
	

ms‡hvM wew”Qbœ eÜ Ki‡Z Nyl 	
Bribery to postpone disconnections 

‡µZvi mv‡_ m¤úK© 

A‰ea cyb: ms‡hv‡Mi Rb¨ Nyl  
Bribery for illegal (re-)connections 

‡µZvM‡Yi Ach©vß Iwi‡q‡›Ukb ev cwiwPwZ Insufficient customer orientation 

‡µZvi mv‡_ m¤úK© 
 

‡µZvi mv‡_ m¤úK© 
 



	 	

bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 
‡mev Ges †µZv mb`cÎ Service & customer charter 

gvV cwi¶Y Field inspections 
Kg©KZ©v Ges Kg©Pvixe„‡›`i Rb¨ DbœZ Kv‡Ri cwi‡ek Ges kZ©vejx Satisfactory work 

environment & conditions for staff 
ms‡hvM cÖYvjx Connection procedures 

A‰ea ms‡hvM wbqš¿Y Illegal connection control 
Kg©KZ©v Ges Kg©Pvixe„‡›`i cwieZ©b Staff rotation 

Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 
bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM   Sanctions catalogue for unethical 

behaviour 
gvbm¤úbœ cwiPvjbv c×wZ Standard operating procedures 

Kg©KZ©v Ges Kg©Pvixe„‡›`i ZË¡veavb Ges ch©‡e¶Y 			Staff supervision & inspection 
ms‡hvM cÖ̀ vb Ges ms‡hvM wew”Qbœ Kivi cÖYvjx   Disconnection & reconnection 

procedures 

bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 
‡mev Ges †µZv mb`cÎ Service & customer charter 

‡µZvi Awf‡hvM e¨e¯’vcbv Customer complaint management 
†µZvi mv‡_ ¯”̂Q †hvMv‡hvM Transparent customer communication 

cvwb Dbœhb Pzw³ Water development pact 
 

bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 
Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 

Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & 
protection 



	

Awf‡hv‡M Kg mvov †`Iqv 
Low responsiveness to complaints 

Am‡nv‡hvMx †µZv 
Non-cooperative customers 

ms‡hvM ev †givgZ KvR Z¡ivwš̂Z 
Kivi Rb¨ A_©  

Speed money for connections or repair 
work 

‡µZvi mv‡_ m¤úK© 
 

‡µZvi mv‡_ m¤úK© 
 

‡µZvi mv‡_ m¤úK© 
 



	 	 PvKzwii eY©bv Job descriptions 
bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 

‡mev Ges †µZv mb`cÎ Service & customer charter 
Kg©KZ©v Ges Kg©Pvixe„‡›`i Rb¨ DbœZ Kv‡Ri cwi‡ek Ges kZ©vejx Satisfactory work environment 

& conditions for staff 
‡µZvi Awf‡hvM e¨e¯’vcbv Customer complaint management 

gvbe m¤ú` cwiKíbv Human resource planning 
gvbm¤úbœ cwiPvjbv c×wZ Standard operating procedures 

†µZvi mv‡_ ¯”̂Q †hvMv‡hvM Transparent customer communication 
cvwb Dbœhb Pzw³ Water development pact 

	

bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 
‡mev Ges †µZv mb`cÎ Service & customer charter 

KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 
the media & CSOs 

‡µZvi Awf‡hvM e¨e¯’vcbv Customer complaint management 
wgUvi gvcvi cØwZ Meter reading procedures 

ms‡hvM cÖYvjx Connection procedures 
A‰ea ms‡hvM wbqš¿Y Illegal connection control 

Avav-mqswµq cvwb wgUvi (Semi-)automatic water meters 
wewjs c×wZ Billing system 

†µZvi mv‡_ ¯”̂Q †hvMv‡hvM Transparent customer communication 
¯”̂Q wej Transparent bills 

ms‡hvM cÖ̀ vb Ges ms‡hvM wew”Qbœ Kivi cÖYvjx Disconnection & reconnection procedures 
cvwb Dbœhb Pzw³ Water development pact 

 

K¨vk cwiPvjbvi bxwZ Cash handling policy 
cwiPvjbv wbqgvejx Code of conduct 

‡µZvi Awf‡hvM e¨e¯’vcbv Customer complaint management 
ms‡hvM cÖYvjx Connection procedures 

gvbe m¤ú` cwiKíbv Human resource planning 
Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 

