REPORT

Workshop for
Institutionalising an
Impact Assessment
Framework for Drink
from Tap (DFT)
Mission in Odisha

CONDUCTED ON
8 NOVEMBER 2024

UNNATI BHAWAN,
BHUBANESWAR

\iUA

National Institute of Urban Affairs



& vina

Workshop for Institutionalizing an Impact Assessment Framework for Drink from Tap
Mission in Odisha

8th November 2024
2nd Floor, Conference Hall, Unnati Bhawan, Bhubaneswar
Background:

Since February 2024, The National Institute of Urban Affairs (NIUA) and the Water Corporation of Odisha
(WATCO), Housing and Urban Development Department, Odisha have been working on a project to assess
the efficacy of the ‘Drink from Tap’ (DFT) schemes in 24 Urban Local Bodies (ULBs) across Odisha. The
main objective of the project is to understand the on-ground impact of the DFT scheme and capture key
issues and challenges that may have a bearing on the long-term sustainability of the DFT Mission.

In line with the objectives of the project, NIUA has developed a ‘Rapid Impact Assessment Tool’ for
WATCO to make a quick and reliable evaluation of the DFT projects. The Tool comprises thirty-six
indicators across three themes:

1. Technical Efficiency (quantitive indicators)

2. Operations and Maintenance (both qualitative and quantitative indicators)

3. Consumer Perception (qualitative indicators)

The details of the Tool are presented in Annexure 1.

Objective of the Workshop:

While NIUA will be using the Rapid Impact Assessment Tool to evaluate ongoing DFT projects in 24 ULBs,
it is important that WATCO officials are familiar with the Tool so that they can carry out regular annual
assessments in future.

To address this need, a workshop was organized by NIUA on 8th November 2024 at Unnati Bhawan (2nd
floor Conference Hall) inviting managers and general managers of the 24 ULBs as participants. The agenda
for the workshop is presented in Annexure 2.

The primary objective of the workshop was to present the Rapid Impact Assessment Tool developed by
NIUA and to gather essential feedback and suggestions from the participating WATCO officers to
strengthen it. Additionally, the workshop aimed at building the capacities of participants in the use and
application of the Tool and to discuss its utility on the ground. The underlying objective was also to gather



Impact Assessment Framework for Drink from Tap Mission in Odisha | 8th November 2024 | NIUA

experiences of running the DFT scheme in each city from the respective WATCO officials. A total of 10

officers representing 15 cities participated in the Workshop. Annexure 3 has the registration details of

attendees.
Sl. No. Participant Name Designation Cities Represented
1 Mr Prafulla Behera Manager Nimapara
2 Ms Sujata Priyadarshan Manager Cuttack, Vyasanagar
3 Mr Shivadarshi Das Assistant Manager Puri
4 Mr Sarada Prasanna Nayak General Manager Bhubaneswar Div |
5 Mr Rajendra Nath Nayak General Manager Bhubaneswar Div Il
6 Mr Kasinath Beshra General Manager, Keonjhar Keonjhar, Champua, Joda,

Barbil, Anandpur

7 Mr Bikash Chandra Padhi General Manager, Behrampur | Behrampur, Gopalpur
8 Mr Sridhar Das Assistant Manager Hinjlicut

9 Mr Purna Chandra Mallick Manager Rairangpur

10 Mr Dusmanta Tarai Manager Rourkela

Workshop Overview:

The workshop was designed to present the rapid assessment tool developed by NIUA and to showcase

the findings of tool implemented in one of the DFT cities i.e. Nimapara. The workshop was structured into

four sessions:

Session 1: The workshop began with an overview of the project, outlining the background and
processes involved in the previous impact assessment conducted in 2021. The team highlighted the
comprehensive impact assessment study carried out in Puri and Bhubaneswar. This session detailed
the methodologies applied during the 2021 study, emphasizing how these approaches helped to
establish indicators and gather insights on the water supply infrastructure in the cities. The details of
the study are covered in Annexure 4.

Session 2: Following the introductory session, the updated framework for the 2024 Impact
Assessment Study was presented to the WATCO officials. This session detailed the significance of the
technical, operational, and consumer perception indicators' and the scoring methodology associated
with each indicator to assess the infrastructural reliability, maintenance and service quality along with
user satisfaction criteria. It was also discussed that this framework was established to ensure a
comprehensive evaluation that informs future project improvements and evaluation.



Impact Assessment Framework for Drink from Tap Mission in Odisha | 8th November 2024 | NIUA

©

TECHNICAL OPERATION AND CONSUMER
EVALUATION MAINTENANCE PERCEPTION
Tofefa‘v‘aluate'the SY%‘?m’S To evaluate the long-term To evaluate the impact of
€ |C|e2cy In providing effectiveness the mission from the

the services of the system perspective of end-users

Figure 1: The three themes of the Rapid Impact Assessment Tool

e During the discussion it was highlighted that the rapid impact assessment tool is designed to
capture the various aspects associated with the water supply system in any city/town such as
source sustainability, service delivery, operational efficiency, financial viability and socio-
economic condition.

e For the technical evaluation, the assessment will focus on eight key service-level benchmarks,
ensuring a comprehensive analysis of the system’s performance and effectiveness. Various
national and international standards and guidelines published by the Ministry of Housing and
Urban Affairs (MoHUA, Government of India)?, the Bureau of Indian Standards (BIS)?, World
Health Organization (WHO)?3, International Water Association (IWA)*, etc. have been referred to
for the service-level benchmarks.

e For operation and maintenance, the evaluation framework will encompass both qualitative and
quantitative indicators, offering a balanced view of the infrastructure's operational health and
maintenance efficiency.

e To understand consumer perception, a sample survey of 75 households will be conducted in each
city, capturing insights from both slum and non-slum areas. This approach aims to provide an
inclusive perspective on user satisfaction and accessibility across diverse communities.

e The method to calculate the overall city score was discussed with the officials, i.e., the average of
all the technical score, operation and maintenance score and consumer perception score
obtained by any city.

e Key issues identified during the pilot study were discussed, including the potential causes behind
these challenges and the suggested recommendations to improve drawbacks.

