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1. Sewer Sector Service Delivery Plan
 

1.1 Introduction 
 

The Service Delivery Improvement Plan (SDIP) is a strategic work plan developed to address 
a variety of management issues. It is designed to improve Sewer service delivery in Kirkuk 
province and enable the sewer Directorate to achieve its short-, medium- and long-term 
goals. The SDIP will enable the Directorate to develop a long-term vision to run itself and 
ensure that problems will be gradually under control. 
This plan will ensure planned use of resources to achieve these goals. SDIP also helps the 
Directorate of Sewer in Al-Diwaniyah to address issues related to its performance in delivering 
better services to citizens. The SDIP is based on results of the Sewer Directorate and consists 
of two stages:  
- First stage is to identify status of operation and management systems of the water services 

in all districts and sub-districts of Kirkuk.   
  

- Second stage is to develop the service delivery improvement plan to address issues related 
to the delivery of services and provide immediate and long-term solutions (if any).  
 

1.2 Executive Summary  
 

The current analysis mechanisms used in reviewing performance indicators of Kirkuk Sewer 
Directorate in providing services, compared with national standards, to ensure quality and 
sustainable services and timely response to citizen complaints and requests, have resulted in a set 
of basic elements and a set of immediate and long-term solutions that will improve service 
delivery to citizens, as follows: 
 

Management of Sewer Services: Management of water service delivery is an important and 
effective element in promoting healthy society by ensuring suitable environment which reflects 
positively on the growth of the economy and health of society. On the other hand, lack or bad 
services would affect negatively on the society public health. Service management is based on 
vital elements which should be effectively and efficiently invested to provide integrated services 
with high quality to citizens. 

Other important elements are financial resources (investment and operational budget, effective 
usage of revenues from collecting fees or charges), human resources (the administration of the 
directorate, engineering staff, and those who work in lifting stations and treatment compounds) 
and other available resources such as equipment and vehicles. Financial resources are not the only 
element that governs and directs the delivery of services; rather, the management of these resources 
through organized processes and preplanning and investment are also important. All these would 
achieve the goals of the Directorate and local government, as well as the national strategic goals. 

 .  
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It is worth noting that financial integration of the Directorate with other service sectors and the 
integration in preparing the operational budget in consistent with the investment budget have a 
positive effect on the efficiency and sustainability of services.  

  

2 . Stages of work on the service delivery improvement plan: 
  

 

Kirkuk Sewer Directorate, in cooperation with USAID GSP/Taqadum program, completed the gap 
analysis model developed by Taqadum program to actively contribute to the gap analysis. The 
importance of gap analysis in the services provided to citizens is that:   

1. The use of the scientific method in the analysis of all elements that causes a gap in the 
services provided to citizens indicator compared with the standard criteria.  
2. Determine the priority of the elements influencing the gap in services through the power 
of their influence.  
3. Put the proposed immediate and long-term solutions to address the elements affecting the 
gap in order to minimize it.  
4. The results of the analysis which represent proposed immediate and long-term solutions 
will be the input for the preparation of relevant service delivery improvement plan in the 
province.  

3. Gradual approach 
  

  

The (SDIP) includes the following questions: 

1. Where are we now?  
2. Where do we want to be?  
3. How can we get there?  
4. How can we ensure success?  

 
 

 1.3 Where are we now? 

 

To answer this question, it requires a comprehensive and objective review and a review of the 
current state of performance and practices of sewer departments in Kirkuk and should be measured 
through key performance indicators. The data related to 'Where are we now? "Can be obtained by 
using the relevant technologies,  

3.1.1 First: ((SWOT analysis by diagnosing strengths -weakness, -opportunities-threats.  
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3.1.2 Second: Key Performance indicators analysis - these two techniques help to understand and 
summarize the environment and the performance of the Directorate.  

The SWOT analysis helps to identify realistic short, medium and long-term goals in order 
to:  

• Correct weaknesses  

• Enhance strengths  

• Prevent threats  

• Seize opportunities  

• Achieve vision  

SWOT Analysis to Kirkuk sewage 

Strengths 

1- Availability of integrated sewerage  projects ,which is already approved by the Ministry of 
municipality and public works ,with three sewerage sub-stations ready for implementation    

2- Availability of integrated storm rain systems design, which is already approved by the 
Ministry of municipality and public works. 

