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1. SUMMARY

Background. Leveraging stakeholder participation can be an effective means for strengthening water 
services delivery in China. While stakeholder participation is relatively new to the sector in China, participating 
governmental agencies, water companies, research institutes, communities and even citizens can be effective in 
testing and deploying new approaches, leading to the adoption of new governance and operational systems by 
cities and water services providers.

In Asia, the United States Agency for International Development (USAID) implements regional water 
and sanitation activities through the Environmental Cooperation-Asia (ECO-Asia) Water and Sanitation 
Program, implemented by AECOM International Development (AECOM). ECO-Asia develops and implements 
activities that demonstrate innovative strategies for expanding and improving access to safe water and 
sustainable sanitation.

ECO-Asia Initiative. Beginning in 2007, ECO-Asia implemented a two-year initiative to promote 
improved access to water and sanitation through the adoption of good practices in stakeholder participation 
in China. Through fi ve pilot activities in selected cities and provinces, ECO-Asia worked with project partners 
to demonstrate good practices in cooperation with development partners that have ongoing water sector 
programs in China, including the World Bank and World Health Organization (WHO). 

As part of the pilot projects, ECO-Asia worked with project partners to test a range of public consultation 
methods and tools, including demand surveys, questionnaires, focus groups and customer feedback systems. 
ECO-Asia was also able to introduce new policy and planning tools, such as participatory planning guidelines, and 
engaged partners through innovative knowledge-sharing mechanisms.

Twinning Partnerships. For two of the pilot projects, ECO-Asia facilitated the replication of good 
practices in stakeholder participation through “twinning” partnerships between Chinese and overseas water 
services providers from the United States and the Philippines. ECO-Asia implemented these partnerships as 
part of WaterLinks, a regional network that promotes and facilitates twinning partnerships (www.waterlinks.org). 
WaterLinks is a joint initiative of the Asian Development Bank (ADB), International Water Association (IWA) 
and USAID.

Analysis and Scale-Up. In each of the pilot projects, ECO-Asia analyzed the results in terms of 
international good practices in stakeholder participation, including level of stakeholder participation, stakeholder 
assessment, informing stakeholders, selection of appropriate tools, and consideration of stakeholder input in 
decision-making. All partners implemented pilots in line with some of these good practices, depending on the 
project needs 
and focus.

ECO-Asia also evaluated the potential of each activity for scale-up in China, and considered future opportunities 
for Chinese utilities to engage more widely in twinning partnerships through the WaterLinks network. For ECO-
Asia pilots, the good practices transferred represent innovations of some sort, and all have undergone some level 
of testing through the pilot activities. While by the end of the pilot phase there have been no signifi cant partner 
efforts for scale up, all partners have expressed an interest or are taking some steps to expand application of 
these practices. 

Conclusions. While this two-year effort provides a limited view of possible approaches and tools, it is possible 
to draw some preliminary conclusions and to make some recommendations based on pilot project outcomes.

Stakeholder participation as effective sector capability. Harnessing stakeholder participation to support
sector planning and operations can be effective for improving water and sanitation services. Overall, 
sector organizations recognize the benefi ts of obtaining meaningful input from stakeholders, including 
service customers.

•

Urban wastewater treatment remains a challenge for China’s cities, causing 90 percent of urban rivers to 
be polluted.

LUKE DUGGLEBY, ECO-ASIA
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Strong decision-maker support for stakeholder consultation. Based on their experience with the new approaches, 
sector decision-makers from the target provinces and cities demonstrated strong support for stakeholder 
outreach and participation, and are moving forward to incorporate and adapt lessons-learned into ongoing 
and planned projects and programs.

Opportunities for increasing stakeholder awareness. Engaging stakeholders in water services decisions in China 
can create important opportunities for increasing stakeholder awareness on critical environmental and health 
issues. Stakeholder participation proved to be an effective way to build awareness while leveraging input to 
support decision-making.

Opportunities for effective twinning partnerships. Chinese water services companies are capable and motivated 
twinning partners that are effective in adopting new systems, practices and technologies, and adapting them to 
local conditions. Overall, China is a very favorable country for WaterLinks and other organizations to develop 
and implement twinning partnerships.

Potential for pilot project scale up. Actual scale up either horizontally or vertically, will depend on systematic 
planning, and partners will need to make choices related to the scope and pace of scale up, responsibility 
for leading the effort, commitment of resources, etc. While the fi ve ECO-Asia pilot projects benefi ted from 
dedicated organizational, fi nancial and human resources inputs during the pilot phase, these may not be 
available to support scale up. In cooperation with WaterLinks, China Urban Water Association (CUWA) or 
other relevant national organizations could play a lead role in promoting scaling-up among its members by 
organizing twinning partnerships, specialized training events, and development of toolkits and handbooks. 
Water sector is leading pathway for broader governance innovations. The water sector provides a ready 
opportunity to test and refi ne stakeholder participation in China, and ultimately to build capacity and 
expertise that could be used in other sectors as well.

Recommendations. Based on the results of the pilot activities, ECO-Asia is able to draw some specifi c 
conclusions related to promoting further scale-up of project results and lessons learned:

Seek more opportunities to create twinning partnerships. Organizations that engaged in twinning partnerships 
were very receptive to the lessons shared and adopted many of the practices. Twinning presents a 
relatively inexpensive, rapid, and highly effective way of introducing and implementing good practices on 
stakeholder participation.

Explore opportunities to scale up the participatory planning guidelines. The participatory guideline developed 
in Jiangsu is an excellent resource and fi rst step in incorporating meaningful stakeholder participation into 
water and sanitation projects. These guidelines are an important resource—the fi rst of its kind in China—and 
represent an important opportunity for scale-up in other locations.

Identify opportunities to present stakeholder participation ideas and approaches at relevant conferences. 
According to many of the project participants, technology and information transfer occurs in China primarily 
through technical conferences. CUWA and other relevant national organizations are well-positioned to 
disseminate the results of these pilot projects and identify opportunities for shared learning and training.

Promote applied research on stakeholder participation in the water services sector. Since stakeholder participation 
and its tools are relatively new in China, there are few academic or professional research organizations 
exploring possible solutions for China or teaching best practices. Through the ECO-Asia project, Ho Hai 
University has completed some innovative work and is well-positioned to establish a center of excellent in 
governance and the water sector.

Scale Up through CUWA and WaterLinks. In cooperation with WaterLinks, CUWA or other relevant national 
organizations could play a lead role in promoting scaling-up among
its members by organizing twinning partnerships, specialized training events, and development of toolkits 
and handbooks. 

•

•

•

•

•

•

•

•

•

While 98 percent of urban Chinese residents have access to improved water, lack of confi dence in piped 
water quality causes many residents to purchase bottled water for drinking. In rural areas, where on 
average 81 percent of residents have access to improved water, access to safe water is an even greater 
concern. 

LUKE DUGGLEBY, ECO-ASIA
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2. INTRODUCTION 

2.1 THE ECO-ASIA PROJECT

In Asia, the United States Agency for International Development (USAID) supports regional water and 
sanitation activities through the Environmental Cooperation-Asia (ECO-Asia) Water and Sanitation Program, 
implemented by AECOM International Development (AECOM). ECO-Asia develops and implements 
activities that demonstrate innovative strategies for expanding and improving water services delivery. ECO-Asia 
provides technical assistance and other support to strengthen the capacity of local governments and utilities, 
non-governmental organizations, and communities to improve the effectiveness of delivering water and 
sanitation services.

Through ECO-Asia, USAID also supports WaterLinks, a regional network that promotes and facilitates twinning 
partnerships between water and wastewater operators to improve access to safe water and sustainable 
sanitation in Asian cities. WaterLinks supports three principal capacity building activities: (1) establishing and 
facilitating twinning partnerships; (2) strengthening capacity through practitioner training and toolkit development 
in support of twinning; and (3) sharing knowledge and fostering networking.  All WaterLinks activities draw on a 
range of partner resources and capabilities to achieve tangible results in terms of expanded and improved access 
to safe water and sanitation and increased capacity to deliver services (see www.waterlinks.org).  

2.2 ECO-ASIA ACTIVITIES IN CHINA

Beginning in 2007, ECO-Asia initiated water and sanitation pilot activities in China to promote the adoption 
of good governance practices in urban water services delivery.  The objective of ECO-Asia’s China Water and 
Sanitation Program was to demonstrate and replicate best practices for improving the performance of target 
water and sanitation service providers through open, transparent, and accountable governance systems. Under 
this program, selected services providers develop improved governance policies and practices that promote 
affordable and equitable access to safe water and basic sanitation. Long-term outcomes support achievement 
of the Millennium Development Goal targets for water and sanitation, and support implementation of the Paul 
Simon Water for the Poor Act. 

ECO-Asia conducted fi ve pilot activities in China, each aimed at exploring different applications of 
good governance and stakeholder participation in the water sector.  ECO-Asia also cooperated with 
development partners that have ongoing water sector programs in China, including the World Bank and 
World Health Organization (WHO). The fi ve pilot activities serve as the subject of this report and are briefl y 
introduced below:

Environmental Cooperation-Asia, a program of the United States Agency for International Development, 
supports regional activities that expand and improve access to water and sanitation. In China, these 
initiatives have focused in particular on improving access and services through the adoption of good 
governance practices. 

LUKE DUGGLEBY, ECO-ASIA
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Stakeholder Demand Surveys and Focus Groups to Support Expansion of Water Supply and Sewers in
Jiangsu Province. 

In 2008, the World Bank prepared an urban development loan for water and wastewater investments in Jiangsu 
Province. The Jiangsu Township Water Aggregation and Improvement Project focuses on expansion of water and 
wastewater systems in the fringe areas and satellite towns of fi ve main urban areas along the Yangtze River.  To 
support this effort, ECO-Asia joined hands with the World Bank to incorporate mechanisms for stakeholder 
participation in the planning and design process.  Based on a method developed in Surabaya, Indonesia, ECO-
Asia partnered with Ho Hai University to design and conduct a demand and willingness-to-pay survey with 
potential water users in four municipalities in Jiangsu Province. Since the survey showed that not all consumers 
would sign up for the service, Jiangsu was able to effi ciently tailor its project design and loan terms to better 
match user demand. 

Guideline for Participatory Planning in the Water Sector in Jiangsu Province

Also in support of the Township Water Aggregation and Improvement Project in Jiangsu, ECO-Asia worked with 
Ho Hai University to develop a participatory planning guideline.  The purpose of the guideline was to develop 
an overall approach and procedures to engage all project stakeholders to ensure that the project would be 
technically feasible and economically viable, as well as socially acceptable and benefi cial to the local communities.  
Ho Hai prepared the guideline based on a review of best practices in stakeholder participation, and on direct 
experience engaging stakeholders during the Jiangsu Province Project. Jiangsu piloted this participatory planning 
methodology in Longgang Township in Yancheng City and will replicate this approach in other towns in Jiangsu 
Province as part of the $150 million World Bank loan project to improve water distribution systems.

Stakeholder Surveys and Focus Groups to Support Sanitation Planning in Yunnan Province

In the last two decades, rapid urbanization and population growth in Yunnan Province have placed tremendous 
pressure on the environment, and especially on water resources.  Many lakes and rivers have degraded due to 
external pollutants brought about by human activities, including domestic waste.  To assist Yunnan in addressing 
sanitation challenges, in 2009 ECO-Asia partnered with the Yunnan Environmental Protection Bureau (YEPB) 
and the World Bank’s Water and Sanitation Program the Economics of Sanitation Initiative (ESI) to conduct 
a study to help policymakers better understand the costs and benefi ts of sanitation alternatives to support 
more effi cient sanitation investments.  The focus of ECO-Asia’s efforts was to pilot a new process for obtaining 
stakeholder feedback to support sanitation project planning and decision-making.  Though surveys and focus 
groups, researchers interviewed over 900 residents in rural, urban, and peri-urban communities.  Decision-makers 
at the YEPB will use the study results to support development of the next fi ve-year provincial development plan 
(2011-15), which will contribute to evidence-based planning and lead to better resource allocation decisions at 
both national and provincial levels.  

