Lesson Plan - Common Part
	Course Introduction

	Day 1

	8.00 – 8.30
	Registration 

	Session 1:
8.45-9.30
	OPENING SESSION: SETTING THE AGENDA

	5 min 
	Welcome – Introduction to the Training and the Participating Partner Organisations

	10 min 
	Opening Address 

	15 min 
	Course Objectives and Program of the Common and Regional Parts

	15 min 
	Introductions and Expectations

	
Topic: Benchmarking Water Services

	
	Topic 1: INTRODUCTION TO BENCHMARKING	

	Session 2 will introduce the subject of benchmarking as a tool for organizational performance and will discuss various definitions and the two phases of performance assessment (how much) and performance improvement (how). The classification of benchmarking along the lines of the 'nature of the referent' (who to compare with) and 'content' (what is being benchmarked) will be introduced. The origin and history of benchmarking will be reviewed as well as the changing perspectives, from the conventional 'shareholder' perspectives to the more inclusive 'stakeholder' perspectives.

	30 min
	Presentation 

	15 min
	Questions and clarifications

	Session 3: 
10.45- 11.30  
	APPLICATION OF BENCHMARKING TO THE WATER AND SANITATION SECTOR

	Session 3 will focus on the use of benchmarking by the public sector and by the water and sanitation sector. The application of water utility benchmarking at local, national and international scales will be demonstrated, as well as its voluntary use by utilities and the upcoming use of benchmarking by regulators. The leading role by the International Water Association will be highlighted including their guidelines for drinking water and for waste water utilities. The rationale for performance assessment and the system for performance indicators will be discussed and the recommended use of benchmarking as a tool for achieving utility strategy and objectives. Categories and examples of performance indicators will be introduced.

	30 min
	Presentation 

	15 min
	Questions and clarifications

	Session 4:  
11:45-12:30		 
	INSTITUTIONALISATION OF WATSAN BENCHMARKING (1)

	Sessions 4 and 5 will focus on the application of benchmarking by utilities and by regulators. Session 4 will discuss voluntary benchmarking within and between water utilities. This application of benchmarking may be reasoned from an economic and an institutional perspective, and examples will demonstrate that different benchmarking initiatives are based on either the first or both perspectives. Whereas economic reasoning focuses on effectiveness and efficiency, institutional reasoning emphasizes transparency and social legitimacy. The typical components of benchmarking will be introduced together with some examples: the selection of perspectives and indicators, the assessment, the presentation of results, the sharing of leading practices and the resulting efforts by all partners to enhance their performance. 

	30 min
	Presentation

	15 min
	Questions and clarifications

	Session 5: 
13:45 to 14:30               
	INSTITUTIONALISATION OF WATSAN BENCHMARKING (2)

	Session 5 will focus on the application of benchmarking by water sector regulators. The increasing use of benchmarking as a relatively ‘light-handed' regulatory tool by way of which competitive pressures can be exerted on a monopolistic industry will be presented. The worldwide use of benchmarking by water and sanitation regulators to promote transparency and performance improvement will be demonstrated using examples of sub-national regulators such as ARCESP for the State of Sao Paulo in Brazil, the national regulators in the UK (OFWAT), Zambia (NWASCO) and Kenya (WASREB). Cross border collaboration between regulators as in the case of the Latin American ADERASA will also be discussed.

	30 min
	Presentation

	10 min
	Questions and clarifications

	5 min
	Assignment to Prepare Summary Report Day 1

	Day 2

	Session 6: 
8:45 to 9:30	
	EXPERIENCES BENCHMARKING EXPERIENCES IN THE WATER AND SANITATION SECTOR - BENCHMARKING PERSPECTIVES 

	The practical aspects of benchmarking in the water and sanitation sector will e discussed in sessions 6, 7, 8 and 12. Session 6 will discuss the drivers of benchmarking starting with the private sector where benchmarking was traditionally aligned with 'shareholder' interests and is now broadening to include 'stakeholder' interests in social and environmental performance. The selection of benchmarking perspectives in the water and sanitation sector will be discussed next, starting with the leading role of IWA that stresses the importance of arriving at a system of performance indicators (PIs) that is determined by the utility and supports the implementation of its strategy and objectives. IWA proposes integral performance assessment along the perspectives of Finance, Customer, Processes and Learning and growth. Examples from practice will demonstrate how specific objectives, resource constraints and contextual factors have shaped the choice of perspectives by individual benchmarking initiatives.