3- Systems are  in place to treat  storm rains  in winter season , with a coverage rate up  to 
60%, in the province  

4- A project is already awarded to establish a treatment station with a capacity of 310, 000 
cubic meters, serving 850, 000 people to treat sewages in Kirkuk cities and suburbs.  

5- Availability of 35 sewage tankers and a competent cadre to undertake periodical 
maintenance to the systems and blockages in sewer pipes and drains, as well as the sub-
districts. 

6- An effective  unit is in place to receive , follow up and respond to citizen complaints  
7- The directorate has an efficient management running the human and financial resources and 

the city is divided to six sectors to effectively control and monitor work.  

  Weaknesses 

1- Aging sewer systems; 
2- Lack of technical ,engineering and sewage labors  
3- Lack of financial allocations , especially 2015 budget 
4-  Poor allocations from the Accelerated Reconstruction and Development Program "ARDP" 

and petrodollar to establish sewer pipes and systems in all cities, according to the base map. 

Opportunities 

1- The availability of financial allocations allocated by the Ministry to execute strategic 
projects, including Kirkuk unified sewage project, awarded to an Iranian company. 
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2-  There are funds by the governorate to support the work of the directorate ( 
petrodollar and ARDP) 

Threats  

1-  Violations by citizens and construction companies  to sewage systems  

2- Non-cooperation by the directorates of municipality to remove citizens’ violations to 
sewage systems. 

3- Lack of staff , 21 sewage labors service ,who are working in daily bases were terminated 
by the Ministry , due to lack of funds to pay their wages ,which is negatively reflected in 
maintain sewage  systems in the province center . 

3.1.2  Key Performance indicators analysis - : 

Taqadum project has been working on providing assistance to the local government to improve 
the oversight and monitoring of the delivery of services to raise the level of services provided to 
citizens through the adoption of measurable standards, similar to those developed by other 
civilized countries. Service delivery standards are based main pillars related to sewer services as 
it is deemed an essential service.  The process of getting the standards is focused both on the 
quantitative and qualitative aspects and through the following standards and indicators: 

1. Coverage of service 
2.  Service continuity  
3. Responding to citizens’ complaints 

The Kirkuk Sewer Directorate has adopted these standards and provided indicators for the city 
center, districts and sub-districts. Sewer indicators were reviewed against standards, weaknesses 
and gaps were identified, and recommendations that contribute to improving service throughout 
the province were made. 

First: Storm Water Network Coverage Criteria  

Kirkuk Province: Kirkuk District  
Criteria  Criteria value Indicator value Gap 
Storm water network 
coverage 

100%  60%  40%  

 

Elements causing gap and their impact:  

1- Human resources: lack of four civil specialized engineers to oversee projects in cooperation 
with the staff in the Sewer Directorate 

2- Financial issues: the Directorate is in need to 220 billion Iraqi Dinars to install storm water 
network of a 350 Km length 
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3- Infrastructure: No impact on the gap 
4- Supplies and equipment: No impact on the gap 
5- Capacity building: there is a need to upgrade skills of new engineers in the Ministry of 

Municipality’s Rehabilitation Center. 
6- Technical barriers: No impact on the gap 
7- Authorities: Municipality should have a role in analysis of offers and selecting contractors; 

the Director should be vested with the authority of concluding contracts. 
8- Coordination: No impact on the gap 
9- Political interventions: No impact on the gap 
10- Misuse of resources: No impact on the gap 
11- Maintenance and operation: No impact on the gap 
12- Security situation: No impact on the gap 
13- Logistic support: No impact on the gap 
14- Internally displaced people: No impact on the gap 

   Elements with the highest impact on the gap are: 1) Financial issues; and 2) authorities 

1. Financial Issues: 

Immediate solutions: increase allocations from the regions development budget, petrodollar and 
investment budget to implement projects in all city areas, and hence close the gap. These projects 
amount at 220 billion ID. The table below shows the possibility of implementing these networks 
in four stages in four years. The amount earmarked for this year is the immediate solution and for 
the rest remaining years is long-term solution.   