Improvements to the Customer Service System and Customer Water Quality Monitoring and Information in Shenzhen

In Shenzhen, ECO-Asia worked with the Shenzhen Merchants Water Supply Company Ltd. (SMWC) and the 
WHO to scale up the use of water safety plans (WSP) in utilities. As part of this initiative, ECO-Asia established 
a WaterLinks “twinning” partnership between SMWC and the Los Angeles Department of Water and Power 
(LA DWP) to strengthen Shenzhen’s customer outreach and water quality monitoring feedback system. Through 
the twinning partnership, SWMC developed a customer service system that links customer feedback on water 
quality to service delivery improvements.

Improvements to Customer Water Quality Monitoring and Service Delivery in Yancheng 

ECO-Asia established a twinning partnership between Yancheng China Water Company Limited (YCWC) in 
Jiangsu Province and the Philippine Metropolitan Waterworks and Sewerage System (MWSS), leading to the 
development of a customer feedback system on utility performance that will serve as a model for other Chinese 
cities that contract for water services. 

2.3 REPORT PURPOSE AND STRUCTURE

The purpose of this report is to summarize the results of the ECO-Asia pilot projects in China, and to evaluate 
the effectiveness of the activities in developing and deploying principles of good governance and best practices in 
stakeholder participation.  Based in part on follow-up interviews with activity partners, this report describes both 
the results of each of the pilot activities, and how each project demonstrated the principles of good governance 
and best practices of stakeholder involvement.  The pilot activities also tested approaches and procedures that 
have a potential for wider application and scale-up in China. This report identifi es those activities that present 
opportunities for successful replication.

Section 3 discusses the concepts of good governance and stakeholder participation, defi nes their use within the 
context of this report, and presents the framework used to evaluate the results of the pilot activities.

Section 4 presents each of the pilot activities and describes the activities and approach used, the results achieved, 
the application of stakeholder participation best practices, and the potential for replication of these results in 
other parts of China.

Section 5 provides an analysis of the scale-up potential of these pilot activities.

Section 6 presents key conclusions and recommendations.
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3. BACKGROUND

3.1 INTRODUCTION TO GOOD GOVERNANCE

There is no single defi nition for governance, nor are there universally agreed-to principles for what constitutes 
“good” governance. It is not the intention of this report to provide them. Instead, this report discusses 
governance in the broad context of how stakeholders are treated, informed, and involved in the decision-making 
process, and the ultimate accountability of the governing organization to that process.

Using the principles most commonly identifi ed in literature and practice, the report identifi es a set of factors that 
can be used to reasonably evaluate the impacts and success of these projects with regard to good governance 
as it relates to stakeholder participation. This does not consider the more technical aspects of governance 
regarding the performance of the system and the legal aspects regarding the rule of law except as they relate 
to stakeholder participation. As such, the report considers four key factors to assess the pilot projects: 
(1) transparency; (2) participation and inclusiveness; (3) accountability; and (4) responsiveness.

Transparency

Transparency requires organizations to provide information that is honest, complete, available, understandable, 
and directly accessible in form and language to affected stakeholders to help them understand the environmental 
and health issues in the context of water and sanitation, the decisions and decision-making being made, and the 
choices regarding water and sanitation services.

Participation and Inclusiveness

Effective participation provides stakeholders with the opportunity to contribute information and input to the 
decisions being made, and the sponsoring organization to design the process with the intent of using that input 
to improve decision-making. One key measure of inclusiveness is the degree to which input is obtained from 
the full range of affected stakeholders, particularly the most vulnerable and those who have the least access 
to power.

Accountability

Responsible organizations are accountable to those stakeholders who will be affected by its decisions or actions 
and make decisions balancing the needs and interests of all stakeholders.

Responsiveness

Responsive organizations design management structures and decision processes to serve stakeholders within a 
reasonable timeframe and provide clear information and explanations.

Fishing in China contributes to local diets and supports livelihoods, even along polluted urban waterways. 

LUKE DUGGLEBY, ECO-ASIA
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3.2 EVALUATING STAKEHOLDER PARTICIPATION PRACTICES OF THE 
PILOT ACTIVITIES

While the pilot projects were not specifi cally designed to demonstrate comprehensive stakeholder participation 
approaches, each aimed to demonstrate one or more tools in helping to facilitate stakeholder input or to 
respond to stakeholder issues and concerns. To evaluate how well this was achieved, ECO-Asia evaluated each 
of the pilot activities with regard to basic practices in effective stakeholder participation (see athe Core Values 
of public participation from The International Association for Public Participation (IAP2), www.iap2.org). These 
practices are not culture specifi c, but have been proven across many cultures and nationalities to be fundamental 
to building successful stakeholder participation programs.

For the purposes of this report, stakeholder participation is defi ned as the process and tools that government 
uses to inform and obtain input from stakeholders to support decision-making. Stakeholders are defi ned as the 
public and organizations affected or potentially affected by water and sanitation services or decision-making.

Table 1 identifi es the six good practices in stakeholder participation use to evaluate the effectiveness of the pilot 
projects along with the corresponding principles of good governance. Each good practice is described further 
below. In Section 4, the project descriptions include information on each of these practices in relation to the 
results of the pilot projects.

TABLE 1. GOOD PRACTICES IN STAKEHOLDER PARTICIPATION AND ASSOCIATED GOOD 
GOVERNANCE PRINCIPLES 

Participation Practices Associated Good Governance 
Principles

1. Recognize the value of stakeholder input and identify 
appropriate points and questions for stakeholder input 
where the potential for infl uence exists.

participation and inclusiveness

accountability

2. Identify a level of stakeholder participation appropriate 
to the goals and opportunity for stakeholder infl uence.

transparency

participation and inclusiveness

accountability

responsiveness

3. Conduct a thorough stakeholder assessment to identify 
the range of stakeholder interests to engage.

participation and inclusiveness

4. Provide stakeholders with the information needed to 
understand the issues at hand and provide meaningful input.

transparency

responsiveness

5. Select tools appropriate to the level of participation, the 
stakeholders, and the situation.

transparency

participation and inclusiveness

accountability

responsiveness

6. Give appropriate consideration to stakeholder input in 
making the decision or taking action.

accountability

responsiveness

Good Practice #1: Recognize the value of stakeholder input and identify appropriate points and questions for 
stakeholder input where the potential for infl uence exists.

Stakeholder input may not be useful or appropriate at every point in the decision-making process in a project. 
It is essential to identify where stakeholder input can be useful, where that input can and should add value to 
decision-making, and what specifi c input should be requested. 

Good Practice #2: Identify a level of stakeholder participation appropriate to the goals and opportunity for 
stakeholder infl uence. 

There are different levels of stakeholder participation that are directly related to the opportunity for stakeholder 
infl uence on the decision or outcome of a project. IAP2 classifi es these levels in its Public Participation Spectrum 
(see International Association for Public Participation Spectrum in Annex A). The Spectrum identifi es fi ve levels 
of public participation as follows:

The fi rst level on the spectrum is Inform, which is actually not public participation per se, but rather a 
program of providing the public with the information they need to understand the governmental decision-
making process. This level is on the spectrum to remind governmental agencies that sometimes there is 
no opportunity for the public to contribute input to decision-making, and simply informing them is the 
appropriate activity.

The Consult level of public participation is the basic minimum opportunity for public input to a decision. 
Consult simply means to ask. There is no invitation to sit down together and work on things in a cooperative 
way. The governmental agency merely asks the public for their opinions and considers the input it receives in 
making the decision.

To involve means to include. This is why the Involve level of public participation is more than just 
consultation. At the involve level, the public is invited into the process, usually from the beginning and has 
multiple opportunities for input as decision-making progresses. However, the agency is still the decision-maker, 
and there is no expectation of building consensus or providing the public with any sort of direct authority 
over the decision.

The Collaborate level of public participation includes all the elements of involve. To collaborate means to 
work together. At the collaborate level, the public is directly engaged in decision-making. Collaborate often 
includes the explicit attempt to fi nd consensus solutions. However, as with the involve level, the agency is 
still the decision-maker. The degree to which consensus will be sought and how much decision authority the 
agency is willing to share is made explicit at the outset of the project.

At the far right of the spectrum is Empower, in which agencies provide the public with the opportunity to 
make the decisions.

It is important to recognize that the spectrum relates to potential infl uence, and this is taken into account in 
how a process is designed. In general, there are few cases where agencies are able to promise the exact nature 
of the public’s ultimate infl uence. This is generally not apparent until the end of the program, based on the nature 
of the input and the constraints and opportunities that are present in the decision-making. 

It is also important to recognize that there is no inherent value implied to “higher” levels of public participation. 
The government selects the level of participation that is most appropriate to the conditions, issues, and 
stakeholders involved. 

•

•

•

•

•
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Good Practice #3: Conduct a thorough stakeholder assessment to identify the range of stakeholder interests to engage.

At the outset of any stakeholder participation program, it is important to identify the range of stakeholders that 
make up the affected community and thus the range of interests and viewpoints that should be understood in 
obtaining stakeholder input. 

Good Practice #4: Provide stakeholders with the information needed for them to understand the issues at hand and 
provide meaningful input.

When stakeholders comprehend and understand issues and projects, they are better able to provide useful and 
meaningful input to issues and projects. The goal is not to make stakeholders expert in technical details but to 
fully explain issues related to stakeholder choices and impacts. 

Good Practice #5: Select tools appropriate to the level of stakeholder participation, the stakeholders, and the situation.

There are many tools and techniques available in the conduct of stakeholder participation. Many of these 
tools are also common to other activities and disciplines, but used for different purposes and in different ways. 
Selecting tools that are appropriate to the desired outcomes and the specifi c audiences is important for effective 
stakeholder participation. Also, simply using the tools of stakeholder participation does not guarantee that 
meaningful stakeholder participation occurs (see International Association for Public Participation Spectrum in 
Annex A).

Good Practice #6: Give appropriate consideration to stakeholder input in making the decision or taking action.

Collecting stakeholder input is not an end in itself. For stakeholder participation to be effective, decision makers 
must give sincere and serious consideration to the information obtained. Not all of the pilot projects were 
directly related to decision-making. 

 

Irrigation water is brought to farms through extensive networks of surface water ditches, although this 
water is almost never suitable for consumption. For the 20 percent of rural residents without access to 
improved water, boiled irrigation water is the main source of household water as well.

DOUGLAS SARNO
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4. PILOT PROJECTS

4.1 STAKEHOLDER PARTICIPATION IN WATER SECTOR PLANNING

4.1.1 Stakeholder Demand Surveys and Focus Groups to Support Water Service Expansion in Jiangsu

Background

Over the past 20 years, demand for water in China has been increasing by more than seven percent per year 
in urban areas. To meet growing demand, Jiangsu Province is developing an improved water distribution system 
to better serve municipalities along the Yangtze River in part by aggregating existing systems. To support this 
effort, the World Bank is working with the province to provide a $150 million loan. In packaging this project, the 
provincial government and the World Bank wanted to ensure that the proposed system would match customer 
needs, but they did not have a methodology in place for capturing and evaluating user needs.

The approved loan package includes components to support water supply expansion in several townships of 
the participating cities. While the feasibility study and planning for the overall loan project were completed, 
many practical matters of the small components remained undecided. This presented a good opportunity for 
the affected local communities to participate in the planning process and express their needs and concerns. By 
engaging local communities in the planning process, the Project Management Offi ce (PMO) of Jiangsu Province 
and the utilities was able to better understand user needs and improve the effectiveness and operating effi ciency 
of the expanded water supply systems in an early stage of project planning and construction.

Based on a method developed in Surabaya, Indonesia, beginning in late 2007 ECO-Asia collaborated with the 
Jiangsu PMO and the World Bank to conduct a demand and willingness-to-pay survey with potential water 
users in four municipalities. The Social 
Development Institute based in Ho Hai 
University provided technical inputs in 
designing and conducting the survey.

Principal Activities 

Due to the large size of the survey area, 
The Ho Hai University team conducted 
the surveys in different places divided 
by socio-economic profi les and different 
types of existing water supply. The four 
geographic target areas were: Zhenjiang 
City in December, 2007, followed by 
Taixing City, Yancheng City, and Danyang 
Prefecture simultaneously in March 2008. 
At each location, multiple towns were 
surveyed to include urban, urban-fringe, 
and rural populations.

Ho Hai used random sampling and 
stratifi ed sampling to identify respondents 
for the survey. The team conducted 

A woman in Kunming washes her clothes in the river. Despite widespread access to piped water in Chinese 
cities, many people retain their customary reliance on surface water for daily life. 

