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= Simple question, difficult answers

« If you have been following benchmarking in the past 10 years, you either

= Think different from the person sitting next to you

= Do not have a very clear idea of what benchmarking is

-

Source: Cabrera E (2011), Presentation at AIILSG Mumbai be Nnc h ——

marker



WHAT IS BENCHMARKING?

Benchmarking is a tool for performance improvement through
systematic search and adaptation of leading practices

Source: Cabrera E (2011), Presentation at AIILSG Mumbai ma rke r ?
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Introduction

Fundamental objective of benchmarking

Reviow Benchmarking
Integrate
C.omimunicate
PROCESS
Change
Customer
Latkstaction
ard : . b
Per [orrance miprovements in - Products
Superiority [ e—— = P'rocesses
- Services

UNESCO. M

Source: Blokland (2013): Benchmarking Course Introduction, UNESCO-IHE



Introduction

How It started: Xerox

for nearly 20 years xerox enjoyed a _near_-mc:nc:pmlhr
In the copier industry (patent protection/high growth)

by 1975: 75% of world market share, revenues USS
4 billion, but also first ime earmings decline since
1951

by 1980: market share dropped by 50%

by 1979: start of competitive benchmarking and in
1981 throughout the company: ‘every department

should be benchmarking itself against its
counterpart department at the best companies’

by 1990 regained market share and competes
successfully with over 100 copier makers worldwide

L WWValaeRL; E

Source: Blokland (2

013): Benchmarking Course Introduction, UNESCO-IHE




. Introduction

Xerox: benchmarking companies and processes

Company Process

American Express Collections

American Hospital Supply | Inventory control

AT&T Research and development

Baxter International Emplovee recognition: human resources management
Cummins Engine Plant lav-out and design: supplier certification
Dow Chemical Supplier certification

Florida Power and Light The quality process

Hewlett-Packard Research and development: engineering
L.L.Bean Inventory control: distribution: telephonics
Marriott Customer survey techniques

Milliken Emplovee recognition

USAA Telephonics

WINEYE, LI E

Source: Blokland(2013): Benchmarking Course Introduction, UNESCO-IHE




Introduction

Xerox benchmarking results:

= Reduced machine defects by 90%

= |[ncreased marketing productivity by one-third

= Raised level of iIncoming parts acceptance to 99.5%

» Reduced service labour costs by 30%

I, 'K E 5 - 1HE E

Source: Blokland (20137 Benchmarkmg Course mtroduction, UNESCO-THE



International experiences in mainstreaming UWSS

performa nce assessment



Five main types of performance benchmarking /assessment efforts
Led by Utility Associations — Africa, South-East Asia, Netherlands, South Arica, Canada, etc

Led by Governments for performance monitoring — Brazil, Australia, Tanzania,
South Africa

Led by Governments for ‘performance-based funding’ — Ecuador, Ugands,
Tanzania

Led by Regulators — uk, zambia, Philippines, Kenya
As a part of Performance-based contracts — senegal, Uganda, Burkina Faso, Malaysia



TYPES OF GLOBAL EFFORTS - 2
T iy poisions | overnment | egiion

Coverage

Objectives

Major themes

Examples

*Regional
*National

*Sharing information
*Process benchmarking

*Service levels, finance, consumer
services, environment

*Australia, Netherlands, Africa,
South East Asia, South Africa,
Vietnam, Indonesia

*National
State (province)

*Support decision making
*Funding as incentive for
improved performance

*Service levels, finance,
consumer services,
environment, health, asset
management

*Monitoring: Brazil, Tanzania,
Australia, South Africa

*Perf based funding: Ecuador,
Uganda, Tanzania

*National
Utility/Projects

*Comparative regulation
*Review against agreed
performance targets in contracts

*Service levels, finance, consumer
services

*Regulators: UK, Zambia, Kenya,
Philippines
*Performance-based contracts:
Senegal, Uganda, Burkina Faso,
Malaysia, Bangkok




=Signing of National Water Initiative (NWI), centre and state govts
2004 =*National Water Commission (NWC) set up to advice on performance standards and establish
benchmarks

=Water Smart Australia ($1.6 billion): for
=National Water Standards ($250million): to improve capacity to measure, monitor and manage
water resources

2005

=States to benchmark performance of water delivery agencies through annual reporting
=preparation of 1st National Performance Report (NPR) for urban utilities

- to continue NWC's role past the sunset date of June 2012
= refocusing operations on core functions of monitoring, audit and assessment




AUSTRALIAN WATER RESOURCES INFORMATION SYSTEM

(AWRIS)