Long-term solutions: speed up allocation increase to the project “Unified Kirkuk Sewer” which 
is referred to an Iranian company, and create appropriate environment for the company to work, 
such as security issue, to complete the project. Allocate funds for the coming three years to cover 
the city with sewer network.    

2. Authorities:  

Immediate solutions: None 

Long-term solutions: 

- Increase financial authorities to by material and equipment to the Directorate to 
implement projects and maintain networks 

- Increase legal and administrative authorities of the Directorate to appoint employees for 
full-time and temporary jobs; and send engineer and technicians abroad for capacity 
building. 
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- There should be a role to the Directorate in analysis and awarding bides for works outside 
their authorities; also the Director should be authorized to conclude contracts, if 
necessary.   

   

Second: Sewer network efficiency to drain storm water 

Kirkuk Province: Kirkuk District  
Criteria  Criteria value Indicator value Gap 
Sewer network efficiency to 
drain storm water 

100%  80 0%  20% 

 

Analysis of elements causing the gap:  

1- Human Resources: there is a need to appoint 21 new staff in different specialties 
2- Financial issues: the Directorate is in need to 28 billion ID to create a new conveying line of 

about 11 Km, and there should be available funds to by pipes for emergency cases. 
3- Infrastructure: there is a need to create an eight Kilometer conveying line that starts in 

Tairan Square and end behind the University.  
4- Supplies and Equipment: supply pipes along with accessories for a network at an amount of 

500 million ID; and there is a need to two multi-purpose vehicles and one compressor. 
5- Capacity building: No impact on the gap 
6- Technical barriers: No impact on the gap 
7- Authorities: No impact on the gap 
8- Coordination: coordinate with the Kirkuk Sewer Directorate to obligate cleanup storm water 

drains and include this in the contracts as their responsibility 
9- Political intervention: No impact on the gap 
10- Misuse of resources: illegal use of the sewer network; in addition to the waste of private 

factories and plants 
11- Maintenance and operation: No impact on the gap 
12- Security situation: No impact on the gap 
13- Logistic support: No impact on the gap 
14- Internally displace people: No impact on the gap. 

The elements that have highest impact on the gap are:  

1) Human resources; 2) financial issues; 3) coordination; and 4) misuse of resources. 

Recommendations: 

1) Human resources:  
Immediate solutions:  
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- Conclude a temporary contract with 60 individuals of different specialty to be paid from 
the petrodollar and development projects budgets. 

- Daily-paid workers should go on and allocate funds to pay them. 

Long-term solutions: 

- Appoint 60 individuals of different specialties as full-time employees due to the need of 
the Directorate to implement maintenance and operation projects. 

2) Financial issues: 
Immediate solutions: None 
Long-term solutions: allocate 82 million ID to establish a new 11 Km conveying line. 

3) Infrastructure:  
Immediate solutions: None 
Long-term solutions: establish a 11 Km long conveying line extending from Al-Tayaran 
Square to Al-Jami’a. 

4) Coordination: 
Immediate coordination:  
- Coordinate with to the Kirkuk Municipality Directorate to cleanup companies obligate 

not to throw dirt and waste in storm water drains and include cleaning up of these drains 
as part of their responsibilities. 

5) Misuse of the Network:  
Immediate solution: conduct awareness campaigns by using local satellite channels in Kirkuk 
, using posters in public places and distribute brochures to citizens; also coordinate with the 
Education Directorate, Endowment Directorates, and civil society organizations to educate 
on how to use the sewer network and effect of sewer on society and health.  
Long-term solutions:  
- Activate laws to take actions against those who use the sewer network illegally. 
- Create networks to drain sewer. 

 

2.3  Where we want to be? 
  

 

Based on information collected in the analysis of the situation in 1.2.3, it is possible to develop 
and clarify the goals and objectives of the Directorate that are derived from its mission and 
vision. Agreement should be reached about the criteria and goals of performance that are listed 
under the term SMART (limited, measureable, achievable, realistic and time-bound).  