Figure 1. Map of Jiangsu Province and Pilot Project locations.LUKE DUGGLEBY, ECO-ASIA
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Outcomes and Lessons Learned

Overall, this pilot project demonstrated a good understanding of stakeholder participation practices. The project 
was well conceived in relation to stakeholder input. The project team conducted an effective stakeholder 
assessment, and the surveys reached a wide range of stakeholders. The survey team was well prepared and 
made signifi cant efforts to ensure that stakeholders participated in the survey and focus groups. The team 
designed the questions to elicit useful information and used the stakeholder input directly in decision making. 
The table below summarizes how the pilot project addressed each of the stakeholder participation practices.

the questionnaire survey by face-to-face interview and focus group discussions. The team sampled persons at 
different income levels, living in different residential areas, and using tap water from different water treatment plants.

The Ho Hai team trained the survey team at Zhenjiang prior to the fi rst surveys. There were 20 participants in 
the fi rst training session (12 female, 8 male). All participants were graduate students of the university, and many 
had undertaken survey work in the past. Training covered:

Background on the project including the poverty and social objectives;

The content of the survey questionnaire and intention of each question;

Explanation of the fi eld method including selection of sample households;

Visual explanations including maps and photographs;

Examples of water bills and how to interpret them; and

Common questions in the fi eld and their answers.

The survey was composed of three sub-surveys including water service satisfaction, willingness to connect to 
the water supply, and willingness to connect to sewer. The water service satisfaction survey included questions 
concerning housing environment profi le data, household socioeconomic data, water amenities provided, and 
satisfaction with service. 

The willingness to connect to water supply survey included questions on location information, socioeconomic 
profi le, sources of clean water, willingness to connect, and ability to pay for piped water. The willingness to 
connect to sewer survey included questions on location information, socio-economic profi le, access to and 
conditions of sanitation facilities, willingness to connect, and ability to pay for sewer connection.

The Ho Hai team closely monitored the survey and controlled for quality by making any necessary adjustments 
or providing additional explanations/information to the enumerators. As a result, the team adjusted the number 
of questions, and completed a daily system of quality checking and analysis against sub sample criteria in 
conjunction with compilation of the survey data into an Excel database.

At Zhenjiang City, the team completed a total valid 517 household questionnaires in the three districts of Dantu 
(rural), Jingkou (urban-fringe) and Runzhou (urban).

At Danyang Prefecture, which has a population of 805,000, the team completed a total of 557 surveys of 389 
persons in the urban and rural areas of Lvcheng Town, Xinqiao Town, Fangxian Town and Erling Town. The totals 
included 168 water supply satisfaction sub-surveys, 289 water supply willingness-to-connect sub-surveys, and 100 
sewer willingness-to-connect sub-surveys.

At Taixing Prefecture, which has a population of 1,280,500, the team surveyed 359 persons in the urban and 
rural areas of Madian Town, Xuanbao Town, Xinjie Town, Huzhuang Town, Liuchen Town and Huangqiao Town. 
The totals included 150 water supply satisfaction sub-surveys and 359 water supply willingness connection 
sub-surveys.

At Yancheng City, which has a total population of over 8 million, the team surveyed 328 persons in the urban and 
rural areas of Guomeng Town, Qinnan Town, Gewu Town, Panhuang Town, Beijiang Town, Shangzhuang Town and 
Longgang Town. The totals included 241 water supply satisfaction sub-surveys and 328 water supply willingness-
to-connect sub-surveys.

Ho Hai prepared a detailed analysis of all of the survey results. The willingness to connect survey questionnaire is 
included as Annex B.

The survey results provided very useful information about existing and potential customers from the township 
and village levels. This type of information had never been available to the PMO previously, and it included some 
unexpected results. Below are some examples of customer interests and behaviors: 

•

•

•

•

•

•

Examples of Customer Input from the Jiangsu Demand Survey

“Almost every household here will consume about 5 to 6 cubic meters of tap water per month, mainly for 
cooking and drinking purposes. For laundry we rely on the water from wells and other resources, and this 
will save us some money. Of course we all want to use the tap water supplied from the township, which will 
be healthier, but we are afraid that it may too expensive for us to afford.”  Interviewee, Tiansigang 
Village of Rongbing.

“We had heard that the planned system was going to connect to the main of the municipal water supplier, 
and that the water quality would be better with a 24 hour water supply. Indeed, we want to use that water 
sooner. If we can use clean water without any pollution, the proposed water would be acceptable for us. We 
also were willing to pay the wastewater treatment fee to keep our environment clean. This would be a good 
thing for us, as we had suffered a lot from environmental pollution.”  Mr. Shi, Danyang Town

“The living standard in rural areas has greatly improved. We have high expectations for the water quality and 
pressure, and are willing to connect to the municipal water supplier. I wish to be connected to the water 
from the Yangtze River. The water resources from the deep well are limited, and the quality is getting worse 
and worse.”  Madam Li, Taixing Prefecture

 “We have been using the water supplied from the township water plant. The water quality is ususally fi ne 
without any unpleasant smell, though sometimes the water has a yellow color, especially fi rst thing in the 
morning. Sometimes the pressure is also not stable, since the water pump is old. We regularly have no water 
from 1:30 to 4:00, which causes inconvenience.”  Mr. Ma, Shangzhuang Town
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TABLE 2. STAKEHOLDER PARTICIPATION PRACTICES ADDRESSED BY THE PILOT PROJECT

Good Practices in Stakeholder 
Participation

Pilot Project Outcome

1. Recognize the value of stakeholder input and 
identify appropriate points and questions for 
stakeholder input where the potential for 
infl uence exists.

The project included a clear recognition of the value 
of stakeholder input. The design of survey and focus 
group questions ensured a high potential to infl uence 
decision-making.

2. Identify a level of stakeholder participation 
appropriate to the goals and opportunity for 
stakeholder infl uence.

The project included a clear recognition of the potential 
infl uence of stakeholder input. The project team 
selected an appropriate level of input, which coincided 
with a “consult” level of public participation. 

3. Conduct a thorough stakeholder assessment to 
identify the range of stakeholder interests 
to engage.

The project team completed a very extensive 
evaluation to identify a range of stakeholders from rural 
to urban, and a range of relationships to water and 
sewer access and household income.

4. Provide stakeholders with the information 
needed for them to understand the issues at hand 
and provide meaningful input.

Providing effective stakeholder information was an 
important part of the survey and focus group process. 
The project team made a strong effort to provide 
needed information as part of the input process.

5. Select tools appropriate to the level of 
stakeholder participation, the stakeholders, and 
the situation.

The tools of in-person survey and focus group were 
appropriate and effective. The survey team worked hard 
to develop effective relationships to the participants.

6. Give appropriate consideration to stakeholder 
input in making the decision or taking action.

The project design included a clear connection between 
the input being sought to the decision-making process, 
and the input collected was instrumental in helping to 
set priorities and make decisions.

The Jiangsu PMO used the results of the surveys directly in decision-making. The surveys showed that not all 
consumers were willing to sign up for water service. Prior to the survey, the PMO assumed that willingness and 
ability to pay would be the main determinant for connecting to the water system. However, the survey clearly 
demonstrated that access to alternative water sources was just as strong a factor in decision-making. Willingness 
to pay was actually much higher in poorer areas than expected. As a result of this feedback, Jiangsu was able to 
effi ciently tailor its project design and loan terms to better match user demand.

Incorporating this kind of information in the decision-making process was a new approach. Typically, the PMO 
would base its decisions on purely technical demands. This was the fi rst time user demand played a signifi cant 
role in decision-making. The survey showed that standard demand models would not necessarily achieve 
accurate projections for the rural customer.

The surveys also showed that villagers (rural customers) sometimes had limited awareness about water quality 
and potential health impacts. Since rural populations typically boil water to make it potable, access to a suffi cient 
quantity of water, regardless of quality, was the primary concern for most respondents.

As trusted third parties, Ho Hai University was very successful in obtaining input and developing a rapport with 
participants and found that participants were happy to provide input on the issues being discussed. This was 
extremely important to the success of the project. 

Some key observations provided by the survey team included:

Local government offi cials would be less likely to get the level of input generated by the third parties, since 
people are less likely to talk to government offi cials and would not want to talk on the record;

The graduate students were viewed as being on the same social level as the respondents, making it easier to 
have the conversations;

The team created casual and supportive environments for dialogue, such as holding focus groups at 
local restaurants;

Local government participation was important in the sense that participants needed to know that activities 
were condoned by local offi cials. Local leaders were brought in to vouch for Ho Hai University and build 
interest in participating;

Ho Hai University also brought in well-known speakers to help share information and generate interest 
in participating;

Local governments generally lack the resources necessary to conduct this kind of activity, which is very 
time consuming;

Survey teams need specialized experience and suffi cient capacity, and Ho Hai University had a great deal of 
survey experience; and

An integrated team of students and professors, both men and women, also helped to put respondents at ease 
and ensure success.

•

•

•

•

•

•

•

Project team members discuss water supply project activities with a local stakeholder.

SHANG KAI, HOHAI UNIVERSITY
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4.1.2 Guideline for Participatory Planning for Water Services Projects in Jiangsu

Background

To pilot a method for participatory planning in water services infrastructure development in China, ECO-Asia 
cooperated with Jiangsu Province to develop a participatory planning guideline with assistance from Ho Hai 
University. Ho Hai University designed the guideline to present an overall approach and procedures to engage 
all project stakeholders as a way to ensure that the project would be technically feasible, and economically 
and fi nancially viable, as well as socially acceptable and of benefi t to the local communities. Ho Hai University 
prepared the guideline for the Jiangsu Project Management Offi ce (PMO) based on a review of best practices in 
stakeholder participation, and on direct experience of engaging stakeholders. The guideline is also useful to other 
similar projects throughout China. Jiangsu tested the draft guideline and tools in implementing the Township 
Water Aggregation and Improvement Project as discussed in Section 4.a.i.

Principal Activities 

Based on international best practices and experience in designing and implementing surveys in Jiangsu, a team 
of professors and students from Ho Hai University prepared a water-sector participatory planning guideline, 
which is the fi rst of its kind in China. Elements of the guidelines include a framework, operational procedures, 
and information on specifi c tools, including questionnaires and surveys. After producing a draft guideline, Ho Hai 
tested the approach in the fi eld and revised and updated the guideline iteratively based on stakeholder feedback. 
Ho Hai University also submitted the guideline for peer review. 

Contents of the Guideline

The guideline provides a basic understanding and describes the benefi ts of participatory planning. It recognizes 
three stages in a project: identifi cation, planning, and design. For each stage the guideline provides detailed 
understanding of public participation goals, levels, activities, and tools that are appropriate. The guideline 
incorporates the levels of public participation from the IAP2 spectrum directly and explains those levels and 
their application to different phases of planning. 

The guideline also presents other best practices in public participation. An example is the presentation and 
description of the following core principles of participation planning:

Make use of collective wisdom and efforts;

Build better capacity for public participation among stakeholders;

Start early;

Integrate public participation into the project cycle;

Ask appropriate questions; and

Provide feedback.

Within the three project stages identifi ed, the guideline addresses seven activities where there are specifi c 
opportunities for public information, discussion, and input. For each activity, the guideline presents public 
participation goals, actions, and responsibilities, and describes detailed methodologies for meaningful interaction 
with stakeholders. The guideline identifi es roles and responsibilities of different organizations with detailed 
fl owcharts describing how different parties might interact. A detailed section on stakeholder analysis also 
identifi es the main stakeholder groups that could be expected on a water supply project in China, and provides 
an overview of their potential roles and interests in the project.

•

•

•

•

•

•

The guideline includes “tips” to assist project teams in engaging stakeholders effectively. Examples of the practical 
and understandable tips include:

Create opportunities for each stakeholder representative to express their views and for stakeholders to 
discuss possible approaches as a community to identify areas of common ground;

Ensure stakeholders have suffi cient information to understand the possible solutions, costs, and impacts;

Do not jump to conclusions during stakeholder meetings; and

Have separate male and female discussion groups in rural villages to overcome any gender-related cultural 
biases or behavior.

Annexes provide descriptions of public participation tools, sample surveys and procedures for ensuring 
effective surveying. 

Outcomes and Lessons Learned

The guideline provides users with clear and step-wise direction to integrate stakeholder participation throughout 
the planning process. The guideline uses both international best practices and practical project-specifi c learning 
to integrate public participation into the specifi c process of water supply planning in China. The table below 
describes how the pilot project addressed each of the stakeholder participation practices.