3. Session 3:

e A npilot run of the Rapid Impact Assessment Framework was conducted in the city of Nimapara in
September 2024. In Nimapara, the DFT supply was introduced in one of the DMAs in 2020, and it

' https://mohua.gov.in/upload/uploadfiles/files/Indicators%26Benchmarks(1).pdf

2 https://cpeb.nic.inf'wam/BIS _Drinking Water Specification.pdf

3 https://www.who.int/publications/i/item/9789240088740

4 https://www.iwa-network.org/filemanager-uploads/WQ Compendium/Database/Future analysis/094.pdf

2
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expanded to three other DMAs over the course of two years. For the purpose of this survey, data
was collected from a total of 75 households spread across slums (like Muslim Basti, Sweeper’s
Colony) and non-slum areas (like Bagha Sahi, Gadaandhia Sahi, Patitapaban Patana, Patapur, etc.

e |n the third session, the team presented findings from Nimapara’s pilot study. The session
included a detailed presentation of data and insights gathered across various indicators,
highlighting both successes and areas for improvement in the city. A glimpse of the survey results
gathered from Nimapara is highlighted in Annexure 5.

e |nferences from the Technical Evaluation Study of Nimapara:

a) The Scheme can be expanded to the rest of the areas to cover the entire city population in
Nimapara.

b) Bill collection efficiency data presents a scope for improvement.

c) The energy used in running the system is more than the benchmark value and thus needs to
be reduced.

4. Session 4: In the last session of the workshop and open-floor discussion was conducted, where
participants were encouraged to share their feedback on the presented framework, findings, and
recommendations. This interactive session allowed stakeholders to ask questions, provide insights,
and explore possible adjustments to the assessment strategy.

Feedback from the Officials:

The Impact Assessment Framework Tool developed and presented by the NIUA team was appreciated by
WATCO officials. The participants understood the primary idea behind developing an impact assessment
framework and were mostly satisfied with the indicators selected for the Tool. Their suggestions and
feedback, as gathered during the Workshop, can help chisel the Tool in a number of ways. These are listed
below:

1. With respect to the 5" indicator under the ‘Operations and Maintenance (quantitative) category, i.e,
‘Number of days with unplanned water interruptions’, it was suggested to establish a clear definition
and categorization for ‘unplanned interruptions’. It was highlighted that, unplanned indicators are
usually unpredictable and may occur due to various technical issues like dysfunctional welded joints,
ongoing construction work or dysfunctional water pumps, like the issue of erroneous water pumps
takes the longest to redress. Thus, it was suggested that the benchmark value for this indicator should
be increased to ‘1 or 2 days’ from the currently considered value of ‘0’.

2. Another suggestion by the officials was on the indicator under the same category, i.e. ‘Service
Complaints per 1000 connections’. It was suggested that both the number and nature of complaints
should be accounted for in the tool to identify specific recurring issues.

3. According to the officials, the concerns and gaps need to be captured through this Tool. It was
suggested to add a new column within the Tool which captures the technical gaps against each
indicator. Moreover, a recommendation sheet can be introduced based on the data gathered from

3
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each city to systematically identify and address gaps in performance scores for prompt action in the
future.

While these recommendations are highly valuable in refining the Tool, some additional recommendations
captured the concerns of the officials regarding the entire DFT system. These are essential to be addressed
for efficient functioning of DFT scheme and can be addressed through the framework by identifying the
gaps. These are:

1. Manpower and Staffing Concerns:
The officials highlighted the insufficient manpower to carry out routine assessments and manage
interruptions effectively. It was suggested that the gaps in current skill set needs to be addressed by
providing training on modern technology and water management practices. This can be done by
collaborating with the Odisha Water Academy for on-field training programs, particularly in civil,
electronics, and technical disciplines, for comprehensive skill development.

2. Operational Recommendations:
It should be ensured that Water Treatment Plant (WTP) intake capacity is aligned with demand,
particularly during peak seasons such as the monsoons. Additionally, these WTPs should be equipped
with adequate water sources to support consistent and equitable distribution.

3. Water Quality Management and Testing:
The water quality needs to be emphasized by increasing testing frequency and expanding WTP
facilities in each ULB. Moreover, laboratories need to be established at both divisional and sub-
divisional level to facilitate continuous quality monitoring.

4. Demand Forecasting and Infrastructure Upgrades:
They also suggested that the demand fluctuations due to uninterrupted water supply should be
monitored and managed continuously. For this, infrastructure upgrades may be facilitated at the
source level to accommodate increased water demand.