Kg©KZ©v Ges Kg©Pvixe„‡›`i cwieZ©b Staff rotation 
Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 

bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 
ms‡hvM cÖ̀ vb Ges ms‡hvM wew”Qbœ Kivi cÖYvjx Disconnection & reconnection procedures 

 



	

wgUvi Ges wgUvi wiwWs `¶Zvi mv‡_ Awbqg Kiv 
Manipulation of meters and meter readings 

cwiPvjbv Ges i¶Yv‡e¶Y wVKgZ bv Kiv 
Operation and maintenance not carried out 

properly 

cwiPvjbv Ges i¶Yv‡e¶Y 
AwbqwgZ Ges †emiKvix cvwb mieivnKvix‡`i 

mv‡_ Kg©KZ©v Ges Kg©Pvix‡`i Am`y‡Ï‡k¨ ‡Mvcb 
Pzw³  

Collusion of staff with informal and private 
water providers 

 

‡µZvi mv‡_ m¤úK© 
 

cwiPvjbv Ges i¶Yv‡e¶Y 
 



	 	

gvV cwi¶Y Field inspections 
‡µZvi Awf‡hvM e¨e¯’vcbv Customer complaint management 

wgUvi gvcvi cØwZ Meter reading procedures 
Kg©KZ©v Ges Kg©Pvixe„‡›`i cwieZ©b Staff rotation 

Avav-mqswµq cvwb wgUvi (Semi-)automatic water meters 
Kg©KZ©v Ges Kg©Pvixe„‡›`i ZË¡veavb Ges ch©‡e¶Y Staff supervision & inspection 

 

gvV cwi¶Y Field inspections 
gvbe m¤ú` cwiKíbv Human resource planning 

Kg©KZ©v Ges Kg©Pvix‡`i m¤úvw`Z KvR Ges mš‘wó Staff performance & satisfaction 
monitoring 

Kg©KZ©v Ges Kg©Pvixe„‡›`i cwieZ©b Staff rotation 
gvbm¤úbœ cwiPvjbv c×wZ Standard operating procedures 

Kg©KZ©v Ges Kg©Pvixe„‡›`i ZË¡veavb Ges ch©‡e¶Y Staff supervision & inspection 
 

cwiPvjbv wbqgvejx Code of conduct 
bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 

KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 
the media & CSOs 

Kg©KZ©v Ges Kg©Pvixe„‡›`i Rb¨ DbœZ Kv‡Ri cwi‡ek Ges kZ©vejx Satisfactory work environment 
& conditions for staff 

Kg©KZ©v Ges Kg©Pvixe„‡›`i cwieZ©b Staff rotation 
Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 

‡eZb fvZvw`i bxwZ Salary policy 
bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 

Kg©KZ©v Ges Kg©Pvixe„‡›`i ZË¡veavb Ges ch©‡e¶Y Staff supervision & inspection 
 



	

Kg©KZ©v Ges Kg©Pvix‡`i Øviv Pzwi 
Theft by staff 

ÎæwUcÖeY wnmve cØwZ  
Error-prone accounting systems 

mye¨ew ’̄Z cÖZviYv 
Systematic fraud 

A_© e¨e ’̄vcbv 

cwiPvjbv Ges i¶Yv‡e¶Y 

A_© e¨e ’̄vcbv 
 



	 	
`yb©xwZ `gb bxwZ Anti-corruption policy 

m¤ú` e¨e¯’vcbv Asset management 
cwiPvjbv wbqgvejx Code of conduct 

Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 
Avf¨šÍwib wnmve bxwi¶Y Internal auditing 

Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 
bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 

Kg©KZ©v Ges Kg©Pvixe„‡›`i ZË¡veavb Ges ch©‡e¶Y Staff supervision & inspection 
 

 
wnmve g¨vbyqvj Accounting manual 

evwn¨K wnmve bxwi¶Y External auditing 
Avf¨šÍwib wnmve bxwi¶Y Internal auditing 

wnmve Z_¨vw`i mvgÄm¨mvab Reconciliation of accounting records 
wnmve cªwk¶Y Accounting training 

 

v‡RU ¯”̂QZv Budget transparency 
evwn¨K wnmve bxwi¶Y External auditing 

Avf¨šÍwib wnmve bxwi¶Y Internal auditing 
wnmve Z_¨vw`i mvgÄm¨mvab Reconciliation of accounting records 

Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 
 



	