•

•

•

•

Project team members discuss the water supply plan with local government and stakeholders at village 
center in Yancheng.

SHANG KAI, HOHAI UNIVERSITY
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“During the planning process of water supply infrastructure projects, the water users have the rights 

to know, monitor and participate in decision-making on key aspects of the projects. Informed by 

outside experts (such as project managers and technicians), all interested stakeholders should be 

empowered to effectively participate in the planning process of the water supply projects.”

Participatory Planning Guidelines for Water Service Projects in Jiangsu, China

The development team from Ho Hai University found that many of the key principles and tools of stakeholder 
participation from international best practices could be applied effectively for these projects in China and 
incorporated this understanding directly into the guideline. According to the guideline, “participatory planning for 
water supply can enable the government agencies responsible for water supply planning to understand the real needs 
and willingness of the customers.”

Project team members discuss the water supply plan with local government and stakeholders at village 
center in Yancheng.

TABLE 3. STAKEHOLDER PARTICIPATION PRACTICES ADDRESSED BY THE GUIDELINE

Good Practices in Stakeholder 
Participation

Pilot Project Outcome

1. Recognize the value of stakeholder input 
and identify appropriate points and questions 
for stakeholder input where the potential for 
infl uence exists.

This guideline fully integrates this good practice. The 
language of the guideline clearly demonstrates the value 
of public input in water resources planning. In addition, 
the guideline is designed in such a way as to clearly 
identify the different components of planning and the 
decision-making process. The guideline provides specifi c 
guidance as to where and how public input can be used 
at different points in the process.

2. Identify a level of stakeholder participation 
appropriate to the goals and opportunity for 
stakeholder infl uence.

The guideline uses the IAP2 spectrum as a centerpiece, 
and clearly explains the different levels of public 
participation. The planning process identifi es expected 
levels of participation for the various steps in the 
planning process. 

3. Conduct a thorough stakeholder assessment 
to identify the range of stakeholder interests 
to engage.

The planning process includes stakeholder mapping and 
assessment and highlights its importance. The guideline 
identifi es a list of typical stakeholder groups in water 
resources planning, and uses this list throughout the 
guideline to assist users in identifying and organizing 
stakeholders for participation.

4. Provide stakeholders with the information 
needed for them to understand the issues at hand 
and provide meaningful input.

The guideline identifi es community information as 
a key stage in the planning process. The guideline 
provides tips to help planners think about creating and 
distributing effective messages, and presents various 
communication tools to help expand on 
this knowledge.

5. Select tools appropriate to the level of 
stakeholder participation, the stakeholders, and 
the situation.

The guideline presents a wide variety of potential tools 
and provides users some insight into when and how 
they might be employed.

6. Give appropriate consideration to stakeholder 
input in making the decision or taking action.

The guideline clearly recognizes the importance of 
stakeholder input in making decisions, and leads users 
through a process of identifying where in the process 
stakeholder input can be most useful.

Overall, the guideline—the fi rst of its kind in China—is both a signifi cant achievement for China and has the 
potential to produce considerable positive impacts. It presents a thoughtful, concise and logical approach to 
engaging stakeholders in the planning of water supply infrastructure projects in China. 

SHANG KAI, HOHAI UNIVERSITY
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In addition to this overall recognition of the importance of public participation and adoption of international best 
practices, the guideline presents numerous valuable approaches and lessons, including:

Detailed description of the different categories of stakeholders that should be engaged;

Core principles for public participation;

Participatory planning framework that provides a clear understanding of required activities and corresponding 
levels of participation and stakeholder responsibilities;

Identifi cation of where public input is useful, of where public information is necessary and how and where to 
conduct public dialogues;

Overview of a variety of participatory planning tools and how and where they can be applied; a fi eld-tested 
survey; and

Guidelines for the successful implementation of surveys.

4.1.3 Stakeholder Surveys and Focus Groups to Support Sanitation Decision-making in 
 Yunnan Province

Background

Poor sanitation has been recognized as an important factor for water body deterioration in Yunnan Province. 
The GDP per capita in Yunnan is only 60% of the national average in China. In the last two decades, rapid 
urbanization and population growth have imposed tremendous pressure on the environment, and especially 
on water resources. Many lakes and rivers have degraded due to external pollutants brought about by human 
activities. Domestic wastes have been the largest source of water pollution. Despite increased investment in 
sanitation infrastructure and software development, the degradation of most lakes and rivers in Yunnan continues. 

•

•

•

•

•

•

To assist Yunnan in addressing sanitation challenges, in 2009 ECO-Asia partnered with the Yunnan Environmental 
Protection Bureau (YEPB) and the World Bank’s Water and Sanitation Program Economics of Sanitation 
Initiative (ESI) in conducting a study to help policymakers better understand the costs and benefi ts of a range of 
sanitation alternatives to support more effi cient sanitation investments. The project collected data and created 
rural, urban and peri-urban case studies to support decision-making on treatment options at the household level. 
Decision-makers at the YEPB will use the study results to support development of the next fi ve-year provincial 
development plan (2011-15), which will contribute to evidence-based planning and lead to better resource 
allocation decisions at both national and provincial levels. 

Principal Activities 

The focus of ECO-Asia’s efforts was to pilot a new process for obtaining stakeholder input to support sanitation 
project planning and decision-making. While the YEBP was the government proponent, the Yunnan Academy of 
Social Sciences (YASS) was the implementing organization that undertook the surveys in cooperation with a 
wide range of stakeholder organizations. 

Using surveys and focus groups, researchers interviewed over 900 residents in rural, urban, and peri-urban 
communities. Overall, data collection consisted of a mixture of accessing secondary data sources (e.g., reported 
and non-reported government information), and fi eld surveys to fi ll gaps where secondary data did not exist. 

The household survey instruments and community focus group discussion guides followed existing ESI materials. 
The household questionnaire was an exhaustive 40-page survey that covered a wide range of issues and 
distinguishes between male and female respondents. The community focus group discussion guide is shown in 
Annex C.

Teams of students conducted surveys in person. Activities were highly organized with team leaders meeting 
with students every day to review issues and challenges that occurred and to develop shared approaches for 
improving the process as it progressed. At each location, survey teams worked with a local partner and worked 
to get offi cial invitations to the local government and community organizations where necessary.

Main categories of the survey included: general household and socioeconomic information; work, income and 
wealth; house, land, and material ownership; household water supply; household water treatment and storage; 
hygiene; household sanitation; household solid waste; health; household member activity patterns; and external 
environment. Topics discussed at the focus groups included: understanding of sanitation; personal toilet options 
and practices; presence/history of disease and illness; experience with institutional sanitation facilities; and 
environmental issues and waste removal.

The study used cost-benefi t analysis (CBA) to evaluate the major sets of costs and benefi ts associated with 
alternative policy and technical sanitation options. The CBA for this project focused on comparing the costs and 
benefi ts/impacts of different policy options, compared with a baseline scenario of either no further action and/or 
continuing to follow current policies. The CBA explored monetary, non-monetary, and qualitative impacts. 

Figure 2. Map of  Yunnan Province and Pilot Project locations.

Environmental Challenges in Lake Dianchi

Conditions in Lake Dianchi exemplify the challenged faced by many watersheds in Yunnan Province. Located 
on a high plateau and covering over 300 square kilometers, Lake Dianchi is the source of drinking water 
for local residents and one of the best known tourism and recreation spots in China. Over the past 20 
years, massive discharges from chemical and pharmaceutical plants and other industrial sources, as well as 
domestic waste, have seriously degraded water quality. The lake’s water has become murky and choked 
with fast-growing algae, whose growth is accelerated by the chemicals and warm water from sewage and 
factories. Lake Dianchi is no longer suitable for drinking, resulting in a water crisis for nearby Kunming. As 
a result, high-cost water diversion works have been constructed to transport clean water. In addition, the 
fi shery, irrigation, and recreational uses of Lake Dianchi have also been seriously degraded.

In rural areas, the situation is less serious, 
but still a concern. Poor rural sanitation is 
a signifi cant cause; only 50 percent of rural 
households are equipped with sanitary 
latrines and 23 percent with sanitary 
latrines with safe excreta disposal. In 
addition to domestic sources of pollution, 
offi ce and public buildings, industrial 
sources, non point sources, and agricultural 
practices also add enormously to water 
pollution in Yunnan province. While 
regulations have been recently instituted 
to address the quantity of fertilizer and 
pesticide used by farmers, compliance with 
these regulations remains low. Hence, the 
efforts to control domestic and industrial 
polluting sources will have little impact if 
the agricultural sources cannot also be 
effectively managed. 
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Outcomes and Lessons Learned

This pilot project team demonstrated a good understanding of stakeholder participation practices, but the 
project was not able to fully address all of the stakeholder participation practices. Since the survey was pre-
determined, it was too detailed for the project purpose. The survey team did an excellent job adjusting to this 
constraint and worked to ensure stakeholders had the information they needed to provide meaningful input. 
However, at present, the input received has not directly infl uenced decision making on specifi c sanitation 
plans or programs. The table below describes how the pilot project addressed each of the stakeholder 
participation practices.

 

TABLE 4. STAKEHOLDER PARTICIPATION PRACTICES ADDRESSED BY THE PILOT PROJECT

Good Practices in Stakeholder 
Participation

Pilot Project Outcome

1. Recognize the value of stakeholder input 
and identify appropriate points and questions 
for stakeholder input where the potential for 
infl uence exists.

The project team clearly recognized the value of 
public input to the project, although they were not 
involved in crafting the survey questions.

2. Identify a level of stakeholder participation 
appropriate to the goals and opportunity for 
stakeholder infl uence.

This activity was a “consult” level project, and it was 
not clear how decision-makers would use 
the information. 

3. Conduct a thorough stakeholder assessment to 
identify the range of stakeholder interests 
to engage.

The project team conducted a very extensive 
evaluation to identify a range of stakeholders based 
on rural/urban, age and gender. 

4. Provide stakeholders with the information needed 
for them to understand the issues at hand and 
provide meaningful input.

Public education was a very important part of the 
survey and focus group process. The project team 
recognized that stakeholders required detailed 
information for them to participate in a meaningful 
way, and this information was provided as part of the 
process.

5. Select tools appropriate to the level of stakeholder 
participation, the stakeholders, and the situation.

While the tools of in-person survey and focus 
group were pre-selected, they were appropriate and 
effective, particularly in that the survey team worked 
hard to develop effective relationships with the 
participants.

6. Give appropriate consideration to stakeholder 
input in making the decision or taking action.

It is not clear at this point how decision-makers will 
make use of the information. 

After completing the survey, YASS immediately began to transfer the knowledge learned in this project and 
conducted a one-day workshop with provincial agencies to share the process and results of the project. Some 
immediate outcomes that were recognized by team members included:

Yunnan had piloted a new process of engaging stakeholders in developing an important data resource to 
support sanitation decision-making;

Stakeholders had increased capacity and awareness on new participation tools and techniques; and

Local communities expressed a willingness and enthusiasm to participate in focus group activities.

Specifi c lessons identifi ed by team members regarding the survey are identifi ed below:

The process of working together demonstrated the value of collaboration and effective consultation;

The information obtained in this project may not immediately affect decisions; however, YEPD recognizes the 
value of obtaining stakeholder input and is committed to using these methods again to obtain future input;

A shorter and more streamlined questionnaire would be more appropriate in future studies; and

Surveys can be valuable tools; however, resource constraints will limit their effectiveness. 

•

•

•

•

•

•

•

Lake Dianchi’s water has become murky and choked with fast-growing algae, whose growth is 
accelerated by the chemicals and warm water from sewage and factories.

LUKE DUGGLEBY, ECO-ASIA



28    PROMOTING STAKEHOLDER PARTICIPATION IN WATER SERVICES DELIVERY IN CHINA PROMOTING STAKEHOLDER PARTICIPATION IN WATER SERVICES DELIVERY IN CHINA    29

4.2 CUSTOMER FEEDBACK SYSTEMS VIA TWINNING PARTNERSHIPS

Water and wastewater service providers worldwide have demonstrated the value of partnerships -- or focused 
exchange of practical knowledge between water operators -- in facilitating the adoption of improved policies 
and practices and in building human and institutional capacity. The U.N. is promoting and coordination these 
Water Operators Partnerships (WOPs) to support the achievement of the Millennium Development Goals on 
water supply and sanitation. 