5. SPVs and International Standards:
Another suggestion underlined the requirement of designated Special Purpose Vehicle (SPVs) to lead
educational and awareness initiatives for the Drink from Tap (DFT) program, ensuring alignment with
international standards.
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Figure 2: Workshop with WATCO officials for Institutionalizing the Impact Assessment Framework for Drink from
Tap (DFT) Mission



Impact Assessment Framework for Drink from Tap Mission in Odisha | 8th November 2024 | NIUA

Annexure 1
Proposed Rapid Assessment Framework

DRINK FROM TAP

IMPACT ASSESSMENT TOOL

National Institute of Urban Affairs (NIUA) has
developed a Rapid Assessment tool to
understand the impact of the Drink From Tap
(DFT) mission implemented in the 24 ULBs in
Odisha

a§

" Holisti
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METHODOLOGY

The rapid impact assessment tool is designed to capture the various aspects associated with the water supply
system in any city/town such as source sustainability, service delivery, operational efficiency, financial viability
and Socioeconomic condition

§%

TECHNICAL OPERATION AND CONSUMER
EVALUATION MAINTENANCE PERCEPTION
To evaluate the system’s To eval b [Gres Te I the i £
e obminbgen  Togsestaieo
the services of the system perspective of end-users

TECHNICAL EVALUATION

Water Supply Coverage by Bill Collection

Population Efficiency
Per Capita Water 5E | V Cost
S lied : M
o Service Level oy
Benchmarks =
Extentof = ()} - I
Metering | - 3% " Energy Usage
Non-revenue = o 15 g Water Quality
Water e »~=> Conformance
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1. Water supply coverage by population

Benchmark: 100%

0-24 25-49 50-74

2. Per capita water supplied
Benchmark: 135 lpcd

<50 51-78 79-106

5. Bill collection efficiency
Benchmark: More than 90%

<30 30-50

6. Cost recovery
Benchmark: At least 100%

0-24 25-49 50-74

4

107-134

75-99

135

m

= or >100

3. Extent of metering
Benchmark: 100%

0-24 25-49 50-74

4. Non-revenue water
Benchmark: less than 20%

>50 40-50 30-40

7. Energy usage
Benchmark: Less than 0.55kWh/m3

1 2 3
>115 oge-us | Q7B

8. Water quality conformance

Benchmark: less than 100%

0-24 25-49 50-74

75-99

20-30

0.56-
075

75-99

e et
l"q"T

<20

<0.55

100
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OPERATION AND MAINTENANCE

Service complaints

per 1000
connections
T/
- ; EVALUATION
Days with planned Eef:;?ei's\a :f' the
water disruptions ==
customer
Quantitative complaints QUALITATIVE
EVALUATION
No. of days of Number of staff
training per FTE personnel
per year available per
connection
—2— Service complaints per 1000 1 2 3 4 5
E connections |
Benchmark: ear
R B0 | 180 | 460 | 2140 | 6-20
Number of complaints of quality of service during the assessment pulodm'“
Number of service connections ey
1 2 3 4 5
Efficiency in the redressal of
N customer complaints
? Benchmark: 80% 2 | 2039 | O |eom | 50
Total number of complaints redressed within the month 100
Total number of water supply related complaints received per month 5
RLE) Nembeor rhsanl g 1 2 3 a 5
U™ Benchmark: 4/1000 connections
0
A 1 2 3 4-5

Total aumber of staff personnel
Total Number of connections x 1000
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No. of days of training per FTE
!: per year | | il ]
o

= Benchmark: 5 day/year/person
SPGINIR AT lor0 | 2 3 a 5
Total number of days of training per staff per year
1 2 3 a4 ‘ 5
Days with unplanned water disruptions
Benchmark: 0 days 7 [ [
or | 3-4 =
3y AL 12 ‘ o

Number of days with water disruptions
365

X 100

OPERATION AND MAINTENANCE

1. Howreliable is the source of water used to meet the dty's water demand through the DFT Mission

5 How would you rate the current staffing levels and organizational structure at WATCO for successfully carrying :
* out the Drink from Tap (DFT) Mission and managing water supply operations? v

3. How manageable is the workload and stress associated with implementing a 24x7 water supply? QUANTITATIVE
! EVALUATION
How effective are the advocacy initiatives to communicate the tenets and ress of the DFT to the
4 beneficiaries of the scheme? e +
5.  How effective is the Jal Saathis initiative to improve cor ity engag and awareness regarding water QUALITATIVE

conservation and management?

EVALUATION

5.  How effective is the coordination between WATCO and other relevant govemment departments (e.%.k
" electricity dept, roads etc.) during the implementation as well as O&M phase for the Drink from Tap ion?

7 m !hat7best describes the level of data management practiced by WATCO to implement the Drink from
X ap ion?

8. Howefﬂ:;dentarethe iministrative and approval processes involved in the implementation of the Drink for Tap

10
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1 2 3 4 5
How reliable is the source of water used to meet the city's water ]
1. demand through the DFT Mission ity Highty Unrelstsle Ureiiatle Nautral Palabie ""‘"""'",
Howwouldmratethe mnentsmf&glevelsmdorgmxbonal
2. structure at WATCO for successfully ca ink from Tap Very nadeqeata hadequats Neural Acecune Vary Adsgquate
(DFT) Mission and managing water suppl operauons"
How manageable is the workload and stress associated with e " A e
3 implementing a 24x7 water supply? el ) RS
How effective are the initiatives to communicate the L - = :
4. tenets and progress of the DFT to the beneficiaries of the scheme? b e
How effective is the Jal Saathis initiative to imp commi :
5.  engagement and awareness regarding water conservation Vary nefiectne Inefactne Neweral Effactve Highly Efective.

management?

How effective is the coordination between WATCO and other )
relevant government departments (e.g., electricity dept, roads

& during the implementation as well as O&M phase for the Drink Meitechs. o s bivmnind
from Tap Mission?

onﬁ\atb&tdesmbesﬂ\elevelddmmanagem cticed Cobection Basc Cuta Colectnd & Colected, Camited  Collected, Casstfed
. Syp\tIIVATCOtolmplmmtheDmkfrom Tap Mission? o r Collecsion Clanuifuc & Anaysed & Anabsed.