	5 min
	Presentation and discussion of Day 1 Summary Report

	25 min
	Presentation 

	15 min
	Questions and clarifications

	Session 7: 
9:45 to 10:30
	EXPERIENCES BENCHMARKING EXPERIENCES IN THE WATER AND SANITATION SECTOR - BENCHMARKING METHODS

	Session 7 will discuss the methodology of benchmarking including the planning cycle (plan, do, check, act) and the distinct phases (assessment, improvement). Special attention will be given to methods for data analysis (incl also DEA and Frontier analysis), the issue of correcting results to accommodate contextual factors, next vs leading practices. 

	30min
	Presentation 

	15 min
	Questions and clarifications

	Session 8: 
10:45 to 11:30
	EXPERIENCES BENCHMARKING EXPERIENCES IN THE WATER AND SANITATION SECTOR - PERFORMANCE INDICATORS

	Session 8 will discuss the selection of performance indicators and the availability and need to use standardized indicators. The rationale for defining a PI as a combination of several variables and its expression as a percentage or a ratio for the purpose of enabling comparison across utilities, e.g. Employees per connection (No. Employees/1000 connections) will be presented. The concept of SMART (Specific, Measurable, Attainable, Relevant and Time-bound) indicators will be introduced. A selection of the performance and contextual indicators proposed for use by the International Water Association (IWA) will be presented. The session will also highlight that the identification of a set of indicators will be directed by contextually specific considerations of data availability, accuracy and reliability, and the complexity and the cost of data collection that varies widely across utilities and countries. It will be shown that these dissimilarities can be addressed within one system by defining participation levels (e.g. basic, standard and advanced). 

	30min
	Presentation 

	15 min
	Questions and clarifications

	Session 9: 
11:45 TO 12:30
	EXERCISE ''WATER UTILITY PERFORMANCE ASSESSMENT AND IMPROVEMENT''

	The objective of the exercise of sessions 9, 10 and 13 is for the participants to experience the main elements of a benchmarking system; to understand the difference between variables, context information, and performance indicators; and to experience data comparability, availability and reliability in comparing PIs among potential peers. In session 9 the participants will be introduced to the objectives of this exercise, the three assignments to be completed successively, the process of carrying out the exercise, and the role and presence of the facilitators. The groups for the exercise will be formed and the first assignment will be explained and the concerned information will be distributed.

	5 min
	Presentation of Exercise Objectives

	15 min
	Presentation of the assignment and the process

	5 min
	Formation of Groups, Explanation and Distribution of information for Assignment 1

	10 min
	Questions and clarifications

	10 min
	Participants work on assignment 1

	Session 10: 
13:45 TO 17:30
	EXERCISE ''WATER UTILITY PERFORMANCE ASSESSMENT AND IMPROVEMENT''

	Session 10 continues from session 9. This is primarily a working session by the participant group. Facilitators will be present on request to assist the groups and during the presentations. The groups will work on assignment 1 (Understanding the utility) and each group will present its findings to the other groups and the facilitators.  Participants will then continue in the same groups with assignment 2 (Identifying the data requirement).

	60 min
	Participants work on assignment 1

	40 min
	Results from assignment 1 are presented and discussed with the facilitators

	15 min
	Explanation and Distribution of information for Assignment 2

	60 min
	Participants work on assignment 2

	5 min
	Assignment to Prepare Summary Report Day 2

	Day 3

	Session 11: 
8:45 to 17:30	
	SITE VISIT

	Session 11 is a one-day long session that aims to expose the participant to benchmarking practice in a real life situation. The visit will be to a water and sanitation provider (or a water utility association or a regulator) that is practicing benchmarking and will discuss the costs and benefits of benchmarking and the utility challenges and experiences with performance assessment and performance improvement. 

