Module on Service Delivery
For Mayors and Chairpersons

Service Level Benchmarking (SLB) 

Background:

In the background of rapid urbanization and rising aspirations of the citizens for improved service delivery due to improved per capita incomes, it has become imperative to devise new ways of improving service delivery to citizens. In this back ground, the GoI has envisaged a Service Level Benchmarking framework to improve service outcomes to citizens. 

What is SLB framework? 

· SLB was introduced by GoI in 2008 for improving the service delivery in five key sectors viz., Water supply, Sewerage/sanitation, SWM, Storm Water Drainage and Urban Transport, since it has been found that the outcomes of various projects executed are not commensurate with the huge investments made. This lacuna can be corrected by SLB framework by setting targets/benchmarks to be achieved in a specified time frame, in various sectors like water supply etc. 

Objective: The idea is to analyze the existing service delivery in the ULBs, identify the key performance indicators and set best practice benchmarks in each sector for improving the service delivery by improving the performance of the ULBs in the respective sectors in terms of projects and O&M of utilities. 
· For this, we should know the existing service levels based on which a performance improvement plan can be drawn up to achieve the best practice Benchmarks. 

· The GoI has made it clear that the projects will be evaluated considering the present service levels and the service levels to be achieved in the specified time frame on completion of the projects for the amounts spent. 

ISIP and PIP: For this a Information Systems Improvement Plan  (ISIP) and a Performance Improvement Plan (PIP)  need to be prepared by the ULBs. The PIP will focus on improving the O&M of the facilities in the respective sectors - water supply/sanitation etc.  

Accountability of ULBs: The focus is on service delivery outcomes and not only on creation of infrastructure. It promotes accountability of ULBs to the citizens on the services provided by them. 

Sector-wise Performance Indicators and SLBS are as follows: 

1.0.  Urban Water Supply   

As per SLBs in Water supply

· Per capita supply of water 




– 135 LPCD
· Coverage of water supply connections


-  100 % 

· Extent of Non-revenue water




- 15%

· Extent of metering 





- 100%

· Continuity of Water Supplied 



- 24 hours

· Efficiency in redressal of customer complaints

- 80%

· Quality of Water Supplied




- 100%

· Cost recovery






- 100%

· Efficiency in Collection of Water Charges


- 90% 

Sewerage:

· Coverage of Toilets 100%
· Coverage of Sewerage Network 100%

· Collection efficiency of Sewerage Network 100%

· Adequacy of Sewage Treatment Capacity 100%

· Quality of Sewage Treatment 100%

· Extent of Reuse and Recycling of Sewage 20%

· Extent of cost recovery in waste water management 100%

· Efficiency in redressal of customer complaints 80%

· Efficiency in Collection of Sewage Water Charges 90%

SOLID WASTE MANAGEMENT

· Household Level Coverage 100%

· Efficiency in Collection of Solid Waste 100%

· Extent of Segregation of MSW 100%

· Extent of MSW Recovered 80%

· Extent of Scientific Disposal of MSW 100%

· Extent of Cost Recovery 100%

· Efficiency in Collection of SWM Charges 90%

· Efficiency in Redressal of Customer Complaints 80%

STORM WATER DRAINAGE

· Coverage 100%

· Incidence of water logging 0 numbers

2.0 Preparation of CDP 

A City Development Plan shall be prepared thro’ a competent agency with a vision for 30 years in all sectors including social sectors, duly assessing the existing situation, gaps, key challenges, performance indicators, and prepare a perspective plan to satisfy the SLBs and a road map for its implementation with possible funding options and the reforms needed to be implemented to improve the service delivery and overall development of the city. 
3.0 The key challenges faced by the municipal services are: 

3.1 General:

· Lack of record on the existing facilities, designs, maps, registers, studies, maps, updation

· Poor asset management – poor O&M of facilities, 

· Lack of mechanism for updation like GIS based mapping

· Lack of focus on asset management (O&M etc.) at the institutional level

· Lack of effective communication with the public

· Lack of O&M plan and budgetary approval 

· Lack of devolution of powers with regard to O&M

· Poor capacities of operating and supervisory staff

· Poor utilization of existing facilities and installed capacities

· Inadequate human resources management 

· Inadequate institutional capacity

· Poor Financial strength of ULBs
· Lack of proper accounting and auditing in ULBs,

· Lack of consumer orientation and inadequate levels of service, 

· Inadequate coordination between PHED, other line departments and ULBs 

· Lack of at least O&M cost recovery for key sectors like WS, Sewerage etc. 

3.2 Water supply

· Absence of holistic, multi-sectoral, basin-wise approach to projects -integrating rural-urban

· Poor O&M of utilities

· UFW/ NRW - High System Losses,

· Intermittent supply and lack of thrust on continuous supply

· Lack of metering and poor working of meters

· Unviable Tariff, absence of Seasonal Tariffs and Telescopic Charges

· Inappropriately targeted subsidies, 

· Poor billing and collection systems

· Lack of Water Conservation Methods, and water safety plans
· Non-Adoption of Recycling, reuse of waste water, use of latest Technology, equipment and software

· Poor energy conservation and efficiencies

3.3 Sewerage

· Lack of focus on O&M of sewage pumping stations, STPs, sewer network etc.