!-lowefﬁaentareﬂleatimsu'aweandapprov processes Eolaen e Bliackra p——
B. Ived in the impl on of the Drink for Tap scheme? b . : et

CONSUMER PERCEPTION L)

1. What is the source of water for bers of your h hold
T 2 I Iy S s
UJAL SUJAL+3 SUJAL + 2 SUJAL +1 o
plonss other source = othersource = other source SN K

2. Time saved by household for water fetching after SUJAL

1 ' 2 ' 3 ' 4 " 5
No time

y <15 mins 15-30 mins 30-60 mins >60 mins m

3. Frequency of storing water after SUJAL
1 [ 2 [ 3 [ 4 [ s

Sometimes
Often (once o Rarely (once
Everyday in 2 days) {once ina in a month)
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4. Benefit(s) of the SUJAL scheme

1 2 3 4 5
No lowof5 | 2ouofS | 3outofs | 4ouof
'S > | & Boe [ B & [ 9 £ o e
5. Interruptions in water supply
1 2 | 3 4 5
Daily few times a Once a Once & ?‘:P:e:'
week week month /
year
6. Pressure variations in water supply
1 2 [ 3 4 5
s Once or
2 few times a Once a Once a 5
Daily week week month tv;:::ra

10. Frequency of waterborne diseases reduced after SUJAL

1 2 3 4
d'::‘:ge Can't tell

11. Water bill generation

1 2 | 3 | &
Onceiné- | Oncein3-  Oncein2-
Never 12 month 5 month 4 month

12. Satisfaction with the pricing of water

T 3 4
Don't know
Haven't the
received Dissatisfied pricing/ne Neutral
bill w

connection

5

Yes

Once in
amonth

Satisfied

7. Consistency of the water supply throughout the year

1 2 3 4
Throughou In Can't tell fDe:;magl
t the year summers dalyvs

8. Satisfaction with the quality of water

1 2 3 4
Not Mostly
Satisfied Not sure Neutral e

9. Reason for treating the water

1 2 [ 4
Unaccept Not sure Already
Unaccepts  gble smell | of the had filter
& colour quality installed

No
variation
s

Satisfied

Do not
treat

13. Complain related to SUJAL water service since the

provision of services

1 2 | 3 |
Den't
know how = more than i a
to raise 6 times 4-5 times 2-3times
complains

14. Satisfaction with the resolution of complaints

1 2 3 &
Don't
SRR know how Mostly
Dizsatisfied o akn Neutral R
complains

15. Reason for not consuming SUJAL water directly

1 2 3 4
Not
Not Not aware Not confident
confident it can be co:'ﬁ;:nt of the pipe
of water consumed sumgl/stor network in
quality directly a tmAks: the
&g building

Once in
a while

Satisfied

Already
di

from tap
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TECHNICAL OPERATION AND CONSUMER
EVALUATION —| MAINTENANCE -+ PERCEPTION

SCORE SCORE SCORE

36
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Annexure 2
Agenda for the Workshop held on 8" November 2024

A iUA

National Institute of Urban Affairs

WORKSHOP ON IMPACT
ASSESSMENT FRAMEWORK
UNDER DRINK FROM TAP
MISSION

Conference Room, 2nd Floor,
Unnati Bhawan

PROVISIONAL AGENDA

DR. VICTOR R. SHINDE
Head, Climate Centre for Cities
National Institute of Urban Affairs (NIUA) 10:30-10:40

CASE OF PURI IMPACT ASSESSMENT 2021-22

DR. VICTOR R. SHINDE
Head, Climate Centre for Cities
National Institute of Urban Affairs (NIUA)

INTRODUCTION TO THE IMPACT ASSESSMENT FRAMEWORK AND ITS IMPLEMENTATION IN NIMPADA

NIUA TEAM

NIUA TEAM 12:05-12:20
\ J
A Femsexmosousson ) .
ﬁﬁ] XICTOR SHINDE T
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Annexure 3
Registration sheets from the Workshop

AiUA

WORKSHOP ON IMPACT ASSESSMENT FRAMEWORK
Under Drink From Tap (DFT) Mission

]

d 8™ Nov 2024, Friday
A" Floor, Conference Room, Unnati Bhawan, Bhubaneswar
| S.No. Name Designation City l Email Id I‘ Contact No. ‘
o .
\7 i ﬂuunan\a Tarces ALAE W‘?q“_ B Rozer ke te i:ﬁ;?z;’de”’a [ ?‘!309{/51 B
| ) 4499324cq |
\“* ”4 Priga | Managec e Jeor 9‘14:%%«@6»&% g4 v
W mw% zlw‘ -Mamager Pubs WP | hiraccteks gt -com | 94278190 |
4 ‘ Qanads Drommm Msag o G M WALp DIV (3L /\.j. Laaede 250 8 hreilun | ETOTE9693
> Srcdhas Dey Orsch e '\;?w ,L‘J‘_?"r,[,[ > 4».5.,&::.,!1@}.?; 11 9932)530 82
e | Rl i G Ml GRT8| Bhnborsbin] gir Yo gmaitiq Sh38haus
-}—-) &(W CA pc.d.)m. UM , Bevhampv? | B yakmapuy b ruashd).cet 224153854 3 )
%— » @ gmenwm. |
MONOI : OhA215® | He99
KOPJ) o hehro. WA, reom}w ke €A p2in. e 77/‘:/
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L.
S.No.. Name Designation City | Email Id  ComactNo. |
: f 'M*M Cleam e N“““ e J l’v‘/](;;” | ?0"" pev .wf‘“““" ,,,,,,,..,((_; 4‘/%‘»7%@‘
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Annexure 4
Drink from Tap Assessment in Puri and Bhubaneswar (2021)

J Analysis of Key
performance
Indicators

Focused Group
Discussions with
WATCO staff

Questionnaire
Survey
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Key Performance Indicators