Twinning partnerships provide benefi ts for both the “mentor” and “recipient” water operator partners. Benefi ts 
for recipient partners include improved or expanded service delivery; increased human and institutional capacity; 
exposure to new policies, practices and technologies; and networking with peers. Benefi ts for mentor partners 
include greater understanding for the utility and individuals of conditions and challenges in partner countries, 
achievement of corporate social responsibility goals, and networking with peers.

4.2.1 Customer Service and Customer Water Quality Monitoring in Shenzhen 

Background

This pilot activity established a twinning partnership between Shenzhen Merchants Water Supply Company LTD 
(SMWC) and the Los Angeles Department of Water and Power (LA DWP). The main purpose of the twinning 
was to assist SMWC to develop a customer service system that links customer feedback on water quality to 
service delivery improvements.

SMWC supplies water to 250,000 people in southern Guangdong Province. In 2005, with support from the 
World Health Organization, SMWC developed a water safety plan (WSP) – a management tool designed to 
warrant safe water supply through a better water quality management and reporting system. A key component 
of the WSP is to increase the involvement of SMWC’s customers, especially in monitoring the quality of the 
water supply. As a result, SMWC planned to establish a customer service system to enable a closer link with its 
customers and is continuing to refi ne its operations. 

LA DWP supplies water to about 680,000 customers in southern California. LA DWP operates a renowned 
customer service center that is available 24/7 and staffed by approximately 300 people. It also provides 
dedicated websites on customer service and water quality. These processes work together to streamline and 
direct customer complaints and concerns to appropriate divisions in a timely manner including its Water Quality 
Group. Following current best practices, LA DWP recognizes that its customers can serve as a consistent 

multi-point monitor to ensure safe water quality, and uses its customer service centers as a way to serve that 
function. It also implements various outreach activities to educate customers on water quality parameters, water 
conservation, water meters, billing and collection, and service interruptions. 

Through the twinning partnership, SWMC learned from LA DWP so that it could adopt and adapt some of Los 
Angeles’ more successful practices and polices. The main objectives of the twinning arrangement were to assist 
SMWC in:

Developing a customer service system that links customer feedback on water quality to service delivery 
improvements, such as complaint management and channeling processes, call centers, notifi cations to 
operations, and others;

Creating customer outreach activities to establish closer linkages with and build the confi dence of SMWC 
constituents on the services provided;

Raising awareness of SMWC customers in water quality management; and 

Recognizing best practices in customer billing and collection, meter maintenance, and 
unauthorized connections.

Principal Activities 

In February 2009, ECO-Asia facilitated a visit by a senior LA DWP offi cial to SMWC to showcase LA DWP’s 
best practices. This was a follow-on activity 
to a previous workshop in Beijing where 
a LA DWP offi cial provided training and 
coaching to SMWC. As a result of these 
activities, SMWC expressed interest in 
adopting elements of LA DWP’s customer 
service system and in collaborating with 
LA DWP to develop a sound water quality 
monitoring system based on customer 
feedback and relations. 

In July 2009, fi ve offi cials from SMWC 
visited Los Angeles. This visit allowed 
SMWC to observe and assess the 
operations and best practices of LA DWP, 
with a focus on managing customer services 
and increasing customer awareness and 
monitoring of water quality to SMWC. 
During the visit, SMWC observed and 
gained a better understanding of the call 
center operations, procedures dealing with 
customer inquiries, incident management 
and planning, issues of water quality 
regulations and reporting, the source water protection area, the water treatment plant (water production), and 
overall water distribution management.

•

•

•

•

Observations on Effective Strategies for Engaging Yunnan Stakeholders in the 
Survey

Survey participants often require education about the issues before they can respond to many of the 
questions, particularly with regard to the impacts of sanitation and health and the environment. 

Helping people to visualize information and the questions is important.

Small group discussions work better than the surveys. 

In general, the public can be uncomfortable participating in these types of projects, since the cultural 
bias is toward reliance on governmental offi cials to make these types of decisions. 

Young people who have worked outside the village and have returned were generally much more 
receptive to the activities than their elders.

•

•

•

•

•

Figure 3. Map of Guangdong Province and Pilot Project 
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Based on the observation and assessment of best practices in use by LA DWP, SWMC took immediate actions 
to create a centralized customer service center, and to obtain improved customer input and information on 
water quality. A representative from LA DWP visited SMWC in September 2009 to review the improvements 
to the customer service center and provide training and coaching to the customer service center staff. Future LA 
DWP visits and support are anticipated as SWMC seeks to improve customer relations on water quality issues.

Outcomes and Lessons Learned

This twinning partnership demonstrated an effective application of customer input tools in improving water 
services delivery. Management showed a strong understanding and commitment to creating an effective system 
for hearing from its entire customer base, and to improving overall information to its customers. The table below 
describes how the pilot project addressed each of the stakeholder participation practices.

TABLE 5. STAKEHOLDER PARTICIPATION PRACTICES ADDRESSED BY THE PILOT PROJECT

Good Practices in Stakeholder 
Participation

Pilot Project Outcome

1. Recognize the value of stakeholder input 
and identify appropriate points and questions 
for stakeholder input where the potential for 
infl uence exists.

In keeping with best practices in the water supply sector, 
SMWC has recognized the value of its customer base 
in helping it to track and respond to water quality 
issues. Beyond simply responding to individual customer 
complaints, this effort is important for monitoring the 
effectiveness and performance of the entire water 
supply system. 

2. Identify a level of stakeholder participation 
appropriate to the goals and opportunity for 
stakeholder infl uence.

This customer service system operates effectively at a 
“consult” level of public participation. 

3. Conduct a thorough stakeholder assessment
to identify the range of stakeholder interests
to engage.

In this case, it is recognized that the entire customer 
base of 250,000 persons is the target audience, 
effectively ensuring the entire community of stakeholder 
perspectives is included.

4. Provide stakeholders with the information 
needed for them to understand the issues at hand 
and provide meaningful input.

SMWC recognizes that the public requires better 
information about water quality issues and plans to begin 
providing that information on a regular basis.

5. Select tools appropriate to the level of 
stakeholder participation, the stakeholders, and 
the situation.

The twinning partners selected the tools in this pilot 
activity based on the goals and situation. Since the 
stakeholder audience included all customers, tools had to 
be available to this very large group. The call center and 
future newsletters to be included in billing statements can 
effectively serve this need. SMWC also designed its tools 
based on well-established and proven systems used for 
identical purposes elsewhere.

6. Give appropriate consideration to stakeholder 
input in making the decision or taking action.

It is still early to evaluate how well SMWC is 
incorporating the input from the customer service center 
into decisions about overall operations and key issues 
of water quality. However, the high level of commitment 
by senior management to the service center operations 
suggests that public input obtained will have the potential 
for signifi cant impact on operations.

The outcomes of this work have been immediate and signifi cant. Since beginning operations in 1981, SWMC had 
not encouraged customer input nor used this input to improve water quality and operations. As soon as they 
were exposed to the experience of LA DWP, SWMC took steps to establish the operational and management 
changes necessary to collect and consider this input. SWMC became fast converts to the importance of 
customer feedback in their overall structure, placing oversight of this operation at the highest levels of 
management. They took immediate action to completely restructure their customer service activities. With the 
customer service center up and running effectively, future scale-up activities are seeking to strengthen customer 
relations with regard to water quality. Extensive plans are in place to make customer input a signifi cant and 
ongoing part of overall operations. See text box for specifi c planned activities. 

Staff from Shenzhen Merchants Water Supply Company tour the laboratory at the Los Angeles 
Department of Water and Power.

ROSE LANG, ECO-ASIA
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4.2.2 Customer Water Quality Monitoring and Service Delivery in Yancheng 

Background

ECO-Asia established a twinning operation between Yancheng China Water Company Limited (YCWC) and the 
Philippine Metropolitan Waterworks and Sewerage System (MWSS) to assist YCWC to evaluate and improve 
water service delivery using proven methods from MWSS, especially their Public Assessment of Water Services 
(PAWS) survey. The project was in place from October of 2008 to March of 2009.

YCWC was registered in April 2008 after public sale of 49 percent of the state-ownership of the old Yancheng 
water supply company. YCWC has 570 employees, three surface water treatment plants, a design water 
supply capacity of 235,000 cubic meters/day distributed through 1,044 km of pipeline. The total population for 
Yancheng Prefecture is about 4 million people in Yancheng, which is the largest prefecture of Jiangsu Province. 
YCWC is serving the urban area of Yancheng City and currently has approximately 210,000 connections serving 
approximately 800,000 people.

MWSS was established in 1971 and controls all waterworks and sewerage systems within Metro Manila as well 
as several cities and towns in nearby Cavite and Rizal provinces. The total service area is 1,940 square kilometers 
serving a population of 14 million. In August 1997, MWSS was privatized and subdivided into two companies 
serving east and west service areas.

YCWC management recognizes that water quality is becoming a more important issue in China, as is the 
quality of service. They remarked that the rising level of affl uence is driving higher levels of service and customer 
expectations. They noted that increased mechanisms for stakeholder input are a likely and necessary result.

Outcomes of the Los Angeles - Shenzhen Twinning Partnership

Assigned a senior manager to become the customer service supervisor and run the center and 
established a full time staff to provide 24/7 coverage;

Created a single customer support phone number to handle all customer input and complaints. 
This single point of contact allows SMWC to greatly streamline its activities and track complaints 
and responses;

Designed a coordinated system to ensure that complaints and input are quickly routed to the 
appropriate departments; and

Applied a stringent response-time system that assigns priority to complaints and tracks them through 
the system to ensure that a response is provided in a timely fashion.

Planned Activities and Outcomes

Establish a system and procedures to obtain water quality feedback from customers through the 
customer service center based on similar programs at LA DWP;

Integrate GPS, GIS and other information into the call center database to create a central 
coordination point for information and business operations;

Establish an Incident Management Plan to direct responses to water quality issues;

Develop a water quality newsletter and similar customer information programs to improve customer 
knowledge and information regarding water quality issues; and

Improve customer knowledge and understanding of service center availability and set standards for 
responsiveness and timeliness.

•

•

•

•

•

•

•

•

•

Principal Activities 

ECO-Asia facilitated multiple visits and 
interactions between the two companies 
to understand how to strengthen customer 
feedback on water quality and services in 
Yancheng. Particular emphasis was placed 
on surveying customers, which has been 
in place at MWSS for the past eight years. 
Based on the observations and assessments, 
YCWC designed and conducted a survey 
of their customers. 

YCWC started by adapting an extensive 
30-page survey developed by MWSS, and 
created a much more streamlined version 
to focus on the following elements of water 
and service quality (see Annex F):

Basic water quality including odor, taste, 
color, and presence of any sediment;

Strength of water fl ow;

Interruption of service;

Responsiveness to service requests and 
other complaints;

Quality of water service installation;

Accuracy of billing; and

Customer service attitudes. 

YCWC staff conducted approximately 470 surveys in person, focusing initially on urban residential customers. 
The survey results indicated that most customers are basically satisfi ed with their service, even though there are 
still some areas for future improvements (4.37 points out of 5 points).

Outcomes and Lessons Learned

This twinning partnership demonstrated an effective application of customer input tools in improving water 
services delivery. The team tailored the survey to the needs of the organization and the interests of its 
customers, and used customer input directly in decision making. Management showed a strong commitment to 
obtaining and using input. The table below summarizes how the pilot project addressed each of the stakeholder 
participation practices.

•

•

•

•

•

•

•

Figure 4. Map of Jiangsu Province and Pilot Project locations.
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TABLE 6. STAKEHOLDER PARTICIPATION PRACTICES ADDRESSED BY THE PILOT PROJECT

Good Practices in Stakeholder 
Participation

Pilot Project Outcome

1. Recognize the value of stakeholder input 
and identify appropriate points and questions 
for stakeholder input where the potential for 
infl uence exists.

YCWC recognized the full value of customer input and 
plans to expand its work in obtaining and using that input 
over time. Survey questions were of very high interest to 
both the YCWC and its customers. Customer input was 
very useful to decision-makers.

2. Identify a level of stakeholder participation 
appropriate to the goals and opportunity for 
stakeholder infl uence.

This customer service system operates effectively at a 
“consult” level of public participation. 