	5 min
	Presentation and discussion of Day 2 Summary Report

	Whole day
	Site visit with  following components:
1. Transfer to and from the visiting location
1. Reception and introduction by the host organisation
1. Presentation and discussion on benchmarking by the host organisation
1. Visit to a unit that has used benchmarking to improve its performance
1. Presentation and discussion of the assessment and improvement experience

	5 min
	Assignment to Prepare Summary Report Day 3

	Day 4

	Session 12: 
8:45 to 9:30
	EXPERIENCES BENCHMARKING EXPERIENCES IN THE WATER AND SANITATION SECTOR - PERFORMANCE IMPROVEMENT

	Session 12 will discuss utility performance improvement. This requires a decision to adapt or change business processes. A menu of possible improvement actions can be drawn up and subsequently prioritized using e.g. a cost-benefit analysis. Adapted or new processes can then be executed on a pilot basis and the results analysed to enable a management decision to roll out full scale.  An example (Sydney Water Board) will be presented.

	5 min
	Presentation and discussion of Day 3 Summary Report

	30min
	Presentation 

	10 min
	Questions and clarifications

	Session 13: 
9:45 TO 12:30
	EXERCISE ''WATER UTILITY PERFORMANCE ASSESSMENT AND IMPROVEMENT''

	Session 13 continues on from session 10. Like session 10, this session is primarily a working session by the participant groups. Facilitators will be present as and when required. The groups will work on assignment 2, (Identifying the data requirement) and each group will present its findings on to the other groups and the facilitators.  After that the third assignment will be explained and the concerned information will be distributed. Participants will then work on assignment 3 (Comparing with peer utilities) and again each group will present its findings on to the other groups and the facilitators. These presentations will conclude the exercise.

	30 min
	Results from assignment 2 are presented and discussed with the facilitators

	15 min
	Explanation and Distribution of information for Assignment 3

	60 min
	Participants work on assignment 3

	30 min
	Results from assignment 3 are presented and discussed with the facilitators

	Session 14: 
13:45-17:30 		 
	WATER UTILITY SIMULATION GAME (1)

	During sessions 14 and 15 participants play the simulation game WATER MANAGER.  The game simulates the effects of 26 possible decisions taken by utility managers on the values of 18 key technical, financial and commercial performance indicators of a water supply company. The groups of managers play a number of rounds representing financial years and each time the effects of their decisions on the KPIs is calculated. The main goal of the game is to try to manage the utility company to achieve particular objectives that are set by the facilitator. Facilitators are present at the start of the session and are available on call after that.

	5 min
	Presentation Objectives of the Game

	15 min
	Presentation of the assignment and the process

	5 min
	Formation of Groups, Explanation and Distribution of information

	10 min
	Questions and clarifications

	140 min
	Participants play the Game

	5 min
	Assignment to Prepare Summary Report Day 4

	Day 5

	Session 15: 
8:45 to 12:30	
	WATER UTILITY SIMULATION GAME (2)

	During session 15 the game is continued to be played. Intermediate and final results will be presented and discussed.  Facilitators are present during presentations and are available on call during the rest of the time.

	5 min
	Presentation and discussion of Day 4 Summary Report

	35 min
	Presentation and discussion of intermediate results by participant groups

	100 min
	Participants play the Game

	40 min
	Presentation and discussion of intermediate results by participant groups

	Session 16: 
13:45 to 14:30
	WRAP UP AND EVALUATION 

	This is the final session of the general part of the course. The facilitator will distribute a questionnaire to be filled in by the participants and submitted prior to an agreed date. The facilitator will encourage participants to verbally comment on this part of the course using a checklist of items to be discussed.

	5 min
	Distribution of the questionnaire
Presentation Objectives of the session

	40 min
	Open-ended discussion on the course (objectives, learnings, teachers, materials, methods, etc..) 





	
Practitioners’ Workshop on 
Benchmarking of urban water and sanitation in emerging economies

	Day 6

	Session 17: The Context of Water and Sanitation in emerging economies
60 min

	The session will review the status of water and sanitation services in the emerging economies. It will highlight
Water and Sanitation situation in Low and Middle income countries. 