Ach©vß ivR¯̂ msMÖn 
Inefficient revenue generation 

A_© e¨e ’̄vcbv 
 

‡eZbvw` cÖ̀ v‡b cÖZviYv 
Payroll fraud 

ỳe©j A_© e¨e¯’vcbv c×wZ 
Weak financial management systems 

A_© e¨e ’̄vcbv 
 

A_© e¨e ’̄vcbv 
 



	 	

K¨vk cwiPvjbvi bxwZ Cash handling policy 
wgUvi gvcvi cØwZ Meter reading procedures 

A‰ea ms‡hvM wbqš¿Y Illegal connection control 
Kg©KZ©v Ges Kg©Pvixe„‡›`i cwieZ©b Staff rotation 

wewjs c×wZ Billing system 
ms‡hvM cÖ̀ vb Ges ms‡hvM wew”Qbœ Kivi cÖYvjx Disconnection & reconnection procedures 

cvwb Dbœhb Pzw³ Water development pact 
 

wnmve g¨vbyqvj Accounting manual 
`yb©xwZ `gb bxwZ Anti-corruption policy 
evwn¨K wnmve bxwi¶Y External auditing 

Avf¨šÍwib wnmve bxwi¶Y Internal auditing 
Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 

‡eZb fvZvw`i bxwZ Salary policy 
 

wnmve g¨vbyqvj Accounting manual 
v‡RU ¯”̂QZv Budget transparency 

K¨vk cwiPvjbvi bxwZ Cash handling policy 
e¨‡qi `vqe×Zv Accountability for expenditures 

evwn¨K wnmve bxwi¶Y External auditing 
MvwYwZK wnmve i¶Y Computerised accounting 

Avf¨šÍwib wnmve bxwi¶Y Internal auditing 
A_©-cÖ̀ vb c×wZ Payment procedures 

wnmve Z_¨vw`i mvgÄm¨mvab Reconciliation of accounting records 
bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 

wewjs c×wZ Billing system 
wnmve cªwk¶Y Accounting training 

 



	

ỳb©xwZhy³ wVKv cÖ×wZ 
Corrupted tendering process 

wVKv`vi‡`i wbgœgv‡bi Kvh©m¤úv`b 
Poor performance of contractors 

‡mev Ges miÄv‡gi ewa©Z g~j¨  
Inflated prices for services and materials 

µq Ges Pzw³ e¨e ’̄vcbv 
 

µq Ges Pzw³ e¨e ’̄vcbv 
 

µq Ges Pzw³ e¨e ’̄vcbv 
 



	 	

`yb©xwZ `gb bxwZ Anti-corruption policy 
Lvivc ev fv‡jvi ZvwjKv Black & white listing 

µq c×wZi wbqgZ‡š¿i mv‡_ m¤§wZ Ávcb Procurement regulation compliance 
KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 

the media & CSOs 
h‡_vwPZ Kv‡Ri cwi‡e¶Y Due diligence investigation 

B-µq E-procurement 
Bw›UwMÖwU/ ï×vPv‡ii Pzw³ Integrity pacts 

Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 
wVKv`vi‡`i ms‡e`bkxj Kiv Contractors’ sensitisation 

Pzw³i gv‡bi wel`weeiY Specification of standards in contracts 
Z…Zxq c¶ Øviv bRi`vwi Kiv Third-party oversight 

µq c×wZi Dci cªwk¶Y Procurement training 
 

Lvivc ev fv‡jvi ZvwjKv Black & white listing 
KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 

the media & CSOs 
h‡_vwPZ Kv‡Ri cwi‡e¶Y Due diligence investigation 

e¨‡qi `vqe×Zv Accountability for expenditures 
gvV cwi¶Y Field inspections 

A_©-cÖ̀ vb c×wZ Payment procedures 
AskxØvwiZ¡ e¨e¯’vcbv Partnership management 

wVKv`vi‡`i ms‡e`bkxj Kiv Contractors’ sensitisation 
Pzw³i gv‡bi wel`weeiY Specification of standards in contracts 

 

Lvivc ev fv‡jvi ZvwjKv Black & white listing 
v‡RU ¯”̂QZv Budget transparency 

µq c×wZi wbqgZ‡š¿i mv‡_ m¤§wZ Ávcb Procurement regulation compliance 
h‡_vwPZ Kv‡Ri cwi‡e¶Y Due diligence investigation 

e¨‡qi `vqe×Zv Accountability for expenditures 
A_©-cÖ̀ vb c×wZ Payment procedures 

wnmve Z_¨vw`i mvgÄm¨mvab Reconciliation of accounting records 
Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 