3. Conduct a thorough stakeholder assessment
to identify the range of stakeholder interests
to engage.

YCWC recognized its entire customer base of 800,000 
persons as the target audience; however, this fi rst effort 
was just a small step and did not survey a broadly 
diverse audience.

4. Provide stakeholders with the information 
needed for them to understand the issues at hand 
and provide meaningful input.

Customer information was not an explicit aspect of 
this activity.

5. Select tools appropriate to the level of 
stakeholder participation, the stakeholders, and 
the situation.

The survey tool was judged to be very effective, given 
goals of the project.

6. Give appropriate consideration to stakeholder 
input in making the decision or taking action.

The customer had immediate impact on decision making 
and priority setting.

Outcomes of the Initial Customer Survey

Immediate response was possible to resolving issues of low water pressure;

Overall input from the surveys is being directly used in decision-making and helping to provide better 
service to customers in understanding and resolving all of the issues raised;

Responses received will be used as a baseline of information for future input gathering; and

The survey staff was provided training and awareness building. Support from MWSS provided direct 
training and experience for YCWC staff.

•

•

•

•

YCWC views this activity as a signifi cant success. Mr. David Gao, General Manager, noted that it was “a big step 
and a good start for us as a monopoly to understand the value seeking customer input.” 

Management recognized that the survey enabled them to address service issues before they rose to the level 
of a complaint. Overall, management learned about many issues and concerns they would not have discovered 
until conditions were much worse. Senior management is working hard to incorporate the principles of 
customer service into the culture of the organization, and generating stakeholder input is one of the key 
aspects of this approach.

Based on the results of this pilot activity, YCWC management plans on extensive follow-on work including:

Ongoing education, training, and communication with staff about the importance of positive customer 
relations and customer input, and how to effectively conduct customer surveys;

Dissemination of future surveys to a wider customer base and asking more complex questions;

Using professional third parties to conduct surveys to improve accuracy and learn more from their customers;

Tracking customer input over time, as well as the effectiveness of YCWC response, and overall improvement 
in water quality and the level of services provided; and

Sharing their new capability with other Chinese water companies.

•

•

•

•

•

Expert from Philippine Metropolitan Waterworks and Sewerage System trains Yancheng China Water 
Company counterparts on customer feedback mechanisms as a way of monitoring water quality and 
ensuring utility performance. 

JAY TECSON, ECO-ASIA
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5. POTENTIAL FOR SCALING UP
 PILOT PROJECTS

One principal focus for ECO-Asia is to facilitate and promote scale-up of pilot activities through a range of 
tools, including technical exchanges, lessons-learned and training workshops, communities of practice and 
knowledge products. For the pilot activities undertaken in China, it is useful to evaluate their potential for scale-
up both “horizontally” (expanding the scope or range of the practice by a particular organization), or “vertically” 
(expanding application to other organizations in other locations or jurisdictions).

According to the WHO, scale up is defi ned as “deliberate efforts to increase the impact of successfully tested…
innovations so as to benefi t more people and to foster policy and program development on a lasting basis.” (See 
Nine Steps for a Scaling-Up Strategy, ExpandNet, World Health Organization, 2009.) The key elements of this 
defi nition are defi ned as follows:

Innovation refers to service components, other practices or products that are new or perceived as 
new. Typically the innovation consists of a set of interventions, including not only a new technology, educational 
components or community initiatives, but also the managerial processes necessary for 
successful implementation.

Successfully tested means that interventions to be expanded are backed by “locally generated evidence” of 
program effectiveness and feasibility obtained either through pilot, demonstration or experimental projects, or 
through initial introduction in a limited number of local sites. 

Deliberate efforts refer to scaling up as a guided process, in contrast to the spontaneous diffusion of innovations. 

In the case of the ECO-Asia pilots, all good practices transferred through the pilot activities represent an 
innovation of some sort, and all have undergone some level of testing through the pilot activities. While by the 
end of the pilot phase there have been no signifi cant partner efforts for scale up, all partners have expressed an 
interest or are taking some steps to expand application of these practices. 

Actual scale up either horizontally or vertically, however, will depend on systematic planning, and partners 
will need to make choices related to the scope and pace of scale up, responsibility for leading the effort, 
commitment of resources, etc. While the fi ve pilot projects benefi ted from dedicated organizational, fi nancial and 
human resources inputs during the pilot phase, these may not be available to support scale up. What follows is a 
brief summary of the potential pathway to scale-up for each pilot.

Stakeholder Demand Surveys and Focus Groups to Support Water Service Expansion in Jiangsu

Capable senior staff from Ho Hai University successfully developed and tested the stakeholder demand survey in 
four cities. Ho Hai University presented its fi ndings to the provincial government and other stakeholders, and the 
response was very favorable. 

In particular, both the Jiangsu PMO and the pilot cities acknowledged the value of the demand surveys, and 
used the outcomes to make their planned investments more cost-effective. In general offi cials actively 
participated in the process, which seems to indicate government’s readiness to consult with stakeholders for 
investment planning. 

Survey work, however, is resource intensive, so scaling up by other governments may be challenging without 
outside incentives or funding support. Since surveys can be pilot-tested on a small scale, it is possible for future 
user organizations to assess their usefulness with limited resources.
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Local residents assist with fi lling in the trenches from a recently installed water line in rural village outside 
of  Yancheng.

DOUGLAS SARNO
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In sum, the stakeholder demand surveys have a good potential for scale up in Jiangsu, and perhaps throughout 
China. The survey approach and methodology were well documented, and can be readily applied by others. To 
support scale up, it would be useful to develop a toolkit for local governments to design, implement and analyze 
stakeholder demand surveys. This toolkit should also cover focus group discussions, since these provide useful 
additional qualitative information to validate survey results. The World Bank and other donors, but also the 
Chinese government, could require project proponents to include demand surveys in investment planning. 

Guideline for Participatory Planning for Water Services Projects in Jiangsu

The participatory planning guideline developed for Jiangsu is a unique and innovative tool for the sector. As with 
the demand survey, Ho Hai University engaged local government offi cials and the provincial PMO in preparing 
the guideline, and its testing in Longgang township. In developing the tool, the team presented the draft guideline 
to a broad group of Jiangsu municipal and provincial government offi cials and other stakeholders at a workshop, 
and received positive feedback. At the meeting, other cities expressed interest in adopting this approach. 

Participatory planning requires government offi cials to reach out and actively engage stakeholders with whom 
they previously had only limited direct involvement. While this did not seem to be a problem for the Jiangsu pilot, 
it is not certain whether other governments would be willing to adopt this approach. Moreover, since Ho Hai 
University tested the guideline in one township in Yancheng City, further evidence may be needed to understand 
its replication potential.

In Jiangsu, part of the success of the adoption of the guidelines relates to the fi ndings of the prior demand 
survey work, which led to improved designs convinced decision-makers that stakeholder involvement can lead 
to more cost-effective and realistic investment plans. Any replication effort may need to relate to specifi c on-the-
ground projects.

Ho Hai University also applied and tested their participatory planning approach in conjunction with the ongoing 
work of government design bureaus which developed the technical designs and cost estimates for the World 
Bank loan. Overall, design bureaus may perceive participatory planning as time consuming, which could lead to 
unwanted delays.

In summary, since the guideline provides a clear step-by-step approach for local governments to facilitate a 
participatory planning process and has been successful in Jiangsu, there should be good opportunities for scaling 
up. The World Bank and other donors may want to consider further testing the application of this approach in 
the preparation of their sector loans, or making participatory planning a mandatory element of loan preparations 
for township level infrastructure projects.  

Stakeholder Surveys and Focus Groups to Support Sanitation Decision-making in Yunnan Province

In some ways, the survey and focus group work in Yunnan was a scale up of the successes in Jiangsu. Building on 
the demand surveys in Jiangsu, the Yunnan effort deployed a team to undertake a more comprehensive survey 
and focus group program to support sanitation decision-making.

The survey and focus groups resulted in improved insights on what local communities perceive as sanitation 
priorities, and should help the provincial government in better targeting their sanitation investments as outlined 
in a policy memo jointly developed by YASS and YEPB. YEPB also intends to apply the survey approach in future 
planning initiatives. 

While it is clear that YEPB will continue to deploy surveys in some form, it is much more diffi cult to predict 
whether other provincial environmental protection bureaus would adopt a similar approach. As with the efforts 
for Jiangsu on the water side, a survey toolkit would help facilitate further scale up.

Customer Service and Customer Water Quality Monitoring in Shenzhen

Through the twinning partnership with Los Angeles, Shenzhen adopted a range of good practices on customer 
feedback, including a complaint management and channeling processes, a call center and improved customer 
outreach. The relatively rapid adoption of the good practices is evidence that management at Shenzhen 
Merchant acknowledges the value of expanded customer feedback systems in improving operations. 

According to the World Bank, improving customer support systems and customer orientation is important for 
strengthening the performance of water operators in China (Stepping Up, Improving the Performance of China’s 
Water Utilities, Greg J. Browder et al, World Bank, 2007). While increased customer orientation is not yet a policy 
priority for most water companies, advances in Shenzhen should be instructive for other water companies. 

Developing customer services, however, is time consuming and resource intensive. Since most Chinese water 
operators tend to have limited experience with customer services, scaling up may be challenging, especially for 
operators with limited fi nancial means. 

Overall, based on the experience in Shenzhen, customer services and feedback systems have good scalability 
opportunities throughout China. Due to the nature of the systems, twinning partnerships through WaterLinks 
offer a good mechanism for further scale up, and Shenzhen could potentially serve in a mentorship role for 
other Chinese water operators. The China Urban Water Association (CUWA) could assist in identifying 
interested water operators, and in developing other capacity building initiatives to promote and strengthen 
customer orientation.Twinning partnerships have proven to be an effective method of transferring best practices from one water 

operator to another. In China, ECO-Asia’s twinning partnerships have focused on improving customer 
feedback mechanisms to ensure water quality monitoring and enhanced utility performance. 

LUKE DUGGLEBY, ECO-ASIA
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6. CONCLUSIONS AND
 RECOMMENDATIONS

As demonstrated by the ECO-Asia pilot activities, leveraging stakeholder participation can be an effective means 
for strengthening water services delivery in China. While stakeholder participation is relatively new to the sector, 
participating governmental agencies, water companies, research institutes, communities and even citizens were 
effective in testing and deploying the approaches, leading to the adoption of new governance and operational 
systems in the target provinces and cities.

Through consultation with project partners, ECO-Asia was able to test a range of different public participation 
methods and tools, including demand surveys, questionnaires, focus groups and customer feedback systems. 
ECO-Asia was also able to introduce new policy and planning tools, such as participatory planning guidelines, 
and also engage partners through innovative knowledge-sharing mechanisms, such as utility twinning with 
overseas counterparts.

In each of the pilots, ECO-Asia analyzed the results in terms of international good practices in stakeholder 
participation, including level of stakeholder participation, stakeholder assessment, informing stakeholders, selection 
of appropriate tools, and consideration of stakeholder input in decision-making. All partners implemented all 
pilots in line with some of these good practices, depending on the project needs and focus.

ECO-Asia also evaluated the potential of each activity for scale-up in China, and considered future opportunities 
for Chinese utilities to engage more widely in twinning partnerships through the WaterLinks network. 

While this two-year effort provides a limited view of possible approaches and tools, it is possible to draw some 
preliminary conclusions and to make some recommendations based on pilot project outcomes.

CONCLUSIONS

Stakeholder participation as effective sector capability. Harnessing stakeholder participation to support sector 
planning and operations can be effective for improving water and sanitation services. Overall, 
sector organizations recognize the benefi ts of obtaining meaningful input from stakeholders, including 
service customers.

Strong decision-maker support for stakeholder consultation. Based on their experience with the new approaches, 
sector decision-makers from the target provinces and cities demonstrated strong support for stakeholder 
outreach and participation, and are moving forward to incorporate and adapt lessons-learned into ongoing 
and planned projects and programs.

Opportunities for increasing stakeholder awareness. Engaging stakeholders in water services decisions in China 
can create important opportunities for increasing stakeholder awareness on critical environmental and health 
issues. Stakeholder participation proved to be an effective way to build awareness while leveraging input to 
support decision-making.