	5 min 
	Overview of the day

	30 min 
	Presentation based on Water and Sanitation situation in low and middle income countries (ppt labeled as BMC-1)

	25 min 
	Discussions 

	
	

	Readings:
1. World Bank (2008), Urban poverty : a global view, http://documents.worldbank.org/curated/en/2008/01/9112288/urban-poverty-global-view
1. WHO/UNICEF Joint Monitoring Programme for Water Supply and Sanitation, Progress on Drinking Water and Sanitation: 2014 Update, http://www.wssinfo.org/

	Session 18: The indicator set for benchmarking
One hour	          

	The sessions will review key indicators related to the themes of access, level and quality of service, equity and financial sustainability. It will also describe how equity and non-network sanitation indicators can be developed.

	 45 min
	Presentation :  Performance Assessment Indicators – variables, measurements, indicators, reliability (BMC -2)

	15 min
	Discussions

	Readings:
1. PAS (2009) Performance Measurement framework report vol 1 and 2, CEPT University, available at http://www.pas.org.in/web/ceptpas/performance




	Session 19: Group Work Assignment:  Appropriate Indicator Set for Emerging economies           
90 minutes

	10 min
	Introduction to group discussion and instructions to the group (instructor to use BMC-GR )

	45 min
	Group discussions

	20 min
	Group presentations

	15 min
	Discussions on learning from the exercise

	Group work assignment is meant to discuss various issues related to identifying key performance indicators, especially in the context of the poor and non-networked systems. It will encourage participants to relate the benchmarking concept to the context of emerging economy that is familiar to them. The participants will reflect on the sessions of the previous week, as well as the work done in India. They are expected to discuss the key questions of “benchmarking for what” in the context of emerging economies. They should be able to reflect on the experiences of utility associations, regulators and government agencies in emerging economies. At the end, the group is expected to identify some key indicators that reflect utility performance in terms of availability of services to the poor, as well as in the areas not covered by network. 

	Session 20: Setting Up Benchmarking System
90 minutes

	This session reviews how benchmarking systems are set up in emerging economies. It begins with a review of benchmarking system around the globe, and then describes a government led benchmarking system design and development in India 

		10 min
	Introduction

	40 min
	Presentation on setting up benchmarking system (instructor to use BMC-3 )

	40 min
	Discussion and hand on experience demonstration of web portals –india, south-east Asia, Zambia

	Readings:
PAS (2013), Review of Benchmarking of water and sanitation, (draft) CEPT University

Website: Instructor to encourage participants to explore these web sites to get a feel for how benchmarking is done in emerging economy context.
Websites demonstration: www.pas.org.in;  www.seawun.org; www.nwasco.org.zm; 




	Session 21:  From measurement to improvement
90 minutes

	This session is designed to guide participants to use benchmarking information to prepare a Performance Improvement Plan for water supply and sanitation. The session will demonstrate a model developed by CEPT University that is visualised as a multi-year plan to improve service performance across the basic themes of access, equity, service levels and quality, efficiency and financial sustainability. This Performance Improvement Planning (PIP) model uses the base line indicators and provides a systematic approach to problem diagnosis, assessing existing performance levels, exploring plan actions for related sectors, and assessing impacts of actions on performance improvement as well as local finances. 

	 30 min
	Presentation - performance improvement (BMC-4)


	15 min
	discussion    

	30 min
	Demonstration – PIP model 

	15 min
	Hand-on attempt at model based on demo model provided

	Readings:
1. PAS (2013), Performance Improvement Planning (PIP) for water and sanitation: approach paper, CEPT University; available at www.pas.org.in/performance improvement
1. PIP model - sample available at www.pas.org.in/perfromance improvement

	Wrap up for the day

	
Lesson Plan for NWSC Case Study
NWSC Performance Improvement through Internal Performance Contracting


	Day 7

	8.00 – 8.30
	Registration 

	Session 22:                OVERVIEW OF NWSC SET-UP & REFORMS
8.45- 10.15 :  

	This session covers the overview of National Water and Sewerage Corporation (NWSC) of Uganda. It outlines the institutional set-up and regulatory framework of NWSC. The session provides a brief background of NWSC during the 90’s and highlights the internal NWSC reforms conducted from 1998 to 2013. Session 9a also provides an overview of the performance trends that have resulted from the reforms. 