SYSTEM EFFICIENCY
Benchmark
Water supply coverageby | — | Households covered under DFT supply in the DMA %100
population (%) Total number of households in the DMA 100%
Per capita water supplied | _ | Total water supplied tothe DMA __ 135
(Ipcd) Population served in the DMA |P°d
pu
Extent of metering = Number of households with functional meters 100 100%
%) Total number of households *
Non Revenue Water — | Billable water volume in the DMA 100 <20%
(%) Water supplied to the DMA &
3
SYSTEM EFFICIENCY Key Performance Indicators
Benchmark
Bill collection efficiency — | Number of households paying bills in the DMA 160 90%
) Number of metered households in the DMA .
Operating cost recovery - Operating revenue for the entire system 100 100%
(%) = Operating costs for the entire system %
Water quality conformance | _ | Number of water quality samples meeting ALL standards 100 100%
(%) - Number of water quality samples tested x
Energy usage _ | Total energy consumption in a month 100 0.5
(kWh/m?) ~ | Volume of water produced in a monthx kWh/m?
4
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SYSTEM EFFICIENCY Key Results

No Indicator Bhubaneshwar Puri

1 Water supply coverage by population
~E ~E

2 Per capita water supplied 111 Ipcd in Salia Sahi -1 &
85 Ipcd in Salia Sahi -2

3 Extent of metering

£ ~E
4 Non revenue water
~E ~E
5
SYSTEM EFFICIENCY Key Results
No Indicator Bhubaneshwar Puri
5 Bill collection efficiency Niladri Vihar: 85%
Isaneshwar Basti: 85% -E
6 Operating cost recovery NA
7 Water quality conformance NA &
8 Energy usage NA %
6
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SYSTEM EFFICIENCY

“Comparison” and “Contrast” with similar sized utilities

iz - &

-‘4,.‘_\v:’_v‘:;—v 7 o W, o RIS ~
‘ — ::‘.\:\ ‘b 54 :'[ — S T : 8
e & Qa‘lﬁ_:,i.ﬂélslnkl &
{g o - -5 -t : “'.;: > ‘.Kawce G i p— g ' V B
y mw N @ 5 ‘® Incheon
® Charleston Puri Y
| .. ;
A PhnomPenh
s g A% €
\ it
> [ ] Canberra ® A
. ¥ m - l l
\ dltlshd\urch.. :
7

SYSTEM EFFICIENCY

Per capita water supply (Ipcd)

o

Aarhus
Helsinki
Brussels

Chittagong

“Comparison” and “Contrast” with similar sized utilities

B Per capita water supply @ Coverage by population

120

Y ° maé
o o K-
° 4 £
° §
>
a
© §
L]
;
0 2>
a
a
@
-
. m— —mg
0
¢ T & § § § § 8§ §® :§ ¢
o 2 » =] 2 7] L. e a
= <] K- T
c = = = (U] £ & = E
o £ = k. = =
S R 2 - 2 s
£ o =
o o

20



Impact Assessment Framework for Drink from Tap Mission in Odisha | 8th November 2024 | NIUA

SYSTEM EFFICIENCY

Phonm Penh
Puri

Hanoi
Charleston
Incheon
Kimberly
Gronzy
Katowice
Wellington
Christchurch
Canberra
Chittagong
Brussels
Helsinki
Aarhus

SYSTEM EFFICIENCY
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SYSTEM EFFICIENCY “Comparison” and “Contrast” with similar sized utilities

Phonmpenh [

Puri

T S .
nct T
Grorey T
oo
T
Christchurch

Chittagong

Brussels

o

0.1 02 0.3 04 0s 06 07 08 09 1
Energy usage (kWh/cubic meter)

11
CONSUMER PERCEPTION Questionnaire Survey
Q Separate questionnaire surveys were designed for slum and non-slum
households to capture both points of view.
Q The sample size for the survey was established based on a confidence
interval of 95% and a margin of error of 4%.
Sample size 800 in each city
O More surveys were carried out in slum households because they will benefit
more from the DFT schemes.
500: 300 (Slum: Non Slum)
12
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CONSUMER PERCEPTION

What was/is the source of water for members of your household?

100

40

RESPONDENTS (3%)

0

RESPONDENTS (%)

Evaluation of "before” and “after” situation

PURI SLUMS
& O Before DFT O After DFT
E
13
11 1 l_l:_ 1 0 2 g 10 1
Municipality/ Tanker Tube well/ Hand pump  Public Stand post  Water ATM Other Two sources
Corporation Borewell
connection WATER SOURCE
PURI NON SLUMS
59
O Before DFT D After DFT
s
N I | ? 5 1 , . o 3
[} 0 r—lu_ [] 0 o o
Municipality/ Tanker Tube well/ Hand pump  Public Stand post  Water ATM Other Two sources
Corporation Borewell
peehon WATER SOURCE

CONSUMER PERCEPTION
How frequently did you store water before and after DFT supply?

RESPONDENTS (%)

RESPONDENTS (%)

100

40

0

100

40

0

13

Evaluation of “before” and “after” situation

BHUBANESHWAR SLUMS 78
57
m Before DFT m After DFT
34
17
8 2 1 1 1
— 0
Everyday Often (once in 2days)  Sometimes(onceina Rarely (oncein a month) Never
week)
FREQUENCY OF STORAGE
PURI SLUMS 68
54
40 BBefore DFT  MAfter DFT
26
S 43 1 0 0o 1
[
Everyday Often (once in 2days)  Sometimes (onceina Rarely (oncein a month) Never
week)
FREQUENCY OF STORAGE 14
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CONSUMER PERCEPTION Evaluation of the “satisfaction” quotient

How satisfied are you with the quality of water supplied to your household?

