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FOREWORD

Since 2006, WSUP has been working to address the global problem

of inadequate water and sanitation in low-income urban communities.
During that time we've been involved with implementing programmes
in eight countries, made possible through the support of committed
funders like USAID, who continue to support us under the African Cities
for the Future (ACF) Programme. It was at an ACF workshop, in Nairobi
in 2012, when Tony Kolb first floated the exciting prospect of an ‘urban
programming guide’. We loved the idea, and after much thought, we
came up with a blueprint for the publication you are about to read.

We wanted a document that laid out the different steps involved in an
urban programme, in a coherent and accessible way; a document that
was both engaging and useful for funders, governments, implementing
organisations and sector practitioners. Of course, the guide draws upon
our own experience, and it reflects WSUP's broader approach to urban
WASH.

We believe that 100% coverage in a city is possible: it can be achieved by
assisting local WASH service providers to extend services to all citizens
in their town or city, including those living in low-income settlements.

At the heart of this assistance is helping service providers to better
understand what services low-income consumers are willing and able to
pay for, to find innovative and viable ways to deliver these services, and
to develop the skills to take these approaches to scale. This guide shares
some of the methods we have found to be effective so far.

We are learning. Urban WASH is a growing challenge and we are
committed to documenting and sharing successful approaches that we
find. We urge you to try out the guide, use it to help you in your urban
WASH work and don't forget to let us know what you think!

Sam Parker
CEO, WSUP
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INTRODUCTION

Why urban WASH?

This guide is about how to design and implement a pro-poor urban water, sanitation and hygiene programme.
So why is this important? What's the backdrop to this?

Most developing countries have experienced rapid urbanisation during the past two decades. This process
plays a critical role in economic growth: the high concentration of people in cities makes goods cheaper to
produce, reduces public infrastructure costs, and attracts the fastest-growing sectors of the economy.' Indeed,
the global trend of urbanisation has brought millions out of poverty, and helped to bridge the gap between the
developed and the developing world.

But this positive picture also has a negative side: a high proportion of people moving to cities are concentrated
in low-income informal settlements, either within the central city or in ‘peri-urban’ districts at the city's
ever-growing periphery. In these slum settlements, many people don't have even basic water and sanitation
services. The consequences of this inadequate water and sanitation include disease, poor quality of life, and
low economic productivity. Diseases related to inadequate WASH remain among the world's most serious
public health problems, and the associated impacts on economic productivity and children’s cognitive
development are likely to have profoundly negative impacts on national development.

Improving water, sanitation and hygiene services to these low-income urban areas is a highly challenging and
complex task. Traditional approaches have often failed to work. We need new approaches and fresh thinking.
We need governments, donors and sector professionals genuinely committed to improving services in slum
settlements. It's challenging but it can be done! This guide offers some solutions based around WSUP's
experience: all you have to do is put them into practice!

The scale of the problem

Every second, the urban population grows by 2 people.?

828 miillion people live in informal settlements or slums around the world.® The challenge is providing these
people with adequate water and sanitation.

140 million people in urban areas still use an unimproved water source. This number is rising, not falling.*

The number of people without improved sanitation in urban areas has grown by 183 million since 1990.°

Diarrhoea kills more young people per year than HIV/AIDS, malaria and measles combined.® 88% of
diarrhoea cases worldwide are attributable to inadequate water, sanitation and hygiene.”

TUN-Habitat (2010) State of the World's Cities 2010/2011

2 UN-Water and WHO (2010) United Nations, Water and Cities Facts and Figures

3 United Nations (2010) The Millennium Development Goals Report

“UNICEF/WHO (2010) Progress on Drinking Water and Sanitation

5 UNICEF/WHO (2012) Progress on Drinking Water and Sanitation

¢ Boschi-Pinto C, Velebit L, Shibuya K (2008) Estimating child mortality due to diarrhoea in developing countries
7UN-Water and WHO (2010) Global Annual Assessment of Sanitation and Drinking Water



About this Guide

What is this guide?

The guide provides an introduction to urban WASH programming: how to design and implement a pro-poor
urban water, sanitation and hygiene programme.

