen business 
continuity management 

Risk Management Maturity 
Assessment Score 

Score TBD +2% +4% +6% +8% +10% Annually Survey  

STRATEGIC GOAL 2: EMPLOYER OF CHOICE 

Outcome 2.1: Improved Staff Morale and Motivation 
2.1.1 Improve staff satisfaction 

index 

Staff Satisfaction Index Index None - - +10% - +25% Biennially Survey 

DCS (HRDO) 

2.1.2 Enhance communication 
across the enterprise 

2.1.3 Enhance staff wellbeing 

2.1.4 Improve working 
Environment 

2.1.5 Promote value driven working 
culture 

Proportion of employees 
benefiting from EVARS 

Percentage None  +5% +7% +9% +12% +15% Annually  Assessments 

2.1.6 Enhance Employee 
motivation and performance 

Average Performance 
Score Score 2.5 3 3.6 3.8 4 4 Annually  

Performance 
Reports 

3600 Assessment Score Score  None - - +5% - +10% Biennially Questionnaire 

Outcome 2.2: Improved Talent Capabilities and Empowerment 
2.2.1 Enhance professional 

capabilities and expertise 
Number of Consultancies 
Carried out Number None - - 2 2 4 Annually Reports 

DCS (HRDO) 
2.2.2 Institutionalise Research and 

Development 
Number of implemented 
Research Initiatives Number None - - 1 1 1 Annually Reports 

2.2.3 Develop and retain talent Staff turnover  
Percentage  

TBD (Ref. 
to HRM 

-3% -4% -5% -6% -7% Annually  HR Database DCS (HRM) 

STRATEGIC GOAL 3: IMPROVED OPPERATIONAL EFFECTIVENESS AND EFFICIECY 
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Strategic Initiatives Indicators Unit of 
Measure 

Baseline Target Values Frequency of 
reporting 

Data Source Responsibility 

2018/2019 2020/2021 2021/2022 2022/2023 2023/2024 2024/2025 

Outcome 3.1: Project Management Maturity  

3.1.1 Strengthen Project 
Management Capabilities 

Project Management 
Maturity Score 

Number TBD - - +5% - +10% Biannual  Survey 

DEPM (MPPS) Overall Project 
Performance Score Number TBD +3% +3% +3% +3% +3% Annually 

Project M&E 
Reports 

Proportion of successfully 
implemented projects 

Percentage  40% 55% 60% 65% 70% 75% Annually 
Evaluation 

Reports 
DEPM 

Outcome 3.2: Strengthened Business Process Management 
3.2.1 Create agile processes Ease of doing business 

Score 
Score TBD 50% 60% 70% 80% 90% Annually Surveys DCS 

Outcome 3.3: Improved Supply Chain Management 
3.3.1 Enhance SCM processes 

Stock out incidences  Number None 0 0 0 0 0 

Quarterly 

Stores 
Records 

FD (SCM) 

3.3.2 Improve inventory 
management 

3.3.3 Enhance availability of 
strategic and key 
materials/items 

Procurement Efficiency Days None 30 30 30 30 30 
Procurement 

System 

3.3.4 Strengthen supplier capacity 
and capabilities 

Supplier Rating score Score None 2.5 3 3.5 4 5 
 

STRATEGIC GOAL 4: EXCELLENT CUSTOMER SERVICE 

Outcome 4.1: Improved Customer Satisfaction  
4.1.1 Enhance customer 

relationship management 
Change in customer 
complaints 

Percentage  
Ref. to 
CRM 

-10% -15% -20% -25% -30% Annually 
System 
Reports 

DCS (CRM) 
Customer satisfaction 
index 

Index None  +5% +5% +10% 10% +15% Biennial Survey 

Turnaround time for 
complaints resolution 

Time  
Ref. to 
CRM 

Aligned to QOSSS 
Annually System 

Reports 

Outcome 4.2: Improved Compliance (Regulatory, Environmental and Legal) 
4.2.1 Enhance Regulatory 

compliance 
Regulatory Compliance 

Percentage 45% 70% 80% 80% 90% 95% 

Annually 

Compliance 
Reports 

CE’s Office 
(MSS) 

4.2.2 Enhance Environmental 
compliance 

Environmental 
Compliance 

TBD TBD 60% 70% 80% 90% 95% 
Compliance 

Reports DEPM (EO) 

4.2.3 Improve Legal Compliance Legal Compliance  
TBD TBD 60% 70% 80% 90% 95% 

Compliance 
Reports 

CE’s Office 
(ML) 

STRATEGIC GOAL 5: GOOD IMAGE AND REPUTATION  

Outcome 5.1: Improved Public and Customer Perception 
5.1.1 Enhance presence and 

visibility 
Brand Ratings 

Index None  - - +10% - +15% Biennial Survey  

 Outcome 5.2: Improved stakeholder collaboration and engagement 
5.2.1 Actively engage with 

stakeholders 
Stakeholder relationship 
Index Index None - - +10% - +15% Biennial Survey  

CE’s Office 
(PRM) 

STRATEGIC GOAL 6: IMPROVED FINANCIAL STABILITY  
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Strategic Initiatives Indicators Unit of 
Measure 

Baseline Target Values Frequency of 
reporting 

Data Source Responsibility 

2018/2019 2020/2021 2021/2022 2022/2023 2023/2024 2024/2025 

Outcome 6.1: Increased Revenue 
6.1.1 Diversify Revenue Streams Growth in cash reserves Percentage 7% 7.5% 8% 8.5% 9% 10% Annually    