BHUBANESHWAR SLUMS PURI SLUMS

« Dissatisfied = Neutral = Satisfied = Not sure u Dissatisfied w Neutral = Satisfied = Not sure
15
CONSUMER PERCEPTION Evaluation of the “satisfaction” quotient
Do you still treat water before drinking?
BHUBANESHWAR SLUMS PURI SLUMS
« Boil/filter before drinking » Directly drink from tap = Boil/filter before drinking = Directly drink from tap
16
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CONSUMER PERCEPTION Evaluation of the “satisfaction” quotient

RESPONDENTS (%)

RESPONDENTS (%)

How often do you face interruptions in water supply presently?

20
&0
&0
& @ BESR SLUM @ PURISLUM
» 5 10 8 9 3 18
0 1
0 (= |
Interruptions almost daily Interruptions once a week | can't tell Interruptions once in a No interruptions
month
How often do you face variation in pressure in the morning?
100
a4
“w -
EBBSR SLUM BPURI SLUM
)
a 2 3 1 2 2 2
ol — [
Pressure varies almost daily Pressure varies once a week Ican't tell Pressure varies once ina No pressure variation

month 17

CONSUMER PERCEPTION Evaluation of the “satisfaction” quotient

RESPONDENTS (%)

RESPONDENTS (%)

How satisfied are you with the price of water?

100
@ Dissatisfied ENeutral m Satisfied m Cannot comment

BBSR NON SLUM PURI NON SLUM BESR SLUM PURISLUM

How satisfied are you with resolutions of complaints?

83 BDissatisfied W Neutral W Sati sfied B Cannct comment

BBSR NON SLUM PURI NON SLUM BESR SLUM PURI SLUM 18
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CONSUMER PERCEPTION

Evaluation of the “socio-economic” impacts

What was the frequency of diseases (Diarrhea/Dysentery, Typhoid, Jaundice, Cholera) caused by
consuming contaminated water that affected your family before and after the DET scheme?

100

91
80

No incdences

% #0{  BHUBANESHWAR SLUMS
2
i EBefore DFT B After DFT
[=)
Z a0
e
§ = 6 o 6 4 7 3 B
) |
3-4times a year 1-2times a year Can't tell Once in more than 2 years
100 FREQUENCY OF INCIDENCES
L w1 puRISLWMS
2
s % @ 8efore OFT WAfter DFT
S w
g
w2
& 0 1 2 2 0 0 3 0
Q
3-4timesa year 1-2times a year Can't tell Once in more than 2 years
FREQUENCY OF INCIDENCES
o " o
CONSUMER PERCEPTION Evaluation of the “socio-e

No inddences

19

conomic” impacts

Before DFT, which member used to go to fetch water for your household?

we

BBSR: Time saved approx. 90

£ minutes (calculated at 2
2 e trip@45mins/each)
=
8 w
=
g » )
g 0

BBSR PLRI

m Adult woman m Adultman m Girl child (upto 17 years) m Boy child (upto 17 years)
How long did it take to go there, get water, and come back?
100 PURI: Time saved approx. 40
g ® minutes (calculated at 2
@ . . trip@20 mins/each)
S a3
§ 0 35
19 20 20
g = 9
2
0 d
BBSR PLRI
m Less than 15 minutes w 15-30 minutes m 30-60 minutes m More than 60 minutes 20
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CONSUMER PERCEPTION Evaluation of the “socio-economic” impacts

How has the DFT scheme benefited you?

RESPONDENTS (%)

10
132. .4_-0-1

Health benefits Saving in time Saving in money Convenience No benefit lcan't tell
D BBSR SLUMS u PURI SLUMS o BBSR NON SLUMS & PURI NON SLUMS
21
SUSTAINABILITY Approach followed
Research on why many 24x7 schemes Focused Group Discussions with
have failed in India and abroad?
Operators
Q Low financial viability
Q Aged infrastructure Acilitans _—
Q  Lack of public acceptance (non- Managers €
willingness to pay increased fees)
Q  Lack of knowledge transfer within What are the challenges you find in
the organization your work?
QO Employee dissatisfaction What kind of support do you require
to help you perform your job better?
22
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RECOMMENDATIONS Emerging from the evaluation

Organize periodic capacity building courses (and refresher courses) for staff

Managers Assistant Managers Operators Jal Saathis

o Smart metering o Electric o Electrical fitting o Developing
component of the interpersonal skills

system

o Motor related
work

o Hydraulic design
and network
modelling o Understanding of

S NPV rediSEh the automated
software

o Financial o Relieving work-
management related stress

o Valve operations

o Safety procedures

and practices
23

RECOMMENDATIONS Emerging from the evaluation

Sustained and extensive IEC Campaign required to connect better with residents
QO Content
v Awareness of the DFT system
v Quality assurance
v Grievance redressal
Q Strategies
v’ Separate for slum and non-slum

v’ Piggybacking on existing mechanism (e.g. solid waste collection
vehicles)

v Two way campaigns (invite residents to be part of the campaign)

24
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RECOMMENDATIONS Emerging from the evaluation

Measures to enhance operational robustness
O Dynamic leadership was key for the initial phase of the Mission. Policies
and procedures should be put in place to ensure long-term sustainability.

QO In Bhubaneshwar and rest of Odisha, it will be useful to set up a city-wide
mechanism to coordinate excavation activities by various service providing
agencies (electricity, gas, drains, sewer lines, etc.)

Q Consider establishing a system (if required paid) to inspect and certify the
quality of water in sumps/overhead tanks in non slum households.

O Commission a study to explore different avenues for cost recovery

25

RECOMMENDATIONS Emerging from the evaluation

Take measures to enhance employee productivity and satisfaction

Q Fill out vacant positions on a priority basis (especially Manager and
Assistant Manager)

Q Insurance for workers (especially operators) involved in risky work

(W]

Set up an internal panel to discuss revision of salary and commission rates
as well as other benefits for operators and Jal Saathis, respectively.