3.4 SWM

· Lack of full coverage of D2D collection and source segregation
· Poor O&M of transportation equipment

· Lack of landfill site and poor management of landfills

· Lack of technical capacities and understanding of SWM related issues - composting, W2E
3.5 Street lighting
· Poor energy conservation

· Lack of energy efficiency initiatives and latest technologies – LED/Induction Lamps

· Poor understanding of energy related issues in ULB staff.

· Use of renewable energy technologies – solar, wind etc. 

3.6 Urban Transport
· Lack of focus on achieving public transport

· Low focus on non-motorized transport  - side walks, bicycle tracks

· Junction improvements, traffic signaling
4.0. Get acquainted with the existing water supply facilities in ULB
The primary duty of the ULB is to supply safe water to its citizens. Affordable water for Life line consumption is a human right as per UN convention Agenda 21 and  Article 21 of Constitution.

The Municipal council shall first get itself acquainted with all the existing facilities/installations connected with water supply.
· The facilities include source of water, head works, pumping arrangements, transmission mains, filtration plants, storage and service reservoirs and its distribution network.
· Present supply 

· Per captia supply 
· Frequency  

· Continuity – 24  x 7

· Quality 

· Coverage 

· Mapping of all facilities/installations to be done if already not available.
· Existing service levels to be compared with Service Level Bench Marks fixed by GoI.
· O&M scenario – 

· Maintenance cost versus Revenue generated through water tariff.

· Grievance Redressal mechanism

· Tariff structure – recovery of O&M costs, cross-subsidy to the poor – review if necessary
5. Assessment of Gaps
· The council should get a CDP prepared try to improve existing service levels through better management of available resources.
· Then the council shall review the scenario and asses the real gap with reference to SLBs for all the indicators. 

· Assessment of funds required to bridge the gap - through immediate, short and long term measures.

6.0. Measures to fill the Gap:

Immediate measures

· Minor extensions to networks

· Minor repairs and replacements of valves, pipelines etc.

· Energy conservation and efficiency improvement initiatives

· Capacity building of operating and maintenance staff

· Making available necessary tools and plants to O&M staff

Short Term Measures (with less fund requirement )
· Short term measures include proposals that can be taken up without approaching funding agencies and can be taken up with their own funds. 

· The council should take up short term measures like delisting of sources, providing interconnection, extension of distribution lines etc.
Long Term Measures (with huge fund requirement
· If the gaps cannot filled up with short term measures, long term measures have to be resorted to.
· Preparation of Feasibility report/Preliminary report is an important activity and a first step in formulation of a project, which will comprise: 
· Identification of alternative water supply sources with their merits and demerits 

· Dependability/reliability of each source to be established with help of historical data.

· Assessment of land requirement and identification of available Municipal/ Govt. lands.

· Assessment of extent and possibility of acquiring land from private owners. 

· Allocation of water from the identified source from the competent authorities 

· Permissions required from other departments for implementation of proposed project.
7.0. Preparation of Detailed Project Report

· After stakeholder consultation, Detailed Project Report (DPR) may be prepared if feasible.
· DPR to be prepared either in-house or to a reputed consultancy firm thro’ tender process.

· Adequacy of source, dependability, land requirement, permissions, environmental aspects 

· Also focus on O&M aspects and cost estimates.

· Sustainability of the scheme - revenue generation and calculation of ERR and IRR.
· Funding pattern and reforms connected framework to be examined and agreed. 

· After sanction of the project, it will be implemented, and after satisfactory completion, the scheme will be handed over to the ULB for regular O&M. 

8.0. Consultations with all stake holders to finalize the source, funding, O&M sustainability

· The views of all stakeholders on the preliminary project report to be obtained. 
· The stake holders shall be made to understand the possible bottlenecks and their resolution.

· To pose the project under appropriate funding program & accept conditions
· Based on programme guidelines, ULB need to bear their contribution from their own funds.
· Council to be aware of O&M cost and levy of appropriate water tariff for sustainability.
9.0. Monitoring of O&M- addressing key challenges 

· Greater focus of management on O&M of utilities

· A O&M monitoring cell at Council level for periodical review of O&M of various utilities 

· Prepare Asset management / O&M plan and O&M budget allocation in Municipal budget 

· Customer grievance cell – online monitoring - link to citizens charter.

· The quality of the water supply shall be continuously monitored.

· The NRW to be kept <15% (as per SLBM) -minimize leakages, control illegal tappings. 
· Tariff rationalization for achieving full O&M cost recovery – automatic annual updating.  

· Conservation of energy by providing capacitors, proper maintenance of pumping stations  
· e-billing, e-collection of user charges to be developed for transparent and efficient system.
10.0 Conclusion:

· The elected representatives shall endeavour to deliver improved services to all the citizens meeting the SLBs for complete citizen satisfaction.

· Improve the O&M and asset management, achieve full O&M cost recovery, utilizing I&CT technologies and GIS mapping.  
· Endeavour to improve revenues (reviewing the tariff, improve billing, collection efficiency), and reduce expenditure (water and energy conservation) wherever feasible by using technology and developing human resources, and make the system sustainable by adopting proper measures 
11.0 Best Practices

11.1 Water Supply

· 24X7 Water Supply on a pilot bases is being run successfully in Hubly, Dharwad, & Balgaum for about 35000 HSC’s.

· This project was executed and  being maintained by Veolia.

· NRW reduction in Vijayawada Municipal Corporation by implementation of SCADA.
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