6.1.2 Expand the customer base Revenue Growth Percentage 13% 15% 18% 20% 20% 22% Annually 

 

FD (FAM) 
6.1.3 Improve cash collection Sales (prepaid)  Maloti 

million 
7.02 22 27 30 32 33 Annually FD(TM) 

Liquidity Ratio (Current) Ratio 1.96:1 2:1 2:1 2:1 2:1 2:1 Annually FD (FAM) 
Liquidity Ratio (Quick) Ratio 1.73:1 1.8:1 1.9:1 2:1 2:1 2:1    

6.1.4 Expand the customer base Customer Base (water) Number 104 586 110 600 116 600 122 600 128 600 134 600 Annually EDAMS FD(MM) 
Customer Base 
(Sewerage) 

Number 7 926 13 500 13 750 14 000 14 250 14 500 Annually EDAMS FD(MM) 

Outcome 6.2: Improved Collection 
6.2.1 Reduce debt age from 7 to 3 

months 
Debt collection efficiency Percentage TBD       

Finance 
Records 

FD (CC) 

 
Debt age Days 216 180 150 120 90 60 Annually  

6.2.2 Improve cash collection 
Collection efficiency Percentage 90% 95% 98% 100% 110% 115% Annually  

Outcome 6.3: Improved cost management 
6.3.1 Engage cost cutting 

measures 
O&M Cost coverage by 
billing 

Ratio 0.93 1:1 1:1 1:1 1:1 1:1 Bi-Annually 
Management 

Accounts 
DF (FAM) 

Outcome 6.4: Improved metering and billing 
6.4.1 Improve meter reading 

capability 
Billing turnaround time 
post connection 

Days TBD 30 30 30 30 30 Quarterly 

EDAMS FD(MM) 

Meter reading efficiency  Percentage TBD 85% 90% 95% 96% 98% Quarterly 

STRATEGIC GOAL 7: IMPROVED QUALITY OF WATER EFFLUENT 

Outcome 7.1: Improved Water Quality 
3.6.2 Optimise water 

treatment processes 
Microbiology Pass rate 

Percentage 

98% 

100 100 100 100 100 Quarterly Lab Reports 

DOM (LM) 
3.6.3 Improve catchment 

management 

Residual chlorine Pass 
rate 96% 

Turbidity Pass rate 99% 
Corrosiveness Pass rate 
(Langelier Index) 44% 55% 70% 80% 90% 95% Quarterly Lab Reports 

3.6.4 Strengthen laboratory 
support 

Frequency of testing 
# of times  

As determined in the QOSSS relative to each centre based on 
population size 

Quarterly  Lab Reports 

Outcome 7.2: Improved Effluent Quality 

7.2.2 Optimise wastewater 
treatment processes 

Chemical Oxygen 
Demand pass rate 

Percentage 32% 40% 50% 60% 75% 75% 
Quarterly  

Lab Reports DOM (LM) 
Suspended Solids pass 
rate 

Percentage 48% 55% 60% 65% 70% 75% Quarterly  

STRATEGIC GOAL 8: RELIABLE SUPPLY AND SERVICE 

Outcome 8.1: Improved Infrastructure 
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Strategic Initiatives Indicators Unit of 
Measure 

Baseline Target Values Frequency of 
reporting 

Data Source Responsibility 

2018/2019 2020/2021 2021/2022 2022/2023 2023/2024 2024/2025 

8.1.2 Reduce technical and 
commercial losses 

Non-Revenue Water 

Percentage 40% 37% 34% 31% 28% 25% Annually 

Operations 
Performance 

Reports 

DOM (DM, 
RMs) 

8.1.3 Improve water balancing 

8.2.2 Enhance/increase 
production and supply 
capacity (through 
infrastructure projects) 

Total volume of water 
produced 

Kilolitres 22 million +3% +3% +5% +5% +5%  

Hours of supply 
Hours TBD 18 18 18 18 20 Annually 

8.2.3 Improve the integrity of 
Water supply infrastructure 

Length of AC Replaced Kilometres TBD +5% +5% +5% +5% +5% 

Annually 

Progress 
Reports 

(Projects), 
GIS 

DEPM (MPPS) 
Length of distribution 
network 

Kilometres TBD +10% +10% +10% +10% +10% 

8.2.4 Enhance wastewater 
collection and treatment 
capacity 

Length of sewerage 
network 

Kilometres  
TBD +3% +3% +3% +3% +3% 

Suspended Solids Pass 
Rate 

Percentage  44% 50% 52% 55% 57% 60% 

Monthly Lab Reports 

DOM (RMs) 

Chemical Oxygen 
Demand Pass Rate Percentage  28% 28% 30% 33% 35% 38%  

Volume of sewer treated Kilolitres 3.7 million 7.2 million 8 million 8.5 million 10 million 12 million 
Annually 

Performance 
Reports 

 

8.2.5 Improve protection of 
servitudes 

Incidences of 
encroachment 

Number  None  -5% -6% -7% -8% -10% 

Quarterly 
Incidence 
Reports 

CE’s Office 
(MLA) Incidences of 

vandalization  
Number  None -5% -6% -7% -8% -10% 
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ANNEX C: SWOT ANALYSIS 
 
 

 
  