 



	

wbgœgvb wbqš¿Y 
Poor quality control 

wVKv`vi‡`i A_©cÖ̀ v‡b wej¤,̂ ¯í̂Zv ev cÖZ¨vLvb 
Delaying, reducing or refusing payments to 

contractors 

wnmve wbix¶Y cªwµqvq Awbqg 
Irregularities in auditing process 

µq Ges Pzw³ e¨e ’̄vcbv 
 

µq Ges Pzw³ e¨e ’̄vcbv 
 

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 



	 	

PvKzwii eY©bv Job descriptions 
gvV cwi¶Y Field inspections 

‡µZvi Awf‡hvM e¨e¯’vcbv Customer complaint management 
gvbe m¤ú` cwiKíbv Human resource planning 

PvKzwii `¶Zvi Dci cÖwk¶Y Job skills training 
Kg©KZ©v Ges Kg©Pvix‡`i m¤úvw`Z KvR Ges mš‘wó Staff performance & satisfaction 

monitoring 
AskxØvwiZ¡ e¨e¯’vcbv Partnership management 

Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 
Pzw³i gv‡bi wel`weeiY Specification of standards in contracts 

gvbm¤úbœ cwiPvjbv c×wZ Standard operating procedures 
Kg©KZ©v Ges Kg©Pvixe„‡›`i ZË¡veavb Ges ch©‡e¶Y Staff supervision & inspection 

Z…Zxq c¶ Øviv bRi`vwi Kiv Third-party oversight 
 

weev` mgvav‡bi Kjv‡KŠkj Dispute resolution mechanisms 
A_©-cÖ̀ vb c×wZ Payment procedures 

Kg©KZ©v Ges Kg©Pvixe„‡›`i cwieZ©b Staff rotation 
Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 

bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 
wVKv`vi‡`i ms‡e`bkxj Kiv Contractors’ sensitisation 

Pzw³i gv‡bi wel`weeiY Specification of standards in contracts 
gvbm¤úbœ cwiPvjbv c×wZ Standard operating procedures 

Kg©KZ©v Ges Kg©Pvixe„‡›`i ZË¡veavb Ges ch©‡e¶Y Staff supervision & inspection 
Z…Zxq c¶ Øviv bRi`vwi Kiv Third-party oversight 

 

m¤§wZ e¨eš’vcbv Compliance management 
evwn¨K wnmve bxwi¶Y External auditing 

Avf¨šÍwib wnmve bxwi¶Y Internal auditing 
wnmve Z_¨vw`i mvgÄm¨mvab Reconciliation of accounting records 

Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 
Z…Zxq c¶ Øviv bRi`vwi Kiv Third-party oversight 

 



	

mwVK cÖwZ‡e`b bv Kiv 
Improper reporting 

`wjjmg~n wbcyYZvi mv‡_ wbR D‡Ïk¨ mva‡b 
e¨envi 

Manipulation of documents 

¸iæZ¡c~Y© c`¸‡jv Ace¨envi 
Misuse of key positions 

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 



	 	

wnmve g¨vbyqvj Accounting manual 
m¤§wZ e¨eš’vcbv Compliance management 

bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 
Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 

 

evwn¨K wnmve bxwi¶Y External auditing 
B-µq E-procurement 

Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 
Avf¨šÍwib wnmve bxwi¶Y Internal auditing 

wnmve Z_¨vw`i mvgÄm¨mvab Reconciliation of accounting records 
Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 

bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 
 

`yb©xwZ `gb bxwZ Anti-corruption policy 
cwiPvjbv wbqgvejx Code of conduct 

Ki‡cv‡iU kvmb KvVv‡gv Corporate governance structure 
`vwqZ¡cÖvß ms¯’vi `wjj Delegated authority document 

Bw›UwMÖwU ev ï×vPv‡ii Rb¨ †hvMv‡hvM Communication of integrity 
Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 

‰bZ…Z¡i Dci cªwk¶Y Ges `jgZ MVb Leadership training & team building 
Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 

bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 
Z…Zxq c¶ Øviv bRi`vwi Kiv Third-party oversight 

cwiPvjK ‡ev‡W©i Rb¨ Ki‡cv‡iU mykvm‡bi Dci cÖwk¶Y BoD corporate governance training 
cwiPvjK ‡ev‡W©i mfvi Kvh©weeiYx BoD minutes 