Q Introduce multiple avenues for customers to make bill payments to Jal
Saathis (cash, card, UPls, etc.)

26
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Annexure 5

Pilot Testing of the Rapid Assessment Framework in Nimapara (2024)

SURVEY RESULTS FROM NIMAPADA (2024)
INDICATORS FOR

TECHNICAL EVALUATION

02 Extent of Metering

01 water Supply Coverage by Population

= n-ynuf_u. covwred .—u- [l s—ppiy i e OMA X100 Numawr n[ Asaretalds -‘m_r.-m—l ey
Totel mamber of hewnehoids i the SWA » Tot ol sammber of hnmsehoids
Benchmark: 100% Benchmark: 100%
Ve
03 Bill Collection Efficiency 04 Average Energy Usage in Last Six Months
 TAbev of Mousshetds paying bils bn the DA 100  Totel enargy wasd (RWR) by he whole system tn e menth - o)

Number of metered Aowseheiss (s the WA Totel water preduction (s & month

Benchmark: >90%

SCOPEFOR IMPROVEMENT
* The Scheme can be expanded to the
rest of the areas lo cover the entire city
population in Nimapara

Bill collection efficiency data presents a
scope for improvement.

The energy used in running the system
is more than the benchmark value and
thus needs to be reduced.

f7 < 0.55kWh/m ¥
SURVEY RESULTS FROM NIMAPADA (2024)
INDICATORS FOR
TECHNICAL EVALUATION
05 Non-Revenue Water (NRW) 06 Per capita water supplied
110 - 0
) .
- — - Benchmark: 135 lped
07 Cost Recovery 08 water quality conformance é

Opereting revevar [or the eniive ysiem _ oy
- . "
Speraling cosls (o 1N ealis s oysium

Benchmark:
Permissible under
15:3025 standards

Benchmark: >=100%

Actual Value:
Perr ble under
15:3025 standards

SCOPE FORIMPROVEMENT

* Revenue generated from water supply
operations encompasses only a small
portion of the total operational costs
Indicating the necessity for improved
billing efficiency and the implementation
of more effective revenue collection

enhance financial

strategies 10

sustainability
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SURVEY RESULTS FROM NIMAPADA (2024)

INDICATORS FOR

OPERATION & MAINTENANCE cuvanmmanve

01 staff Strength (Full Time Employee)

Pebal masmbor of shay f pussanes
- « 1000

Poral hmamder o) (omba ol

Benchmark: 4 no.

a

Number of training days per FTE per
03 year

Benchmark: § days

| 4

® 0

BREDER

SURVEY RESULTS FROM NIMAPADA (2024)

INDICATORS FOR

02 service Complaints per 1000 connections

Numbes o Compimnts 0F GRARE) 5 T Ve Survng 1he alserm—n gt bt §

000

.

Benchmari: 20(year

oD

SCOPE FORIMPROVEMENT

* The number of complaims regarding

quality of service is way higher than the
benchmark value. This shows scope of
improvement in service delivery.

OPERATION & MAINTENANCE cuvanmmanve

04 Efficiency in Redressal of Complaints

Tolal samber of (empiainis redresied wirdm e monih

Tocal AR f waler SaPPE) Feleted COMPIAINLE THcHTIvd Per mench

Benchmark: 80%

A

05 Days with planned water disruptions

o Nummher of days with water disrapeions 10

{

s

Benchmark: 0 days
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SURVEY RESULTS FROM NIMAPADA (2024)

INDICATORS FOR

OPERATION & MAINTENANCE curumanve

o How reliable is the source of water used to meet the

city's water demand through the DFT Mission

00600!.:),

Highty unteliable Highly reliasle

03 How would you rate the current staffing levels and
organizational structure at WATCO for successfully
carrying out the Drink from Tap (DFT) Mission and
managing water supply operations?

0.: 000,

Very inadequale Wery Aduquate

02 How effective is the Jal Saathis initiative to
imp! ity engag: and awareness
regarding water conservation and management?

0.2 000,

Very Eftective

Very malfuctve

How eff; is the dination b WATCO
and other relevant government departments (e.g.,
electricity dept, roads etc.) during the
implementation as well as O&M phase for the DFT
Mission?

006 .0,

very Ettective

Very IneMective

SURVEY RESULTS FROM NIMAPADA (2024)

INDICATORS FOR

OPERATION & MAINTENANCE curumanve

o]
\

CHALLENGES FACED BY MANAGERS

* The limited effectiveness of the Jal
Saathis initiative presents an opportunity
to engage more number of Jal Saathis,
enabling them to more consistently
reach and serve the entire population in
the city.

* Inadeguate staffing levels leads to
occasional delays in service delivery.

~

Is the workload and stress associated with
implementing a 24x7 water supply manageable?

0.2 000,

Highly unmanugeasle

Highly Nanageatie

“ How is the y initiati in
communicating the tenets and progress of the
DFT to the beneficiaries of the scheme?

00.:.00),

Very EMeciive

Very meflectve

Option that best describes the level of data
management practiced by WATCO to implement
the Drink from Tap Mission?

00600.:),

No data collected Data

colecied & per SOP

inimp ing the Drink for
h at WATCO Ni ?

os How efficient are the administrative and approval
P

Tap

0000,

Very mefficient Very Ellicient

o3
|

7

CHALLENGES FACED BY MANAGERS

* The workload and stress associated with
implementing a 24x7 water supply is
geable due to inad. ate staff

and more demand.

* There are opportunities to improve the
advocacy initiatives in  communicating
the tenets and progress of the DFT to
the beneficiaries of the scheme. This will

help in reaching a broader scale of
consumers
* The administrative and  approval

processes involved in implementing the
DFT scheme at WATCO Nimapara are
highly inefficient as it involves multiple
stakeholders, making the implementation
process slower than expected.