•

•

•

Customer Water Quality Monitoring and Service Delivery in Yancheng

Through a twinning partnership with Manila, Yancheng developed a customer feedback system for service 
delivery performance that enables management to better understand customer perception of service quality. 
Through observation programs and technical exchange, Yancheng adapted the Manila system to enable their 
staff to be more pro-active, which is a major improvement from their previous practice of only responding to 
customer complaints. The survey, when repeated annually, is expected to help identify potential problems before 
they arise. 

Since the Yancheng performance assessment survey focuses on typical service quality issues, most other water 
operators in China could apply it without further major adaptations. The survey itself is relatively easy to 
administer, and does not require a high degree of technical sophistication. For other water operators to adopt 
the survey, however, it would be useful to have a user manual or handbook. 

One obstacle to scale up is that water operator staff may feel threatened at fi rst about exposing themselves to 
their customers’ views. Involving a third party to conduct the survey could overcome this problem. 

Overall, Yancheng performance assessment systems have a high degree of scalability since the required materials 
and approach are now available in China. CUWA or other relevant national organizations could play a lead 
role in promoting the use of this survey among their members. Since it is relatively inexpensive and fairly easy 
to implement, water operators may be interested in a trial assessment. With inputs from Yancheng, CUWA 
could organize training sessions and develop the user manual or handbook. Yancheng has indicated an interest 
in sharing their newly acquired skills and experiences with other Chinese water operators, so there is scope for 
additional twinning partnerships within China.
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Potential for pilot project scale up. Actual scale up either horizontally or vertically, will depend on systematic 
planning, and partners will need to make choices related to the scope and pace of scale up, responsibility 
for leading the effort, commitment of resources, etc. While the fi ve ECO-Asia pilot projects benefi ted from 
dedicated organizational, fi nancial and human resources inputs during the pilot phase, these may not be 
available to support scale up. In cooperation with WaterLinks, CUWA or other relevant national organizations 
could play a lead role in promoting scaling-up among its members by organizing twinning partnerships, 
specialized training events, and development of toolkits and handbooks. 

Opportunities for effective twinning partnerships. Chinese water services companies are capable and motivated 
twinning partners that are effective in adopting new systems, practices and technologies, and adapting them to 
local conditions. Overall, China is a very favorable country for WaterLinks and other organizations to develop 
and implement twinning partnerships.

Water sector as leading pathway for broader governance innovations. The water sector provides a ready 
opportunity to test and refi ne stakeholder participation in China, and ultimately to build capacity and 
expertise that could be used in other sectors as well.

RECOMMENDATIONS

Seek more opportunities to create twinning partnerships. Organizations that engaged in twinning partnerships 
were very receptive to the lessons shared and adopted many of the practices. Twinning presents a 
relatively inexpensive, rapid, and highly effective way of introducing and implementing good practices on 
stakeholder participation.

Explore opportunities to scale up the participatory planning guidelines. The participatory guideline developed 
in Jiangsu is an excellent resource and fi rst step in incorporating meaningful stakeholder participation into 
water and sanitation projects. These guidelines are an important resource—the fi rst of its kind in China—and 
represent an important opportunity for scale-up in other locations.

Identify opportunities to present stakeholder participation ideas and approaches at relevant conferences. 
According to many of the project participants, technology and information transfer occurs in China primarily 
through technical conferences. CUWA and other networks and association are well-positioned to disseminate 
the results of these pilot projects and identify opportunities for shared learning and training.

Promote applied research on stakeholder participation in the water services sector. Since stakeholder participation 
and its tools are a relatively new in China, there are few academic or professional research organizations 
exploring possible solutions for China or teaching best practices. Through the ECO-Asia project, Ho Hai 
University has completed some innovative work and is well-positioned to establish a center of excellent in 
governance and the water sector.

Scale Up through CUWA and WaterLinks. In cooperation with WaterLinks, CUWA or other relevant national 
organizations could play a lead role in promoting scaling-up among its members by organizing twinning 
partnerships, specialized training events, and development of toolkits 
and handbooks. 

•

•

•

•

•

•

•

•

ANNEXES

ANNEX A.  IAP2 Spectrum

ANNEX B.  Jiangsu Willingness to Connect Survey 

ANNEX C.  Yunnan Community Focus Group Discussion Guides

ANNEX D. Yancheng Customer Survey Questionnaire
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of Public Participation

IAP2 Spectrum

ANNEX A. 
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Enumerator No.: Area code:

Questionnaire No.:

QQUESTIONNAIRE FORM
WWILLINGNESS TO CONNECT SURVEY FOR JIANGSU WATSAN PROJECT

AA GGENERAL DATA
QQuestions A1-3 should be answered by enumerator (check question A2.1 and A2.6 with respondent)

1 The Neighborhood 11  urban residential 22 urban mixed 33 suburban 44 rural

2 The Building

2.1 Ownership status : 11 self-owned 22 rent/lease 33 employer owned 44 other

2.2 Building Size (m2) : 11 < 36 m2 22  37 - 70 m2 33 71 - 120m2 44 121 - 200m2 55  > 200m2

2.3 Building Type : 11 high rise apartment 22 courtyard/2-storey  house 33 single structure house 44 other

2.5 Number of floors floors

2.6 Status of the Land : 11 self-owned 22 rent/lease 33 employer owned 44 government owned 55 Unclear

3 Connecting Street

10.1 Street width (m) 11  < 3 m 22  3 - 6m 33  6 - 9m 44  > 9m

10.2 Type of street surface : 11 asphalt 22 concrete/cemen 33 conblock 44 stone/soil

10.3 Distance from street : 11  < 3 m 22  3 - 6m 33  6 - 9m 44  > 9m

4 Respondent's Name :

5 Respondent's Gender : 11 Female 22 Male

6 Respondent's Status : 11 Head of the Family 22  Spouse 33  Other

IIf the respondent answer OTHER, ask only question A.7 then say thanks and end the inter view *)

7 Head of the Family's Name :

8 House owner's Name :

9 Address

9.1 Street :

9.2 Block/No :

9.3 Village :

9.4 District :

10 How long have you been living here? : 11  < 1 year 22 1 - 5 years 33  6 - 10 years 44  > 10 years

BB TTHE FAMILY SOCIO-ECONOMIC PROFILE
1 Head of household's occupation

11  Government employee 66  Farmer

22  State-owned enterprise employee 77  Skilled laborer (e.g., construction worker)

33  Private sector employee 88 Housewife

44  Self-employed/Store owner 99 Retired

55  Street vendor 110  Other : _________________ (please mention)

2 Number of household members : …………… persons (including head of the Family)

3 How many people in your household contribute to the monthly household income : people

4 How many grandparents live in your household? : people

5 How many children live in your household? : people

6 What is total monthly income of your household? ((incl. salaries, pensions, scholarships, allowances, remittances and other sources)

11  < RMB 600 77  RMB 4,501 - 6,000 

22  RMB 600 - 1,200 88  RMB 6,001 - 7,500

33  RMB 1,201 - 1,800 99  RMB 7,501 - 9,000

44  RMB 1,801 - 2,400 110  RMB 9,001 - 12,000111

55  RMB 2,401 - 3,000 111  RMB 12,001 - 15,000

66  RMB 3,001 - 4,500 112  > RMB 15,000

113 Don't know

7 How much is the total monthly family expenditure for items below?
6.1 Food

11  < RMB ___________ 44 RMB _____ - _____

22 RMB _____ - _____ 55  > RMB  _________

33 RMB _____ - _____

6.2 Clothing

11  < RMB ___________ 44 RMB _____ - _____

22 RMB _____ - _____ 55  > RMB  _________

33 RMB _____ - _____

6.3 Electricity

11  < RMB ___________ 44 RMB _____ - _____

22 RMB _____ - _____ 55  > RMB  _________

33 RMB _____ - _____

6.4 Transportation

11  < RMB ___________ 44 RMB _____ - _____

22 RMB _____ - _____ 55  > RMB  _________

33 RMB _____ - _____

CC SSANITATION FACILITIES

1 Sanitation Facilities

1.1 Toilet location : 11 in-house (self-owned) 22 using neighbor's toilet 33 communal toilet 44 none

1.2 If non-self-owned, how far the distance between toilet and ho 11  < 10m 22  11 - 20m 33  21 - 30m  > 30m

1.3 Condition of the toilet : 11 Good 22  Medium 33 Poor

1.4 If self-owned, type of sanitation fac : 11 sewer 22 private septic-tank 33 public septic-tank 44 open drain 55 stream/river

2 If using septic tank, has it ever been emptied : 11 Yes 22  No 33 Don't know

3 if using septic tank, potential problems :

KKindly indicate from the list of potential problems below whether you perceive these as major, minor or no problem

3.1 Wastewater overflows from septic tank: 11 never 22 sometimes 33 often 44 don't know

3.2 Septic tank causes bad smells : 11 major problem 22 minor problem 33 no problem 44 don't know

3.3 Septic tank attracts flies and mosquito : 11 major problem 22 minor problem 33 no problem 44 don't know

3.4 Septic tank is difficult to reach/open : 11 major problem 22 minor problem 33 no problem 44 don't know

3.5 Other problems (describe) : 11 major problem 22 minor problem 33 no problem 44 don't know

4 If using septic tank, on a scale of 1-5, with 5 being the highest, how satisfied are you with your private/public septic :

DD WWILLINGNESS TO CONNECT AND ABILITY TO PAY FOR SEWER CONNECTION

1 Willingness to connect :

TThe government plans to build a new sewerage system that will connect you to an underground sewer. In ____ 
tthe government typically charges ___ yuan/month for a connection.

1.1 Would you be willing to connect to a sewer system? : 11 Yes 22  No 33 Don't know

IIf the answer given is YES, go directly to question No. 2

2.2 What the reason you don't want to connect to a sewer system?

11  I am happy with the sanitation facility I use 33 I can't afford 

22 I don't want to pay for sanitation facility 44  Other : _________________ (please mention)

2 If fee for new connection is _________________, are you willing/able to pay for this fee? 11  Yes 22  No

IIf the answer given is YES, go directly to question No. 3

2.1 If you can pay in installments, would be able to pay for that fee? 11  Yes 22  No

2.2 How much installments do you need__________times

2.3 If government only charges you _______________, will you able to pay for that fee? 11  Yes 22  No

IIf the answer is NO, go directly to next section

3 If monthly usage bill is approx. ____________, are you willing to pay under this condition? 11  Yes 22  no

IIf the answer is YES, go directly to next section

3.1 Why you are not willing to pay the monthly usage bill? 

11  Monthly bill too expensive 22  Only able to pay daily/weekly 33  Other : _________________ (state in words)

3.2  Given the above reason, how much do you able to spend for usage each month? RMB. _________________

EE SSOURCES OF CLEAN WATER

1 Main water source for drinking/cooking :

ANNEX B. 
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11  Public tap (buy) 55  shallow well

22  Public tap (free) 66  bored/deep well

33  from neighbour (paying) 77  bottled/refill water

44  from neighbor (without paying) 88  Other : ________________ buy/free(cross-out whichever not applica

2 Main water source for washing/bathing :

11  Public tap (buy) 55  shallow well

22  Public tap (free) 66  bored/deep well

33  from neighbour (paying) 77  bottled/refill water

44  from neighbor (without paying) 88  Other : ________________ buy/free(cross-out whichever not applica

3 If you buy the water (public tap/neighbour/bottled/other):

3.1 How do you get/collect the water?

11  carried yourself by bucket/jerry can 33  hose pipe/pipe

22  delivered to your home by jerry can/hand cart 44 bottled/refill

IIf the respondent answer (1) ask questions 3.2, other than (1) go directly to question 3.3

3.2 How far the place to buy water from home? 11  0 - 20m 22  21 - 50m 33  51 - 100m 44  > 100m

3.3 How much time do you spend in a day for getting water 11  < 1/2 hour 22  1/2 - 1 hour 33  > 1 - 1.5 hours 44  > 1.5 hours

3.4 How much water do you buy iin one day? ……………. liter oor bucket/jerry can …..... liter*)(cross-out whichever not applicable)

3.5 What is your unit of payment? 11  per bucket/jerry can 22  per day 33  per week 44  per month
:

3.6 How much money do you buy water per unit of payment? RMB. ………… per bucket / jerry can / bottled / day / week / month *

4 If you are get the water for free (public tap/neighbour):

4.1 How do you get/collect the water?

11  carried yourself by bucket/jerry can 22  hose pipe/pipe

IIf the respondent answer (1) ask questions 4.2, other than (1) go directly to question 4.3

4.2 How far the place to buy water from home? 11  0 - 20m 22  21 - 50m 33  51 - 100m 44  > 100m

4.3 How much time do you spend in a day for getting water 11  < 1/2 hour 22  1/2 - 1 hour 33  > 1 - 1.5 hours 44  > 1.5 hours

4.4 How much water do you get/collect iin one day? ……………. liter oor bucket/jerry can …..... liter*)(cross-out whichever not applicable)

5 If you use a shallow well

5.1 Who owns the well? 11  self-owned 22  other person's 33  communal

5.2 Who uses the well? 11  own family 22  communal   ……… families

5.3 The quality of the well's water mostly 11  clear 22  muddy 33  smelly

5.4 The amount of water at:

- rainy seasons 11  enough 22  not enough

- dry seasons 11  enough 22  not enough

5.5 The distance of the well from home 11 < 10 m 22  11-20 m 33  more than 20m

5.6 Who pays for pump electricity? 11  pump owner 22  collective 33  nobody pay

(if the well use electric pump)

6 If you use a bored/deep well

6.1 Who owns the well? 11  self-owned 22  other person's 33  communal

6.2 Who uses the well? 11  own family 22  communal   ……… families

6.3 The quality of the well's water mostly 11  clear 22  muddy 33  smelly

6.4 The amount of water at:

- rainy seasons 11  enough 22  not enough

- dry seasons 11  enough 22  not enough

6.5 The distance of the well from home 11 < 10 m 22  11-20 m 33  more than 20m

6.6 Who pays for pump electricity? 11  pump owner 22  collective 33  nobody pay

FF WWILLINGNESS TO CONNECT AND ABILITY TO PAY FOR PIPED WATER
1 What's the main reason you are not a customer of the water company?

