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What counts as ‘results’ in capacity development partnerships
between water operators? A multi-path approach toward

accountability, adaptation and learning
APPENDIX: SELECTION OF QUOTATIONS ILLUSTRATING THE TYPE OF EVIDENCE
COLLECTED1

Appendix A. Perceived knowledge gained by individuals in the two water boards.
Knowledge area BWB LWB

Management
overall support

Overall functioning of the WB and interdependencies
between departments and sections (2 respondents);
Management of technical and human resources in the
zones (1 respondent); Better understanding of the
elements affecting performance (2 respondents);
Understanding the potential of a MIS for the
management of the water board (12 respondents)

Broader understanding of the operations in the WB
(4 respondents); Project management (1 respondent);
Increasing the strategic vision of activities in LWB (2
respondents); Understanding of the relevance of intra-
organisational communication as an important
management practice (2 respondents); The potential of an
MIS as a decision making supporting tool (1 respondent)

Financial
management

Advance excel for budgeting and accounting (3
respondents); Decision making supporting systems –
balance score card and tariff calculation model (1
respondent)

The use of balance score card (1 respondent); Tariff
calculation model (1 respondent)

Physical losses
reduction

Concept of caretaker approach understanding (3
respondents); More clarity on factors intervening in the
figure NRW and method for estimating the proportion (3
respondents); Pressure reduction techniques and how to
isolate distribution areas hydraulically (1 respondent);
Use of clamp on meters, use of pressure valves (2
respondents); Monitoring flow measurements and data
analysis and reporting for better decision making (2
respondents); Use of EPANETa (1 respondent);
Caretakers know their functions (1 respondent)

Better understanding of the influence of the work of so
many departments in reduction of NRW as well as its
strategic value for the WB (2 respondents); Estimation
and monitoring of NRW components and reduction
measures (5 respondents); Location of boundary
valves, use of pressure gauges and flow metering (2
respondents); Leak detection in transport mains (1
respondent); EPANET (2 respondents)

aEPANET is software that models water distribution piping systems.

1 Full list of quotations can be accessed upon request to the corresponding author.

© IWA Publishing 2013



Appendix B. Perceived changes in working routines in the two water boards.

Knowledge area BWB LWB

Management
overall support

A new organisation structure has been implemented
in the WB (1 respondent); There is much more
interaction between departments, (1 respondent);
Improved planning and coordinating practices (2
respondents)

Communication between sections has improved (1
respondent)

Physical losses
reduction

The position of caretaker has been created (now 11)
and their work embedded in the WB routines.
Each caretaker operates now with their own
vehicle and a tool box. Caretakers report now
directly to the head office and not to the zones
as before (1 respondent). An NRW reduction
meeting is organised every week with key
responsible staff (it was started by VEI and is
chaired now by BWB) (4 respondents); Bulk
meters have been installed, 52 district metered
areas (DMAs) demarcated and inspected by
assigned caretakers, resulting in an average
reduction of NRW/DMA from 37% to 12.9%
(1 respondent); Standardised control of faults
and quick repairs (1 respondent); Inflow and
billed consumption are periodically measured to
monitor NRW. Before there were no
measurements, only repair of visible leakages
(1 respondent)

An NRW task force has been created and meets
every week, initiated by VEI and led now by
LWB (1 respondent); We are working on the
identification of boundary valves and creation
of DMAs (1 respondent)
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Appendix C. Perceived quality of inter-organisational dynamics in each project.

BWB LWB

Perceived role of external
partner after 2.5 years of
project implementation

Yes, the RPM works hand in hand with
BWB (1 respondent); The RPM is treated
as part of BWB now. He is available
constantly and open to any consultation
of support request (1 respondent); He is
perceived very much as BWB now. The
RPM has even been asked to participate
in the interviews for candidates selection;
Last 20th February there was an
evaluation of the board of directors and
the RPM was asked by the CEO to
participate. Those are just signs of such
involvement with no distance anymore
but rather VEI being really a partner (1
respondent).

Even though the perception has changed, it
feels as if VEI is pushing to one direction
and LWB is not really following (1
respondent); Now local staff understand
better the role of VEI and have started to
be more participative with VEI (1
respondent); With the time the initial
perception has changed, we have known
each other and the concept of the project
better (1 respondent); The perception has
considerably changed as people have
begun to understand the role of VEI and
the ambition of the project (2 respondent);
The fear for losing jobs is gone! (1
respondent); Perception has changed
considerably as local staff understand that
VEI is here to help LWB to improve
performance and not to fire staff (1
respondent); Local staff understood the
purpose of VEI and accepted them better
(1 respondent); VEI has not been seen or
treated as part of LWB until just recently.
Everyone has always thought of them as
consultants. However, it has happened a
few times already that when the RPM is
not there in meetings people ask for him
(1 respondent); Two and a half years
down the road the situation is different,
we now understand the role of VEI as
supporters, advisors, trainers…, at least
us who have had the support from them
in NRW (1 respondent).