The recommendations are drawn primarily from WSUP's extensive experience in sub-Saharan Africa and
elsewhere. WSUP currently has urban WASH programmes in 11 cities across six countries (Bangladesh, Ghana,
Kenya, Madagascar, Mozambique and Zambia).

Who is this guide for?

This guide is primarily designed for WASH professionals working in governments, development agencies,
funding agencies or civil society organisations. It will also be useful for professionals working for service
providers including water utilities, local authorities and in the private sector.

How to use this guide

The guide provides an overview of some key strategies and service delivery models. It's not intended to be
encyclopaedic: it's a rapid-reference document with the following intended uses:

* To aid the planning, design and implementation of urban WASH programmes.
= To assist with investment planning by service providers.

= To point the reader towards further sources of information and guidance.

The guide's six colour-coded sections will take you through the main elements of an urban WASH programme.
Within these sections you'll find a total of 28 Topic Pages highlighting useful approaches and solutions. You'll
also see some helpful icons:

% = the key point to remember about the topic.
~o

= a real-life case study from WSUP's experience.

= sources for further information and guidance.

Putting it all together!

This is a rapid-reference guide organised around specific topics. But of course all these topics relate to each
other, and in any process of programme planning and design you're going to have to integrate individual
solutions into a coherent package.

= Take a look at the first section ‘Planning, Designing, Influencing’.

= Think about sequencing: for example, if you improve water and sanitation facilities, it makes sense to do
hygiene education afterwards, not before.

= Where possible, aim for integrated programming: a programme will achieve much better impact if water,
sanitation and hygiene are addressed simultaneously.

* Make sure that women and vulnerable groups are genuinely empowered right from the start of programme
planning (see pages 40-43).

= Don't just think about low-income communities: think about supporting service providers to improve
services citywide.

= Finally, remember that other organisations in the city are working towards the same goals: work with them!
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PLANNING, DESIGNING, INFLUENCING

Landlords, tenants and land ownership
Understanding local land tenure

Low-income urban settlements are characterised by constantly changing and
expanding populations, who live under a range of formal and informal rental
agreements. Some settlements are established on public land which is not
authorised for residential use, depriving the tenants of a legal right to public
services. Even in legal settlements, land being rented to tenants may have been
bought and sold informally, and it may be unclear if the landlord has a right to

rent the land. .
These arrangements greatly influence the extent to which the tenants, landlords

and other stakeholders invest in services. Tenants are often short-term residents, —

sometimes worried about eviction, and therefore unwilling to make large \_ @& ‘
investments to improve their living conditions. Live-in-landlords will have a '

greater incentive to invest as they share the same environment, if not the same

infrastructure, as their tenants; but more commonly landlords are absent, and

they neither have to tolerate the poor living conditions of their tenants, nor share

the benefits of any upgrading. Consequently, unauthorised settlements with high

rates of absentee landlords fail to attract investment in water and sanitation

services, and residents continue to suffer from very poor levels of service.

In order to develop improved services, it is vital for programme implementers
to have a detailed understanding of tenure and tenancy relationships within
intervention districts. WSUP recommends that it is important to:

= |dentify the tenure mix of the target population (tenants, owner-occupiers,

live-in landlords, absentee landlords) and the types of incentive likely to
produce change in each group.
= Ensure dialogue between the different parties (tenants, landlords, public

authorities) to develop relationships and raise awareness around the
challenges and barriers to service provision.
= Incentivise landlords and encourage investment in the housing stock (but

ensure the benefits reach the tenant, not only the landlord); and consider
advocacy to encourage regulatory systems that oblige landlords to provide

adequate sanitation facilities for their tenants. Tenancy dynamics can be complex and are strongly

= Support the municipality and service providers to strengthen tenure-related rooted in local social and political history. Taking time
policies by, for example, introducing pro-poor tariffs and ensuring gender at the planning stage of a programme to understand
issues are considered. these dynamics in the area of intervention will make a

= Support service providers in finding appropriate locations for infrastructure successful outcome more likely.
early in the programme.