 



	

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 

cvwbi Drm mg~‡ni AZ¨vwaK D‡Ëvjb Ges `~lY 
Over-abstraction and pollution of water 

sources 

evwn‡ii ‡jvK Øviv Pzwi Ges jyÚb 
Theft and vandalism by externals 

Kg©KZ©v-Kg©Pvix Ges m¤ú‡`i e¨w³MZ e¨envi 
Private use of staff and assets 

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 



	 	
m¤§wZ e¨eš’vcbv Compliance management 

gvV cwi¶Y Field inspections 
‡µZvi Awf‡hvM e¨e¯’vcbv Customer complaint management 

jwes Kiv Lobbying 
A‰ea ms‡hvM wbqš¿Y Illegal connection control 

Pzw³i gv‡bi wel`weeiY Specification of standards in contracts 
 

m¤ú` e¨e¯’vcbv Asset management 
bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 

‡mev Ges †µZv mb`cÎ Service & customer charter 
KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 

the media & CSOs 
gvV cwi¶Y Field inspections 

‡µZvi Awf‡hvM e¨e¯’vcbv Customer complaint management 
†µZvi mv‡_ ¯”̂Q †hvMv‡hvM Transparent customer communication 

cvwb Dbœhb Pzw³ Water development pact 
 

m¤ú` e¨e¯’vcbv Asset management 
cwiPvjbv wbqgvejx Code of conduct 

Ki‡cv‡iU kvmb KvVv‡gv Corporate governance structure 
Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 

Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 
bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 

Kg©KZ©v Ges Kg©Pvixe„‡›`i ZË¡veavb Ges ch©‡e¶Y Staff supervision & inspection 
 



	

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 

cwiPviK †ev‡W©i c¶cvwZZ¡g~jK msweavb 
Biased constitution of BoD 

evwn‡ii ‡jvK Øviv evav m„w÷  
Interference by externals 

cwiPviK †ev‡W©i e¨w³MZ ¯v̂_© Ges DbœwZmvab 
Personal interests and enrichment of BoD 



	 	

PvKzwii eY©bv Job descriptions 
KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 

the media & CSOs 
Ki‡cv‡iU kvmb KvVv‡gv Corporate governance structure 
cwiPvjK ‡evW© w©be©vP‡bi cÖYvjx BoD selection procedures 

cwiPvjK ‡ev‡W©i Rb¨ Ki‡cv‡iU mykvm‡bi Dci cÖwk¶Y BoD corporate governance training 
cwiPvjK ‡ev‡W©i mfvi Kvh©weeiYx BoD minutes 

 

KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 
the media & CSOs 

Ki‡cv‡iU kvmb KvVv‡gv Corporate governance structure 
cwiPvjK ‡evW© w©be©vP‡bi cÖYvjx BoD selection procedures 

AskxØvwiZ¡ e¨e¯’vcbv Partnership management 
cwiPvjK ‡ev‡W©i Rb¨ Ki‡cv‡iU mykvm‡bi Dci cÖwk¶Y BoD corporate governance training 

cwiPvjK ‡ev‡W©i mfvi Kvh©weeiYx BoD minutes 
 

v‡RU ¯”̂QZv Budget transparency 
cwiPvjbv wbqgvejx Code of conduct 

Ki‡cv‡iU kvmb KvVv‡gv Corporate governance structure 
e¨‡qi `vqe×Zv Accountability for expenditures 

cwiPvjK ‡evW© w©be©vP‡bi cÖYvjx BoD selection procedures 
Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 

bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 
cwiPvjK ‡ev‡W©i wbR¯̂ g~j¨vqb BoD self-evaluation 

cwiPvjK ‡ev‡W©i Rb¨ Ki‡cv‡iU mykvm‡bi Dci cÖwk¶Y BoD corporate governance training 
cwiPvjK ‡ev‡W©i mfvi Kvh©weeiYx BoD minutes 

 



	