Conflict occurrence and
impact on the partnership

My relationship with Andrew improved and
intensified as we went together through a
crisis moment. This was not only a threat
but also an opportunity to unite and so
we did (1 respondent).

The relationship and conflict resolution
depended in the presence of EIB
missions, because it has not been possible
to reach an agreement between partners (1
respondent)
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Appendix D. Perceived satisfaction of partners and stakeholders.

BWB LWB

Members of the
Water Board

Looking at the contract targets, it is clear that
they have not been achieved yet (1
respondent); Results are not yet visible. NRW
is still high and works at the intake are still
taking shape (1 respondent); A lot has been
done but it is not yet showing in the global
results. However, people in the water board
know that many things have changed in a
good direction (1 respondent); We could have
opted for termination of the contract due to the
lack of performance achieved, however we
realise that there are many things progressing
positively that will lead to the pursued
performance (1 respondent); My satisfaction is
mixed. If I look at the performance targets,
they have not been met, but I realised good
progress is being made in that direction (1
respondent); I would argue a neutral position,
even though the targets have not been met, I
expect good results at the end of the project (1
respondent); There has been a lot of
improvement and you hear it in the staff of
BWB (1 respondent); No, I am not satisfied
with the results. A lot of time has been wasted
… There was a great resistance and distrust at
the beginning that has only hampered the
progress of the project (1 respondent); The
most valuable activity is the whole approach,
the idea of support from diagnosis, to
suggested action, to training to
implementation. Although the cycle is not yet
completed for all activities, the approach is
suitable to help BWB to change (1
respondent).

I am not satisfied so far, we have lost 2.5 years
of the project… only now is it taking off (1
respondent); There is an overall impression
that VEI is not achieving given that KPIs are
not met (1 respondent); A lot of things are
happening on the ground such as rehabilitation
works, NRW weekly meetings focusing on
activities directed to reduce the different
components of NRW (1 respondent); I am
optimistic that the results will be great. We are
still in the initial implementation stage (1
respondent); The project has not yet ended and
the first years were primarily used to produce
reports. The coming years are the ones for
implementation and results are expected (1
respondent); It is evident that management
does not perceive working with VEI as an
opportunity to improve. The benefit of
working with VEI is more commonly
perceived at operational level by members of
the staff that have worked either with STE or
RPM in specific tasks and realise the wealth of
knowledge and expertise that they have (1
respondent).

VEI RPMs It is becoming more and more rewarding because
the CEO understands now the concept of the
project. My personal feeling was that changing
attitudes was crucial and that it is now
happening. It all goes slowly. The tasks are not
complex but it is changing the people that
makes it more challenging, tiresome and slow.
I have about 10 people who understand and
are changing and growing in the right
direction. The CEO recognizes that too and
gives them all the credit by following up on
their achievements, so that both VEI and BWB
can synchronise efforts (VBRM).

Yes I am satisfied with results. After 2 years the
investment programme is about to finish.
There is some progress in NRW. Some
individuals acquired new knowledge and put it
into practice. The KT process is on-going, it
has only started. The basis is there. If
management engages strongly for the
remaining period of the project, the project can
achieve the targeted performance. If EIB’s last
communication to the WB acts as a wake up
call and management engages more
proactively, the foundation for success is there
(VLRM).

(Continued.)
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Appendix D. (Continued.)

BWB LWB

I am satisfied about NRW but less about the
engineering works in the production plant.
Working ratio and kiosks are doing ok and I
am not worried about that. Physical water
losses are being dealt consistently and there is
progress. Addressing the commercial part
required in-depth investigation and is a delicate
task. We are working jointly with
management, but it not only about improving
working procedures (VBRM).

Stakeholders In BWB the trust between partners has been built and they are now working together. The CEO there
has had a big influence on that. Lilongwe shows signs that the trust is not yet there at the
organisational level and they do not yet work together. Lilongwe has also suffered from a delayed
procurement of equipment (1 respondent); We conducted an evaluation of the projects in 2011 and
the results were positive, noticing the turning point in BWB. We are hopeful that the aimed results
will be achieved (1 respondent); It is a complex project, including two towns, several actors and the
focus on organisational strengthening rather than contractors doing the work or private sector
substituting the management of the companies. ‘We have to be flexible’ and now it is clear that the
results included in the logframe for the first years have not been achieved (1 respondent); The project
has achieved quite a lot! Specially taking into account that VEI can only suggest taking one or other
direction but local staff are the ones that have to act on it (1 respondent).
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