Experience from Kenya

A high proportion of the target population in WSUP’s Naivasha programme area were identified as tenants with
no access to hygienic sanitation facilities. In response, WSUP subsidised the construction of shared latrines

in tenanted areas. Absentee landlords were required to contribute approximately 60% in cash or in kind,
compared to 40% for live-in landlords. In some cases this worked very well: tenants gained 24-hour access

to a clean toilet, and raised rents modestly to cover the costs of this service. In other cases, live-in landlords
reserved the newly built latrines for their own use leaving the tenants to either use the unimproved facilities or
none at all, or charging them (and passers-by) on an expensive pay-per-use basis. WSUP organised round-table
meetings to explain to the landlords the by-laws and the tenants' rights and obligations; in most cases, this led
to tenants gaining access to the sanitation facilities.

Further reading

« WSUP (2013) Dealing with land tenure challenges in water and sanitation services delivery. Topic
Brief 6.
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Understanding informal influences
Dealing with vested interests

Over the last decade, programmes in the WASH sector have moved beyond physical
construction to include ‘softer' components, such as capacity development, institutional

WHAT ABOUT: advocacy and community education. All interventions, whether ‘hard’ or ‘soft’, have
co&'}gﬁgg“? tended to be designed within the formal economic, legal, political and regulatory
: frameworks of the city or country in question. But understanding the formal frameworks

SOCIAL STATUS?
VESTED INTERESTS? is not sufficient: there are many informal factors that influence a programme, some

obvious and others more discrete, and these need to be taken into account during
project planning and implementation. These ‘informal influences’ relate to individuals’
personal attitudes, motivations and social status, and they might include issues around
vested interests and corruption. For example, people who are currently making money
from supplying low-quality water may not be very happy with a new source of clean
water! Informal influences can exist at all levels (national, municipal, local) and they can
have a huge impact on programme outputs. Though sensitive and difficult, they need to
be confronted.

WSUP recommends the following approaches to help programme managers identify
and deal with informal influencing factors:

= Consult broadly with local stakeholders - include other WASH implementing
organisations, town planning authorities, and civil society organisations.

= Talk to central government - include influential individuals in project planning
discussions.

= Create a supportive enabling environment - involve stakeholders and local partners
with diverse but complimentary skills who can offer support in financial, technical,
institutional, social and environmental areas.

= Strengthen accountability - develop clear accountability mechanisms for all
stakeholders to tackle informal influences arising from corruption and political bias.

= Strengthen the consumer voice of low-income residents - support community-based
organisations to voice their needs and encourage service providers to listen.

It is essential to incorporate local knowledge by consulting communities and local project staff, enabling an
environment where they can speak freely, and asking their views on social codes of conduct which may affect
access to WASH facilities.

Experience from two cities

Here we report some WSUP experience with vested interests, but we're not going to identify the cities involved!
In City A, WSUP is working to improve water supply in a low-income settlement owned by a single landlord.

The people in the settlement currently depend on water in unhygienic open tanks: this water is piped into

the community by the landlord, who has an illegal unbilled connection to the city’s main network. WSUP is
negotiating with the landlord to legalise his connection and to allow construction of hygienic standposts within
the settlement; we are also negotiating to get the landlord's commitment not to increase rents to cover his water
costs after legalisation.

In City B, community groups managing water kiosks are encouraged to invest profits from water sales in sanitation
improvements. One community group has saved sufficient money to construct a public toilet, but construction of
that toilet is being blocked by a local political figure... because it would take customers from the public toilet he
himself owns and operates!

These situations are unpalatable, but they are the hard reality in most slum communities. Direct confrontation is
unlikely to work: in WSUP's experience, it makes more sense to quietly negotiate and aim for gradual positive change.

Further reading

* WSUP (2012) Recognising and dealing with informal influences in water and sanitation services delivery.
Topic Brief 4.
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Advocating for urban WASH

Three ways to influence institutional change

The ‘institutional landscape’ of urban WASH delivery is generally complex and difficult to
navigate! In most cities a diversity of government agencies, service providers and civil society
organisations work in water and sanitation, often without coordinating their efforts. At the same
time, institutional responsibilities and mandates (especially for sanitation) are often fragmented
and unclear, so that implementers are faced with difficult challenges: should we just accept that
no public institution assumes responsibility for (say) the management of sludge from on-site
sanitation facilities? Or should we become involved in lobbying and influencing to improve
institutional frameworks and institutional policies?