Directorate Vision:  
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Implement strategic projects (sewage and storm rain systems) to all areas in the districts and 
sub-districts, eliminate the existing gap in the service delivered to citizens, and activate sewage 

fees collection system to bolstering the directorate financial and human resources.  

Objectives 

1- Execute the strategic sewage project in Kirkuk, which will operate with a capacity of 
310, 000 cubic meters, and serving 850, 000 people. 

2- Establish new pipeline to carry storm rain from the Al-Tayaran square and ends behind 
the university. 

3- Coordinate with the Ministry and the governorate to allocate required funds to execute 
the subsequent stages to the storm rain systems and the sewage sub-stations. 

4- Arrange and coordinate with the Ministry and the governorate to develop strict 
decisions to prevent violations to the systems by citizens.      
 

3.3 How to get there?  

 

The Directorate of Kirkuk Sewage, in cooperation with the USAID- GSP/Taqadum, completed 
the Gap Analysis Form developed by GSP/Taqadum to analyze service gaps.  The purpose of the 
Gap Analysis Form is to: 

1- Use a scientific technique for the analysis of elements that cause gaps in the indicators of 
services delivered to citizens in comparison with standards; 

2- Identify main causes of service gaps based on the intensity of its effect; 
3- Develop short and long term solutions to address elements affecting gaps in order to 

reduce them; and 
4- The results that represent proposed short and long term solutions are considered as inputs 

for developing a provincial a Service Delivery Improvement Plan (SDIP).  
5-  

4.3  How to ensure success? 

 

To ensure success of the SDIP, it is important to conduct continuous monitoring to indicators for 
assessing progress made to improve performance and its external factors on all levels, and 
provide information and a mechanism for writing technical reports.  This will allow management 
to identify potentials of success and failure in an early manner to make it easy to conduct 
amendments in a timely manner. There should be in place a unit within the Kirkuk Municipality 
Directorate tasked with coordinating activities and evaluating performance in line with the 
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agreed upon goals on a monthly basis. This report will be submitted to the Kirkuk Municipality 
Director, and the quarterly and yearly performance and progress reports will be developed. 

The Director of Municipality will undertake implementation of the SDIP and submit reports to 
the Governor, as needed.  

Suggestions proposed by GSP/ Taqadum for immediate solutions: 

1- Create a database in the wastes dump site to document and monitor the 
movement of garbage trucks and control the disposed waste quantities, provided 
that these data is verified by the sector in-charge. 

2- The necessity to increase the directorate revenues by establishing   private water-
cycles in several areas in Kirkuk, to create financial revenues by renting them, 
establishing parking lots and slaughtering houses to increase the province revenues 
and maintain public health.  

3- The necessity to activate the GPS service to numbering streets, roads, governmental 
and commercial buildings to measure the performance of the garbage trucks.  

4- If the directorate concludes contracts with the companies and consultative 
companies, the contracts shall include an item on training a number of the 
directorate staff to build their capacities. 

5- Coordination should be with the health departments and veterinary department 
to monitor irregular slaughterhouses. 

6- Coordinate with other service departments by setting up or activating the joint 
committees headed by the governor office to remove the projects violations , urge 
the companies to implement projects according to the in their due time, develop plan 
to deliver services to all residential areas  

7- Furnish all inhabited areas with garbage plastic containers to increase service 
coverage     

8- Coordinate with the directorate of education, mass-media and directorates of 
endowment to urge citizens and make them aware on sustaining cities cleanliness.   

Conclusion:  

It is important that the Directorate of municipality to  manage its works in an effective 
and efficient way in order to provide better services to citizens using available 
resources. Further, the Directorate of municipality should develop a realistic strategic 
plan and feasibility studies for projects to be implemented in order to reduce gaps in 
service standards, leading to better services. 
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Lastly, the Directorate of municipality should be enabled to find financial resources to 
support its operational budget and assist it in enforcing applicable laws to protect the 
environment and pay much concern to the environment. 

  

  

 