Purpose: Consistent and easily accessible information through agreed and common standards and formats

D [ [ .
gt coI.Iectlon fouite < Mandated by Water Regulations Act 2008
(state/ city governments)

AWRIS: Centralised

repository of water data

Guidance on water investments and policy

decisions
__National
Performance
Report
Preparation of annual National Performance 201013
Reports

Monitoring states on performance indicators




Adequate time required to set up robust systems — may ranges from 5 to 10 years

Once fully set up can be used for both outcome monitoring and making rational
investment decisions

In the initial period support and funding are required to agree on and set up systems

A consultative process is needed for broad agreement on approach and
implementation at national and state levels

Government ownership and regular reviews are essential



Main Sources of Drinking Water- INDIA 2011

8.48 3.48

33.48

11.57

0.44 1.58
W Tap (treated) = Tap (untreated) Covered Well Uncovered Well
Hand pump ® Tube well / Borehole m Others

Source: Chandramouli C. (n.d.) “Housing, Household Amenities and Assets: Key Results from Census 2011”, presentation by the Registrar General & Census Commissioner, India,
slide 34.



KEY FACTS FROM CENSUS 2011

% NO
1 8 ® 6 O URBAN HHs HAVE LATRINE FACILITY

3 2 ° 7 % OF URBAN HHs HAVE ACCESS TO PI PED SEWE R SYSTEM

38.2% 1 nav: SEPTIC TANKS

6% OF HHs DEPEND ON PUBLIC TOILETS

12.6% OF HHs RESORT TO OD



DISTRIBUTION OF HOUSEHOLDS BY SOURCE OF DRINKING WATER -

TAP - 2001 -2011

INDIA
SOURCE OF DRINKING WATER (TAP)
2001

P ge Share of H holds having
Tap as Source of Drinking Water to
Total Number of Hous eholds

I 500 and Below

15.01 -30.00 Z)
a []=20.01-50.00 g
= #x a
- [Js001-75.00 :. % s
.8 z.3 -
- o I 7501 and Above S, 0L > B
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= ==z =
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Source: Chandramouli C. (n.d.) “Housing, Household Amenities and Assets: Key Results from Census 2011”, presentation by the Registrar General & Census Commissioner, India,

slide 38.

INDIA

Total Number of Hous eholds
B :5.00 ans Below

[ 1501 -30.00

[]a0.01-5000

[ s001-75.00

B 75.01 anc Above

P -PUDUCHERRY

Percentage Share of Households having
Tap as Source of Drinking Water to

SOURCE OF DRINKING WATER (TAP)




DISTRIBUTION OF HOUSEHOLDS BY SOURCE OF DRINKING WATER -

HAND PUMP AND TUBEWELL - 2001 -2011

INDIA
SOURCE OF DRINKING WATER

INDIA
SOURCE OF DRINKING WATER
(HANDPUMP & TUBEWELL)
2001

ds having H

(HANDPUMP & TUBEWELL)

Per ge Share of H

ing H P
and Tubewell as Source of Drinking Wa?er to
Total Number of Hous eholds

ANDHRAPRADES =
Percentage Share of H
o and Tubewell as Source of Drinking Water to .
Total Number of Hous eholds
I 500 and Below =4 3 I 500 3nd Below =
[so01-1500 : . ! o [ s01-1500 =z
8 [ 1s01-3000 g [_115.01-3000 g
P B A [ 20.01 -50.00 g &3 _ [ 20.01 -50.00 ;‘ &5
x ® R Il 5001 anc Above . T = I =001 sns Above >
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Source: Chandramouli C. (n.d.) “Housing, Household Amenities and Assets: Key Results from Census 2011”, presentation by the Registrar General & Census Commissioner, India,

slide 39.




HOUSEHOLD HAVING NO LATRINE FACILITY - INDIA: 2001 -2011

NHE

ol
o

Source: Chandramouli C. (n.d.) “Housing, Household Amenities and Assets: Key Results from Census 2011”, presentation by the Registrar General & Census Commissioner, India,

slide 54.

INDIA
TYPE OF LATRINE
(NO LATRINE)
2001

having No Latrine Facility
Within Premises
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Current Situation of WSS Sector in India

Lack of reliable updated Lack of comparative performance assessment
performance information and benchmarks for use in fund allocations

UWSS services

Poor quality, inefficient No use of performance information in
and financially unviable Local Plans




in over 400"‘

cities 1n two states

Performance Assessment System

covering 76 million

urban population

Focus on Water Supply, Sanitation, Solid Waste Management &
Storm Water Drainage
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