REMARKS BY THE MANAGING DIRECTOR NWSC AT THE OPENING CEREMONY OF THE TECHNICAL WORKSHOP ON STANDARDS FOR WATER AND SANITATION SERVICE PROVIDERS
JULY 24TH 2007
Conference organisers from the World Bank, INWENT, and AFWA
Chairman of the NWSC Board

Members of the NWSC Board

My Colleagues the CEO’s and senior executives from different service providers
All Protocol Observed, Ladies and Gentlemen

I would like to first and foremost welcome you all to this Technical Workshop on Standards, and in the same vain I wish to thank the organisers for having chosen Uganda to host this important workshop. 
For many of you, this workshop is a continuation of the learning process and experience sharing of best practices among water and sanitation service providers. Indeed, suffice it to say that in the last one week, we were yet again exploring means of improving the performance of water utilities at the AFWA meeting.

The purpose of this workshop from my preliminary understanding is to sensitise water and sanitation service providers about international standards of service delivery. The Standards include:

· Standards for the users

· Standards for the operators.

· Standards for the regulatory authorities.

From the foregoing, it is my understanding that we are looking at Standards across the broad spectrum of the water supply and sanitation service chain. 

I would however wish to relate the subject of the “Standards” to the ISO 9001 Certification process that we in the NWSC are familiar with. I am sure both processes share the same principles.
From our perspective, ISO Certification refers to the adoption of acceptable and respected standards of a business unit. This implies predictability of the product due to well established systems.

In the case of water and sanitation service providers, systems refer to the processes of water treatment/production, storage and distribution, billing and revenue collection and sewerage services. Also included are the support services processes such as Quality Control, Procurement etc. 

It is worth noting that the ultimate objective of adopting service standards is customer satisfaction, because the customer determines quality. Therefore, internationally accepted standards are designed, and require that what ever is done is aimed at customer satisfaction for both internal and external customers. In a nut shell, the objective is to satisfy and exceed customer expectations.

In today’s competitive world, accreditation to international standards is the way forward, especially for organisations and service providers who wish to identify themselves with best practices.

In the past, adoption of Standards or ISO Certification was only associated with private companies, especially those associated with manufacturing. Today, I am happy to report that public companies are breaking the ice by becoming ISO Certified. This is indeed one of the milestones in disproving theories about the performance of public companies.   

At this point, I would wish to state that the NWSC has gone through a number of turn around strategies. These were internally designed to suit the evolutionary process of our recovery programme. Today, I am happy to report that we have gone a step further to align our services with international best practices through accreditation to ISO 9001 Standards. 

As I speak, 7 of our Areas are ISO Certified, and 7 more are to be Certified by the year end 2007. Our target is to ensure that all our business processes and activities are certified in the near future. With all our processes certified, we shall be able to uplift the standards of our services.  
Since the adoption of ISO standards, we have realised many benefits notably among which are: 
· Improved staff awareness about the business in totality and about process interactions, hence commitment and responsibility

· Improved corporate image and market competitiveness,
· ISO certification puts in place a continuity and succession plan in which business processes continue unabated irrespective of whether certain key people are absent
· Well documented processes have propagated bench marking of our activities with other water utilities across the continent.  

Despite what we have experienced in the NWSC, I am sure that the workshop will be a learning curve which will take us to a higher platform in our understanding and interpretation of Standards.

Let me take this opportunity to thank the organisers and sponsors of this workshop, the World Bank Institute, Water and Sanitation Programme (WSP), INWENT (Germany Training Institute) and AFWA for all effort taken in preparing this workshop. Thank you very much
Let me also take this opportunity to thank those who are going to facilitate this workshop. 
It is now my pleasure to declare the workshop open.
Thank You.
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