	 60 min
	Presentation   

	30 min
	Questions and Discussions

	10.15 – 10.45
	Break

	Session 23:         PERFORMANCE CONTRACTING IN NWSC 
10:45 to 12:30               

	This session zooms into the critical aspects of the NWSC internal reforms that revolve around internal performance contracting. Four critical aspects are highlighted during this session and these include: i) performance evaluation, comparison and ranking of NWSC operational areas, ii) incentive frameworks, iii) target setting and iv) action plans etc. During session 9b, the group assignments and discussions will be introduced and groups will be formed.

	60 min
	Presentation

	30 min
	Questions and Discussions

	15 min
	Introduction of Assignments and Formation of Groups

	12.30 – 13.45
	Lunch

	Session 24: 	GROUP DISCUSSIONS
13.45-16.15	 

	This session will entail group discussions. Three groups will be formed and each group will have a separate and unique focus area. The three focus areas with one focus area for each group will include: i) performance evaluation, comparison and ranking; ii) incentive computation and iii) target setting.  

	 120 min
	Group discussions and brainstorming   

	 30 min
	Compilation and fine tuning of group presentation & observations

	16:15-17:00
	Break

	Session 25:                PLENARY DISCUSSIONS
17:00-18:45  

	This session is a plenary session where each group will present its work, observations and comments for the group specific focus area and reactions will be obtained from the audience/plenary. The session will wind up with a wrap up during which the major lessons would be noted and take-homes summarized. 

	 90 min
	Group presentations and reactions and comments from plenary   

	 15 min
	Wrap up : key lessons and take homes

	
Topic: Case Study NWASCO (Zambia)


	Day 8

	8.00 – 8.30
	Registration 

	Session 26:                OVERVIEW OF NWASCO
8.45- 10.15 :  

	

	 60 min
	Presentation   

	30 min
	Questions and Discussions

	10.15 – 10.45
	Break

	Session 27:         Assignment 1: Studying sector reports  and providing feedback to assessments
10:45 to 12:30               

	

	30 min
	Presentation Assignment 1 and 2

	60 min
	Questions and Discussions (assignment 1 and 2)

	12.30 – 13.45
	Lunch

	Session 28: 	Assignment 3 and 4: link KPIs to investment decisions and role of the regulator
13.45-16.15	

	

	 30 min
	Presentation assignment 3 and 4

	120 min
	Questions and discussions (assignment 2 and 4)

	16:15-17:00
	Break

	Session 29:                Assingment 5 and plennary discussionsPLENARY DISCUSSIONS
17:00-18:45  

	Session 9d is a plenary session where each group will present its work, observations and comments for the group specific focus area and reactions will be obtained from the audience/plenary. The session will wind up with a wrap up during which the major lessons would be noted and take-homes summarized. 

	 60 min
	Assigment 5

	 45 min
	Plennary discussion

	Case study: National Award for water and sanitation services Quality in Brazil - PNQS

	Day 9:

	Session 30: 
8:30 to 9:00	
	Case study PNQS – Overview  

	During this Session it will be presented the goal and the activities that will be developed during the day, and explanations will be given about the material to support the discussions. An overview about the National Award on Water and Sanitation -Brazilian case will be brought.

	10 min
	Presentation of the goals and activities. Details will be given about the material to support the activities and discussions.
File: doc4_BM_course_casestudy_PNQS_19nov_2013 (slides 1 - 2)

	20 min
	Presentation of the PNQS – what, history, main results, on going activities
File: doc4_BM_course_casestudy_PNQS_19nov_2013 (slides 3 - 19)

	Session 31: 
9:00 to 11:00
	Workshop – assessing the PNQS experience with the benchmarking lens

	This session is planned to participants apply the information learned during the classes. To facilitate this process, participants will be organized in groups and answer a set of questions. For this, they will access literature, documents and website related to the PNQS. Facilitators will assist each group in the development of the exercise.