WSUP's experience is that it makes no sense to try to work outside institutional frameworks:
it is essential to work closely with key institutions, and this almost inevitably implies trying to
influence the institutional framework and institutional policies. So how can we do this?

1) Identifying pro-poor champions: |dentifying and working with key individual decision-makers
can be hugely effective in bringing different actors together to achieve improved services for

the poor. Such ‘pro-poor champions’ can drive change by advocating for an approach and
disseminating reports of its success. For examples of WSUP experience in this area, see the case
studies below.

2) Working with sector platforms: Strategic WASH planning, at national and city level, is
generally coordinated by platforms with participation of key stakeholders (government agencies,
water utilities, NGOs, etc.). At worst, these platforms are ‘talking shops' which don't really
achieve anything; at best, they can be dynamic groups driving genuine change. In Dhaka, for
example, WSUP is finding that the Bangladesh Urban Forum is a very useful platform from which
to advocate, alongside key partners, for increased government attention to sanitation in low-
income communities.

3) Engaging the media: To raise awareness of urban WASH among political leaders, possible
approaches include direct contact and stakeholder workshops; but it's also worth considering the
mass media. In Kumasi (Ghana), WSUP observed that journalists weren't generally talking about
urban WASH. So we developed a proactive response: an analysis of urban WASH knowledge
among journalists, and then a targeted training programme focused on the importance of
improving WASH access. Result: a marked increase in media reporting around urban WASH.

Experience from Zambia and Mozambique

In both Lusaka and Maputo, WSUP aimed right from the start to develop strong relationships with senior decision-
makers in WASH agencies, well placed to advocate for change.

Lusaka (Zambia)

In Lusaka, the Managing Director of Lusaka Water and Sewerage Company (LWSC) has played a vital role in
improving services for the poor. He has a deep personal commitment to the community-owned Water Trust model
for operation of borehole-fed water supplies in areas beyond the utility's reach, and he has established a dedicated
Peri-Urban Department within the utility to oversee infrastructure development and agree tariff structures.
Developing a strong relationship with this key decision-maker has been critical to the success of the WSUP
programme in Lusaka.

Maputo (Mozambique)

In Maputo, the head of the water regulator CRA has been a leading figure, driving change in many key areas. For
example, he has led CRA to work with key partners to revise water tariff structures for Maputo, at levels that are
both affordable for low-income consumers and sufficient for the service provider's business sustainability. Likewise,
he is a key proponent of introducing a sanitation surcharge system (see page 14) to finance sanitation improvements
in low-income areas of the city.

Further reading

« WaterAid (2007) The Advocacy Sourcebook. http://www.wateraid.org/~/media/Publications/
advocacy-sourcebook.ashx.
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Exposing decision-makers to what works
Training and exchange programmes

As part of the influencing component of a WASH programme,
programme planners should think carefully about how to inspire
sector professionals and decision-makers in ways beyond the
work that is directly being implemented. WSUP has found that
exposure visits and formal training provide two useful options

for achieving these goals. For example, exposure visits to other
implementers’ projects can provide very useful learning for partners
and key stakeholders; observing a successful intervention may
persuade the decision-makers to adopt or trial the approach in
their own city. Formal training environments can also inspire
the leaders of sector agencies to take action, possibly through
exposure to new ideas; through appreciating the benefit of

extending training to more staff; or through the exchange of ideas H
from one course participant to another.
A
Y 4 o y

7 N

Experience from Mozambique and Kenya

Water supply: WSUP invited the commercial director from Maputo's main water operator (AdeM) to visit Manila
Water in the Philippines, alongside staff from other sector agencies (FIPAG, the asset holder; CRA, the regulator;
CMM, the municipality; and the association of small private operators). The visit had a very positive effect, inspiring
these decision-makers to introduce substantial management reforms in Maputo. The reforms included dividing the
service area into operational supply zones, each with a zone manager; increasing the ‘professionalisation’ of meter
readers, giving them more responsibility and greater controls on corruption; and the setting of key performance
indicators in each zone, notably for new connections and water revenues. In addition, WSUP organised a nine-day
specialist training course held at Cranfield University in the UK, for senior staff from sector agencies in a number of
WSUP's programme countries. The course included exercises using a utility management simulation (WaterMan)
as well as key lessons on how to set fair and sustainable tariffs, and interpretation of standard financial ratios (for
example, ROA = return on assets = [net income] / [total asset]).