A¯”̂Q `vq, `vwqZ¡ Ges cÖwµqv 
Unclear roles, responsibilities and processes 

AskxØvwiZ¡ e¨e¯’vcbvi Afve 
Lack of partnership management 

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 

Kg©KZ©v Ges Kg©Pvix‡`i Rb¨ Kg Aby‡cÖiYv 
Low staff motivation 

mykvmb, e¨e ’̄vcbv Ges wbq ¿̄Y 
 

gvbe m¤ú‡`i e¨e ’̄vcbv 
 



	 	
PvKzwii eY©bv Job descriptions 

cwiPvjbv wbqgvejx Code of conduct 
Ki‡cv‡iU kvmb KvVv‡gv Corporate governance structure 

`vwqZ¡cÖvß ms¯’vi `wjj Delegated authority document 
Bw›UwMÖwU ev ï×vPv‡ii Rb¨ †hvMv‡hvM Communication of integrity 

gvbe m¤ú` cwiKíbv Human resource planning 
gvbm¤úbœ cwiPvjbv c×wZ Standard operating procedures 

cwiPvjK ‡ev‡W©i mfvi Kvh©weeiYx BoD minutes 
 

bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 
‡mev Ges †µZv mb`cÎ Service & customer charter 

KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 
the media & CSOs 

weev` mgvav‡bi Kjv‡KŠkj Dispute resolution mechanisms 
AskxØvwiZ¡ e¨e¯’vcbv Partnership management 

Pzw³i gv‡bi wel`weeiY Specification of standards in contracts 
gvbm¤úbœ cwiPvjbv c×wZ Standard operating procedures 

†µZvi mv‡_ ¯”̂Q †hvMv‡hvM Transparent customer communication 
cvwb Dbœhb Pzw³ Water development pact 

 

PvKzwii eY©bv Job descriptions 
cwiPvjbv wbqgvejx Code of conduct 

Kg©KZ©v Ges Kg©Pvixe„‡›`i Rb¨ DbœZ Kv‡Ri cwi‡ek Ges kZ©vejx Satisfactory work environment 
& conditions for staff 

Bw›UwMÖwU ev ï×vPv‡ii Rb¨ †hvMv‡hvM Communication of integrity 
gvbe m¤ú` cwiKíbv Human resource planning 

Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 
PvKzwii `¶Zvi Dci cÖwk¶Y Job skills training 

‰bZ…Z¡i Dci cªwk¶Y Ges `jgZ MVb Leadership training & team building 
Kg©KZ©v Ges Kg©Pvix‡`i m¤úvw`Z KvR Ges mš‘wó Staff performance & satisfaction 

monitoring 
b‡qvM Ges c‡`vbœwZ bxwZ Recruitment & promotion policy 

Kg©KZ©v Ges Kg©Pvixe„‡›`i ZË¡veavb Ges ch©‡e¶Y Staff supervision & inspection 
 



	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

A¯”̂Q wb‡qvM Ges c‡`vbœwZ 
Non-transparent recruitment and promotion 

gvbe m¤ú‡`i e¨e ’̄vcbv 
 

Kg©KZ©v Ges Kg©Pvix‡`i `¶Zvi Afve 
Low staff competence 

gvbe m¤ú‡`i e¨e ’̄vcbv 
 

Kvhv©̄ ’v‡bi mwVK cÖwk¶‡Yi Afve 
Lack of training relevant for workplace 

gvbe m¤ú‡`i e¨e ’̄vcbv 
 



	 	 PvKzwii eY©bv Job descriptions 
gvbe m¤ú` cwiKíbv Human resource planning 

Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 
Kg©KZ©v Ges Kg©Pvix‡`i m¤úvw`Z KvR Ges mš‘wó Staff performance & satisfaction 

monitoring 
b‡qvM Ges c‡`vbœwZ bxwZ Recruitment & promotion policy 

µq c×wZi Dci cªwk¶Y Procurement training 
wnmve cªwk¶Y Accounting training 

 

PvKzwii eY©bv Job descriptions 
gvbe m¤ú` cwiKíbv Human resource planning 

Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 
PvKzwii `¶Zvi Dci cÖwk¶Y Job skills training 

‰bZ…Z¡i Dci cªwk¶Y Ges `jgZ MVb Leadership training & team building 
µq c×wZi Dci cªwk¶Y Procurement training 

cwiPvjK ‡ev‡W©i Rb¨ Ki‡cv‡iU mykvm‡bi Dci cÖwk¶Y BoD corporate governance training 
wnmve cªwk¶Y Accounting training 

 

cwiPvjK ‡evW© w©be©vP‡bi cÖYvjx BoD selection procedures 
b‡qvM Ges c‡`vbœwZ bxwZ Recruitment & promotion policy 

