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Development and Application of Performance Indicators to Estimate the
Service Activities Relating with Water and Wastewater Works:
Focus on Water Works Parts
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Abstract

To improve Service quality for water and wastewater works, most water and wastewater utility effort to
develop not only facility construction but also operation optimization. The operation is optimized by accurate
estimation for ongoing situation. And from the accurate estimation, utility operator gain a information about
their service quality and problems, So we developed a evaluation tool (Performance Indicators: Pl) for
service activity of water and wastewater works. The Pl was developed in many countries and some
international organizations (World Bank, IWA etc.) for service benchmarking. And 1SO (international
organization for standardization) just has been making a service standard for water and wastewater system
(So called 1ISO/TC224). This proceeding for making a service standard is ongoing now and will be taunched
in 2007. In our study, Pl was composed of 6 parts (A human resource, facility management, operation,
service quality, finance and environment). To evaluate water utilities, performance indicators for water was
consisted of 100 items. Each 2 water utilities were estimated by this performance indicator. From the
study, we just know that the performance indicator was a very useful tool to estimate utility service quality.
And from the result, it is possible to know the strong and weak point of estimated utilities.
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