In Maputo, these two initiatives are widely recognised as having helped AdeM'’s decision-makers to introduce a new
decentralised form of management; this has led to an improved understanding of the specific needs of low-income
consumers, and improved delivery of water supply services to all customers.

Sanitation: The WSUP Programme in Kenya organised a visit to Brazil for senior managers from Nairobi's main water and sewerage services
provider (Nairobi City Water and Sewerage Company - NCWSC), to learn about use of low-cost sewerage in low-income settlements. The
participants, who included the utility's Technical Director, returned with a determination to use this approach to extend services in Kibera, a large
informal area in Nairobi. This represented a significant change of position by NCWSC management. Resulting from the visit, the utility's sewer
design specification was immediately revised to allow the use of low-cost sewerage (see pages 34-35) and approval was granted for these local
(tertiary) networks to be connected to the city’s main infrastructure. In addition, NCWSC management approved a sewer network extension to
WSUP programme target areas within Kibera, and committed resources to its construction. Significantly, this is the first time low-cost sewerage
has been tested in Kenya, and the project has encouraged a large number of landlords to connect their latrines to the new sewer lines.
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Improving sanitation services citywide
Planning is everything!

CHALLENGE:

Many cities in low-income countries lack public investment in the transport, treatment and disposal (or reuse) of faecal sludge. Access to
piped sewerage is very limited, and is typically concentrated in the business and high-income districts; low-income residents depend on on-site
sanitation, and often have to meet the costs of latrine construction and maintenance themselves. This lack of investment often results from
poor sanitation planning by local institutions, who prioritise water supply. In addition, large-scale international funding is often biased towards
sewerage infrastructure, which usually has limited impact on sanitation services for low-income residents.

This situation creates an investment gap in low-income areas, which is sometimes filled by NGOs and local community based organisations
(CBOs). NGO and CBO projects are useful and can improve sanitation access for low-income people but, they are generally small in scale and are
rarely coordinated at the city level, leading to issues of long-term sustainability.

WAY FORWARD:

City sanitation planning needs to focus on achievable goals. WSUP's approach is to commission local consultants with a good understanding of
the local context, to prepare outline sanitation strategies. These include an assessment of the existing sanitation situation, proposals to address the
identified challenges with appropriately phased activities, and an indication of the required budget.

WSUP recommends that the process include the following:

= Collaboration with a wide range of local stakeholders - representatives from all local WASH sector agencies, SMEs, NGOs, CBOs and from low-
income communities - to understand the barriers and identify solutions.

Inclusion of sanitation solutions that are appropriate for the local context and owned by all parties.

Consideration of the full sanitation chain (collection, transport, treatment and disposal and/or reuse).

Awareness that the options should complement existing city infrastructure.

= Development of cost estimates that are robust and based on real data provided by local engineering contractors and consultants.
Financial analysis to propose affordable consumer tariffs and achieve agreed cost recovery targets.

= Assessment of needs at all income levels, not just in low-income neighbourhoods but middle and high-income households as well.

= Integration of both on-site (pit latrines and septic tanks) and off-site (sewerage) solutions, sometimes in the same area.

Evaluation of the need for institutional capacity building and reorganisation to construct and operate the proposed services, or to provide
oversight of delegated service providers.

Sanitation planning is critical but it needs to be focused

and achievable. Over-ambitious ‘masterplans’ sitting on
bookshelves are of no value!