Awbqg †iv‡ai Rb¨ Drmvn cÖ̀ vb Ges Zv i¶v Kiv Whistleblower incentives & protection 
Z…Zxq c¶ Øviv bRi`vwi Kiv Third-party oversight 

 



	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	 	

PvKzixi Am‡š—vlRbK kZ©vejx 
Unsatisfying employment conditions 

A¯̂”Q cvwikªwgK  
Non-transparent remuneration 

gvbe m¤ú‡`i e¨e ’̄vcbv 
 

gvbe m¤ú‡`i e¨e ’̄vcbv 
 



	

	 	

PvKzwii eY©bv Job descriptions 
Kg©KZ©v Ges Kg©Pvixe„‡›`i Rb¨ DbœZ Kv‡Ri cwi‡ek Ges kZ©vejx Satisfactory work environment 

& conditions for staff 
b‡qvM Ges c‡`vbœwZ bxwZ Recruitment & promotion policy 

‡eZb fvZvw`i bxwZ Salary policy 
gvbm¤úbœ cwiPvjbv c×wZ Standard operating procedures 

 

v‡RU ¯”̂QZv Budget transparency 
PvKzwii eY©bv Job descriptions 

Avf¨šÍwib wnmve bxwi¶Y Internal auditing 
b‡qvM Ges c‡`vbœwZ bxwZ Recruitment & promotion policy 

‡eZb fvZvw`i bxwZ Salary policy 
 



	

	

	

	

	

	

	

	

	

	

	

	

	 	

gvbe m¤ú‡`i e¨e ’̄vcbv 
 

Kg©KZ©v Ges Kg©Pvix‡`i AvBb-Kvbyb Ges wbqgwewa bv 
Rvbv 

Rules and regulations not known to staff 

cÖwZKzj ivR‰bwZK KvVv‡gv 
Unfavourable political framework 

KvVv‡gvi SuywK 

wek„sLj wbqgZvwš¿K KvVv‡gv 
Confusing regulatory framework 

KvVv‡gvi SuywK 
 



	

	 	
m¤§wZ e¨eš’vcbv Compliance management 

KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 
the media & CSOs 

Bw›UwMÖwU ev ï×vPv‡ii Rb¨ †hvMv‡hvM Communication of integrity 
Bw›UwMÖwU/ ï×vPv‡ii cÖwk¶Y Integrity training 

cwiPvjK ‡ev‡W©i Rb¨ Ki‡cv‡iU mykvm‡bi Dci cÖwk¶Y BoD corporate governance training 
 

m¤§wZ e¨eš’vcbv Compliance management 
bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 

‡mev Ges †µZv mb`cÎ Service & customer charter 
KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 

the media & CSOs 
Bw›UwMÖwU ev ï×vPv‡ii Rb¨ †hvMv‡hvM Communication of integrity 

jwes Kiv Lobbying 
 

m¤§wZ e¨eš’vcbv Compliance management 
µq c×wZi wbqgZ‡š¿i mv‡_ m¤§wZ Ávcb Procurement regulation compliance 

jwes Kiv Lobbying 
 



	 	

Bw›UwMÖwU ev ï×vPv‡ii wbqgwewa cÖ‡qvM bv Kiv 
Integrity regulations not enforced 

KvVv‡gvi SuywK 
 

‡h mg Í̄ Ivqvmv KvR Ki‡Q bv Zv‡`i Rb¨ kvw Í̄i Afve 
Lack of sanctions for non-performing WASAs 

KvVv‡gvi SuywK 
 



	

`yb©xwZ `gb bxwZ Anti-corruption policy 
m¤§wZ e¨eš’vcbv Compliance management 

bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 
Bw›UwMÖwU ev ï×vPv‡ii Rb¨ †hvMv‡hvM Communication of integrity 

bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 
 

m¤§wZ e¨eš’vcbv Compliance management 
bvMwiK Ges †fv³vi AskMÖnY Citizen & consumer participation 

KZ…©c¶mg~n, MYgva¨g Ges bvMwiK mgvRmg~‡ni g‡a¨ mn‡hvMxZv Cooperation with authorities, 
the media & CSOs 

bxwZewn©f~Z e¨env‡ii Rb¨ kvw Í̄‡hvM¨ K¨vUvjM Sanctions catalogue for unethical behaviour 
 