	10 min
	Distribution of the File: doc3_BM_case_study_pnqs_19nov_2013.doc.

	20 min
	Each participant will be given some time to read the following material, guided by the main questions : 
i. From the previous discussions on benchmarking, evaluate PNQS process as a whole.
ii. What are the main strengths and weaknesses of PNQS quality?
iii. How effective is the PNQS for the purposes of performance evaluation and performance improvement?

File: doc3_BM_case_study_pnqs_19nov_2013.doc


	30 min
	Each group will then discuss and answer the main guiding questions and prepare a report with the main conclusions. 
The three questions are:
i. From the previous discussions on benchmarking, evaluate PNQS process as a whole.
ii. What are the main strengths and weaknesses of PNQS quality?
iii. How effective is the PNQS for the purposes of performance evaluation and performance improvement?

	15 + 15 min
	Presentation and discussion of the reports.

	Session 32: 
11:00 to 12:30
	COPASA – North Operations Office Management Report in PNQS 

	This session aims at presenting the COPASA – North Operations Office case, and discuss key aspects related to their management reports (PNQS 2009, 2010 and 2011). Focus will be given to the indicators used for the criteria SOCIETY and discussion will approach specific considerations in terms of pro-poor benchmarking, looking at data availability, accuracy and reliability, and the complexity and the cost of data collection. 

	15 min
	Presentation of the COPASA – North Operations Office  – criterion SOCIETY 

File: doc4_BM_course_casestudy_PNQS_19nov_2013 (slides 19 - 34)

	15min
	Each participant will be given some time to read the following material, guided by the main question: 

How robust are the indicators used in PNQS – criterion SOCIETY to capture key aspects of the water and sanitation services in the COPASA – North Operations Office context?

Files: 
doc3_BM_case_study_pnqs_19nov_2013.doc; doc13_Copasa_profile_2Q13_eng.pdf; 
doc10_Prêmio Nacional da Qualidade em Saneamento_awarded.htm;
doc11_ Prêmio Nacional da Qualidade em Saneamento_institutional.htm;
doc12_ Prêmio Nacional da Qualidade em Saneamento.htm
doc14_copasa_Fact_Sheet_2Q13.pdf; doc15_Copasa_management_systems.htm; 
doc15_Copasa_management_systems.htm;
doc16_Copasa_Sustainability_Report_2011_eng.pdf; doc17_Copasa_Sustainability_Report_2010_eng.pdf; 
doc18_Copasa_Sustainability_Report_2009_eng.pdf). 

	25min
	The group will focus on the indicators used for the criteria SOCIETY and discussion will approach specific considerations in terms of pro-poor benchmarking, looking at data availability, accuracy and reliability, and the complexity and the cost of data collection. Students will carry out a critical discussion how robust these indicators are to capture specific aspects about water and sanitation services in the COPASA – North Operations Office context. They will prepare a report with the main conclusions. 

	15 min
	Presentation and discussion of the reports.

	20 min
	Final discussion and conclusion about the PNQS Award Quality process.

	Personal Action Plan

	Day 10
	

	Session 33: 
13:45 to 16:15
	PERSONAL ACTION PLAN

	This session is planned to each participant be able to apply the information learned to his/her actual work requirements.

To facilitate this process, each participant is required to develop a comprehensive and detailed Personal Action Plan. The Action Plan will be derived from information obtained in the theoretical classes, site visits, group discussions, and individual research activities. Facilitators will assist each participant in the action planning process.


	30 min
	Presentation Objectives of the session 
Distribution of the Worksheets

	30 min
	Prepare action plan and discuss in small groups

	30 min
	Conclude action plan

	60 min
	Presentation and discussion of the action plans

	Session 34: 
16:45 to 17:30
	WRAP UP AND EVALUATION 

	This is the final session of the general part of the course. The facilitator will distribute a questionnaire to be filled in by the participants and submitted prior to an agreed date. The facilitator will encourage participants to verbally comment on this part of the course using a checklist of items to be discussed.

	5 min
	Distribution of the questionnaire
Presentation Objectives of the session

	40 min
	Open-ended discussion on the course (objectives, learnings, teachers, materials, methods, etc..) 
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