WSUP has used this approach in cities where the level of access to sanitation is very low. In Dhaka, a relatively short, focused planning process
was used to prepare sanitation plans for two wards with a combined population of 350,000. In both Maputo and Antananarivo, a longer
planning approach was used to quantify the scale of technical, institutional and financial challenges to improving sanitation, not just in selected
neighbourhoods but citywide. In all three cases, the process involved meetings and consultation workshops with local WASH sector agencies,
small enterprises and CBOs providing sanitation services, and with representatives from low-income inner city and peri-urban communities.

Further reading

+ Eawag-Sandec and others (2011) Community-Led Urban Environmental Sanitation Planning: CLUES.
Complete Guidelines for Decision-Makers with 30 Tools.

= SuSanA (2012) Planning of sustainable sanitation for cities.

+ WSUP and ODI (2012) Getting to scale in urban sanitation. Topic Brief 11.

+ WSUP (2013) Financial analysis for sanitation planning: lessons from Dhaka. Topic Brief 10.
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Experience in citywide sanitation planning from Madagascar

In Antananarivo, access to sewerage is very limited in the central city area (estimated at 17%), and is virtually
non-existent in peri-urban areas. All other residents rely on unhygienic on-site sanitation. Costed at US$ 8.7m,
Antananarivo's outline strategy covers both ‘software’ components such as baseline studies, capacity building
and hygiene promotion, as well as implementation on the ‘hardware’ side, including management of solid waste,
excreta, waste-water and storm-water. In part, the five-year strategy relies on users to fund their own sanitation
hardware, and to contribute to maintenance of key sanitation infrastructures such as drainage canals. The
strategy has been presented to an inter-ministerial committee on sanitation and has the support of the Ministry
of Water, though resource commitments have not yet been achieved.

Experience in focused sanitation planning from Bangladesh

Sanitation coverage in Dhaka is shockingly low, particularly for its 3.4 million low-income residents, the vast
majority of whom have no access to a hygienic toilet. In order to address this issue, WSUP collaborated with a
wide range of institutional, community and academic stakeholders to pilot a Microsoft Excel-based sanitation
planning tool in the Mirpur district of Dhaka. Local data was gathered in two wards through interviews, household
surveys and transect walks; and total costs were assessed for five sanitation options. For each option the tool
generates full costs and calculates the break-even household monthly tariff that would need to be charged to
achieve a 25-year payback. In addition, the tool enables a rapid assessment of affordability which considers
alternative scenarios such as loan or grant funding of the initial capital expenditure. The Government of
Bangladesh has since asked WSUP to continue to collaborate with stakeholders to further develop the tool.
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Financing sanitation improvements
Innovative public finance models

Financing improved water services for the poor is challenging: but financing improved
sanitation services is very challenging! This is essentially because people everywhere
are much more willing to pay for clean water, than to pay for systems which keep
their neighbourhoods ‘faeces-free’. So in most urban contexts, tariff-based financing .
of sanitation services needs to be supplemented by public finance: in other words, by 'W
taxes and tax-like mechanisms. Unfortunately, taxation systems (tax collection by 9509
local government, and transfer of tax revenues from national to local government) are
notoriously unreliable in low-income countries, and only rarely is such funding used to
finance sanitation for poor households.

One interesting solution is to use revenue raised from surcharges on water bills. In
Lusaka, for example, the water bill of a customer connected to the water and sewerage
network has three components: a) a water charge, b) a sewerage charge, and c)

an additional sanitation levy of about 4%. This levy is used to support sanitation
improvements in non-sewered low-income settlements.

In general, WSUP recommends that funds of this type (raised through sanitation levies
or other mechanisms such as local property taxes) should be used to part-finance the
recurrent costs of sanitation services, for example:

= Faecal sludge management (FSM) services, including operation of sludge treatment
facilities.

= Small-item recurrent capital expenditures like communal toilets or targeted
household subsidies (e.g. for latrine slabs or sewer connection). n

= Hygiene education, sanitation education and sanitation marketing campaigns.

= Ongoing monitoring and regulation of sanitation services.

Strict ring-fencing of these sanitation funds is critical, so

that they are not used for water supply or absorbed into
the city's general budget.

Experience from Madagascar and Mozambique

Antananarivo (Mad