~
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SURVEY RESULTS FROM NIMAPADA (2024)

GENERAL ANALYSIS FROM

CONSUMER PERCEPTION

01 Survey Groups

02 Age Groups

-

-

-
H ——n

. .
pries phrs -

L]

L

"

* Most respondents were female, with 52% in non-slum and 76% in slum houscholds.

* Respondents predominantly fell within the 31.45 age group across both slum and non-slum

households, indicating a balanced demographic focus.

* Most respondents reported having a DFT connection for over 12 months, though some non-slum
hs), indicating a recent expansion.

respondents had newer co ions (0.6

- ne - o

SURVEY RESULTS FROM NIMAPADA (2024)

INDICATORS FOR

CONSUMER PERCEPTION

01 Sources of water before and after DFT supply
Slums: Non-Slums:

After DFT Supply After DFT Supply

100, "6 w15
Tanker

Bavawell

Wvsriceainy cormecren [suin [ Tarse [ Tstows i enell

Wrarcpurg  waec ATH Pathc Sanpor

* Dependence on external water sources like lankers or groundwater has
diminished significantly from 863 1o now 0% in slums and from 78% 1o 0%
in non-slums.

* Both slum and non-slum households are entirely dependent (100%) on
DFT water for their drinking/cooking purposes.

02 Water storage frequency before and after DFT supply

Slums: Non-Slums:
After DFT Supply After DFT Supply
Before DFT
= Supply
28
67, —3 S R L_...W.GT %
Never Everyday Roof tank Roof tank

Everyday Oken (ence in 2 duys)
Bl scerwtires (once in & meeth)
Wrzarely (oncw in a mostt) [l v

Reokark
Bl underground) Ground-bevwl Lank
Wl orumsitcketsimaler cans

In slums, the households never feeling the need to store water increased
considerably from 24% to 7% post the DFT supply since the water is
mostly available throughout the day. Still, 23% slum households store
water frequently for times of emergency (in cases of power cuts).

* In non-slum households, water is pumped daily to the roof tanks, thus

being stored daily. This is because the DFT water si supplied to the already
existing underground sumps in most cases.
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SURVEY RESULTS FROM NIMAPADA (2024)
INDICATORS FOR

CONSUMER PERCEPTION

03 Level of satisfaction with the quality of water in slums
Slums:

[ Lrr—

| CEEE
W
Sasated

04 Reasons for treating water before consuming
Slums: Non-Slums:

o Unkcuptatie 81“
L waler llows
Drimk from tap

gl amre thet
Urascoe plube | Hecanbe
41 £ Y and colowr carsuTRE
% H i drecty
Do net treat H . -
. 2%02%
: )

!

| Net conficint of
* Aoty had Aler b * watie quadty of
.......... rstaled ap Wkt

SURVEY RESULTS FROM NIMAPADA (2024)
INDICATORS FOR

CONSUMER PERCEPTION

Slums:
* In slums, households are equally (43%) satisfied and
dissatisfied with the water quality supplied.

* In slums, the number of people treating the water has
reduced significantly from 71% before DFT supply to
48% post its implementation. They are treating water
mostly because of unacceptable taste, 'muddiness' and
‘white coloured insects’ observed in water. A few
complained about a strong smell of residual chlorine.

Non-Slums:

* In non-slums, 61% of the people are drinking water
directly from the taps. About 289 of the households
are adopting local filtration methods because they were
either not confident of the water quality of the tap water
or the condition of sump/storage tanks into which the
water flows.

BECOMMENDATIONS
Quality of water supplied in slums requires
improvement. In non-slums, adopting

communily awareness campaigns can help in
gaining confidence from the households.

05 Interruptions in water supply 06 Pressure variation in water supply

HE@ .

Caty

Il Cree o Twice s your

+ Both slums and non-slums reported interruption in
water supply almost daily, indicating that the water
supply is not available ‘24x7' to the entire city. Water
is supplied with full pressure only during the peak

hours, i.e. between 6:30-10:30 AM and 7:00-11:00 PM).

It is recommended that WATCO looks into this aspect.

* Majority of the respondents in both slum and non-slum

households responded that they observed no pressure

variations (or onceftwice a year) (67% and 56%
respectively).

+ Daily pressure variations is less in slum households
(19%) than in non-slum areas (39%).

BECOMMENDATIONS
It is recommended that WATCO Nimapara looks
into the interruptions faced in water supply in
both slum and non-slum households.
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SURVEY RESULTS FROM NIMAPARA (2024)

INDICATORS FOR

CONSUMER PERCEPTION

07 socio-economic imp

Water collection
responsibilities before DFT

n% Adult women

% "
Adult men Others

=

in Slums

Average time
for water
collection
before DFT

Usage of

time saved
because of
DFT

I Househeld chares
W setiwoee
e have et saved tire

Health benefits of
DFT scheme

N
w
w
-«
»
»
[ Mhcee Than Bedere
B o Chinge

W cent el
W ~rest neglgisie

DRINK FROM TAP ASSESSMENT (NIMAPARA CITY)

* In slums, the responsibility of
fetching water predominantly fell
on adult women, accounting for
72% of the cases,

* Average time for water collection
in Nimapara was approximaltely 22
minutes per trip.

* DFT supply system in Nimapara
has contributed to mitigating
gender disparity by alleviating
the water-fetching duties

ditionall loned to

and girl children.

+ 52.38% respondents in Nimapara
have directed their saved lime
towards household chores.

« §7.14% of respondents stated that
the frequency of diseases was
almost negligible.
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DRINK FROM TAP ASSESSMENT (NIMAPARA CITY)

—

Final Score= Average of each thematic score
=3.88+3.25+3+3.6

4
=3.43
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