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ACCELERATING SERVICE DELIVER TO INCREASE 

VALUE TO CITIZENS 

NWSC Experience 

Presented  By: Dr. Eng Silver Mugisha

Managing Director - NWSC 

27 June 2016, IREC Kampala 

State of our service delivery

Utilities are faced with; 

� Unprecedented infrastructure 
deficit/needs, 

� high demand for better services

� increasing customer expectations

“Doing things as we have always done them 
won’t be good enough. We must find new 
insights and develop new ways of working….”

Sir Gus O’Donnell
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Performance Indicator 1998 2011 2016

Number of NWSC towns 12 24 167

Service Coverage 48% 75% 76 %

Total Connections 50,826 272,406 470,000

New Connections per year 3,317 25,633 34,000

Proportion Metered Accounts 65% 99.8% 99.8 %

Staff per 1000 Connections 36 6 6

Collection Efficiency 60% 98% 105%

NRW 60% 33% 28 %

Monthly Turnover (Billion 
UGX)

UGX 1.75 bn
($1.3m)

UGX 11 bn
($3.9m)

UGX 25.8 bn
($ 7.8m)

Operating surplus/deficit 
(Before. Dep) (Billions UGX)

8.0 (-) 30 (+) 50 (+)

Highlights of key achievements 

Accelerating service delivery in NWSC: 

Top 10 Driving Success Factors: Participative formulation of Strategic Direction  

Accelerating service delivery in NWSC: 
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Top 10 Driving Success Factors: Systematic translation of  SD into smart tactical 

action plans 

Accelerating service delivery in NWSC: 

Top 10 Driving Success Factors: Adoption of service rather than profit 

maximization model

167

2016

Accelerating service delivery in NWSC: 
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Top 10 Driving Success Factors: Orientation towards high calculated business 

risks, transcending budget straight jacket

Accelerating service delivery in NWSC: 

Top 10 Driving Success Factors: Prioritizing development rather than 

consumption behavior

Accelerating service delivery in NWSC: 
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Top 10 Driving Success Factors: Consultative M&E

Accelerating service delivery in NWSC: 

Top 10 Driving Success Factors: Infusing a high sense of customer focus

Accelerating service delivery in NWSC: 
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Top 10 Driving Success Factors: Prioritizing staff welfare and motivation 

Accelerating service delivery in NWSC: 

Top 10 Driving Success Factors: Incorporating organic community and 

stakeholder connectivity systems 

Accelerating service delivery in NWSC: 
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Top 10 Driving Success Factors: Strong focus on cost and operating efficiency 

Accelerating service delivery in NWSC: 

Conclusion 

“SIGNIFICANT PROBLEMS WE FACE CANNOT BE SOLVED BY THE SAME LEVEL 
OF THINKING THAT CREATED THEM.”

ALBERT EINSTEIN

NWSC policy direction is water 
for all for a delighted customer 
by a delighted workforce
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15

Thank you for 
your attention