11  I did not know that I could become a customer 55  Water company's quality of service is not good enough

22  Water company's services haven't reached my area 66  New connection procedure too difficult

33  I don't know how to subscribe to water company's services 77  The price of the water too expensive

44  New connection fee is too expensive

2 Would you like to become a customer of the water company? 11  Yes 22  No

IIf the answer given is YES, go directly to question No. 6

3 What the reason you don't want to become a customer?

11  I have other water sources 55  Water company's water often not running/not available

22  Easier to buy water retail/from neighbor 66  Water company's water quality is bad

33  Buying water retail/from other source is cheaper 77  Other : _________________ (please mention)

44  Because water company services are not good 

4 What service of water company needs improvements?

11  quality (taste, smell, color) 44  All of these

22  continuity 55  Other : ________________

33  quantity/volume

5 If the barrier in the third question above can be overcome, will you connect to water company's service 11  Yes 22  No

IIf the answer given is NO, say thanks and end the interview

6 If fee for new connection is RMB  _______ - _________, are you willing/able to pay for this fee? 11  Yes 22  No

IIf the answer given is YES, go directly to question no. 7

6.1 If you can pay in installments, would be able to pay for that fee? 11  Yes 22  No

6.2 How much installments do you need__________times

6.3 If the water company would only charge you RMB _______ - _____, will you able to pay for that 11  Yes 22  No

IIf the answer given is YES, go directly to question no. 7

IIf the answer is NO, go directly to question No. 8

7 If monthly water usage bill is approx. RMB _____ - ____, are you willing to pay under this condition? 11  Yes 22  No

IIf the answer is YES, go directly to question No. 8

7.1 Why are you not willing to pay the monthly water usage bill? 

11  Monthly bill too expensive 22  Only able to pay daily/weekly 33  Other : _________________ (state in words)

7.2  Given the above reason, how much would you be able to spend for water usage each month? RMB. _________________

8 If you become a water company customer, what are you going to use the water for?

11  cooking/drinking 22  bathing/washing/watering gardeng 33  all purposes

Zhenjiang, ………………………………………..
Respondent, Survey Taker,

(……………………………….) (……………………………….)
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ANNEX C.  YUNNAN COMMUNITY 
FOCUS GROUP DISCUSSION 
GUIDES

Safe disposal, removal, containment of excreta?

Eliminating risk of human contact with excreta, either immediately or

subsequently through contamination of the environment?

In your view, what kinds of toilet facilities and human excreta removal practices do you consider

sanitary, starting from “top” to “bottom” of the sanitation ladder?

Flush toilet, improved pit latrines, unimproved open pit, bucket, hole in the ground, open

defacation? Why and why not?

In your neighborhood what do you consider sufficient disposal of human excreta? (consider

effects of flood water/rain, effects on other neighboors and neighborhoods?)

Burrying excreta in a hole in the ground

A decomposting pit

A septic tank for excreta and wastewater

A drain from flush toilet to where?

Do you think unsanitary practices maybe affecting/polluting some of your or your community’s

water sources? If so, how and what do you do to protect yourself from this?

What about children?

Do children defacate in your neighborhood? If so, what are their ages?

What are the most commonly practiced disposal of children’s stool/excreta? And which of these

practices do you consider safe and adequate?

In the toilet, disposed with household garbage (where?), burried in the ground, thrown in

a designated area in the yard or community, thrown in the open

Group 1 (no toilet facility):

Feature – Convenience, comfort, status, risks and dangers, motivations

Where do you and other people in your community without toilet go to defacate and urinate?

How far from house (distance and time)? Is this a designated area for these purposes? How

many times per day do you go?

Where are your children defacating? Do you need to escort younger children for defacation

Focus Group Discussions

Focus Group participants:

Participants are likely to speak more openly and freely about sanitation, their situation, their

preferences and perceptions if the participants in the group are of same gender and have similar

toilet facilities. It may therefore be preferable to conduct at least one focus group for each of at

least three sanitation situations -- no facility, pit toilet, and flush toilet – and do this for women

and men separately. Households using a shared toilet facility may participate in group 2 or 3.

Group 1a: Women from households with no private nor shared toilet facility

Group 1b: Men from household with no private nor shared toilet facility

Group 2a: Women from households with pit toilet

Group 2b: Men from household with pit toilet

Group 3a: Women from households with flush toilet

Group 3b: Men from household with flush toilet

All Groups: Understanding of Sanitation

In your view, what is sanitation?

Clean environment? Where?

inside and outside your house

shared community land

neighborhood

Absence of human waste and excreta in the household, neighborhood and wider

community?

Waste and excreta beyond sight?

Waste and excreta safely disposed to prevent human contact and contamination of

water and land?

What about other forms of waste and excreta?

Animal excreta? Agricultural waste? Sullage/grey water? Other?

Having a toilet facility? What are the sanitary advantages?
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Where do you dispose of infants and young children’s stool?

How much time do you spend each day on these activitities, including assisting children?

Do the time you have to spend on these activities interfere with other activities? What activities?

What are the main reasons you do not have a toilet facility?

Not thought about it; we are fine the way we do it now

Never been offered toilet facilities

Cost is too high

No space in or near house

A pit toilet smells too much; No water for a flush toilet

Don’t want to spend time on cleaning

Do any of your neighbors or households in your community have toilet facilities?

What kind?

Are you impressed with their toilets?

What kind of toilet are you most impressed by?

If you decide to get a toilet, what kind would you get?

Pit toilet; flush toilet, etc? Why? Why not other types?

What are important charcteristics or features of a toilet you would want?

Privacy; No smell; no accumulation of flies and insects; comfort; can be located in the

house; can be located as near as possible to the house

What would be the main reasons for you to get a toilet?

Save time?

Convenient when need arises? Can go anytime of the day/night?

Others in the community have been getting toilets?

Status (neighbours will know; pride/less embarrassed when inviting guests)?

Important for my children (safety; convenience; no need to escort them)?

Privacy (not be seen)?

Personal safety? (from animals, snakes and/or people)

Cleaner environment; Not being perceived as contributing to a dirty community?

Have you heard of people being attached by animals or humans when they go to defacate? Are

you ever worried about this? Are you ever worried that other people see you? Are you worried

about the safety of your children?

If getting a toilet, how important is time savings compared to the other reasons for getting a

toilet? (very important, important, somewhat important, not important)

Group 2 and 3 (have toilets):

What kind of toilets do you have?

Where is it located?

Is it used only by your household or is it a shared with other households? How many?

Group 2: what are the main reasons for getting a pit toilet and not a flush toilet?

Group 3: what are the main reasons for getting a flush toilet and not a pit toilet

How long have you had this toilet?

What, if any, kind of toilet did you have before? If had a toilet before, what was the main

reasons for getting a new toilet?

Feature – convenience

Relating to proximity and use of time

Discuss the importance of

• Latrine being near or in the house;

• Not having to wait in a line

• Being able to go quickly when the need arises

• Saving time which can be used for other activities

Does an inconvenient toilet regularly lead to resisting the urge until there is discomfort? How

many times for defecation and urination is usual per day?

Can the time spent seeking a toilet affect the productivity, income, etc.
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Seek clarifications on gender, age or class differences

Feature – comfort

Relating to the experience of going to the toilet

Discuss the importance of

• Position of toilet

• Size of cubicle

• Cleanliness

• Smell

• Enclosed nature (private)

• Aversion to the presence of flies and animals

Importance of maintenance and cleanliness

• Desludging options and frequency

• Cleaning – how often and whose task

Seek clarifications on gender, age or class differences

Feature – status

Relating to the social issues surrounding toilet-going and toilet type

Discuss the importance of

• Not being seen going to toilet

• Pride in owning your own toilet

• Having a more expensive fancy toilet model

• Being able to invite (certain kinds of) guests to the home, or having them accept the

invitation

Are certain toilet types associated with certain status or class in society? And how does toilet

ownership change status (can it be done)?

Seek clarifications on gender, age or class differences

Motivation for having a toilet

Relating to how sanitation improvements were decided

Discuss

• How did it happen that sanitation improvements were made?

• Who lead and contributed to the decision?

• Did it have the expected benefits?

• What are the problems ?

Seek clarifications on gender, age or class differences

All Groups:

Disease

What are the diseases and health conditions that have affected your children (children < 5;

children > 5 yrs)?

List them

Rank the diseases in terms of how they affect or burden your children (give consideration to

severity, duration, frequency)

Rank the diseases in terms of how much of time you or their primary caretaker spend on

caretaking when they are sick (consider severity, duration, frequency)

Rank the diseases in terms of how much they have costed your household, but in terms of

medical treatment and lost income for caretakers

What are the diseases and health conditions that affect the adults in your household?

List them

Rank the diseases in terms of how they affect or burden the adults (give consideration to

severity, duration, frequency)

Rank the diseases in terms of how much of time you or others in your household spend on

caretaking when they are sick (consider severity, duration, frequency)

Rank the diseases in terms of how much they have costed your household, but in terms of

medical treatment and lost income for caretakers

Diarrheal illness

What do you think are the most common causes of diarrheal illness in your household, in your

community? For children and adults separately
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1

Yancheng China Water Company Limited
(YCWC)

Consumer Survey Questionnaire
(Final Draft)

( )

ANNEX D.  YANCHENG CUSTOMER 
SURVEY QUESTIONNAIRE

List the causes

Rank the causes in terms of importance

Do you think, or if you think polluted water is a cause of diarrhea, what do you think are the

causes of this pollution of your water source or water sources used by your community?

Institutional sanitation

What is the group’s experience with institutional and public toilets?

How important are toilets in schools? Why?

How important are toilets at the workplace? Why?

How important are toilets in public places? Why?

How important is good hygiene?

What is the practice of hand washing after defecation?

How has institutional toilet quality affected career or life choices, such as going to school,

working, and so on?

Seek clarifications on gender, age or class differences

Environmental sanitation

In your view, is the neighbouring and public land in a sanitary state? What is in the worst state,

and how bad is it?

How would you rate the degree of impairment of the following: visual attraction; air quality?

Who should take responsibility for waste removal?

Would you be willing to pay a small household tax or direct charge for this to happen?

Do you think the local government already has the funds to deal with the major causes of poor

local environment?
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2

Questionnaire Control Number: _____________ Date of Interview: _______________

:___________________________ ______________________

Time Started : _____________________ Time Ended: _________________

:_________________________ _______________________

I. RESPONDENT IDENTIFICATION

Name of Respondent

______________________________

Address ____________ Telephone

____________________________________ ________________________

FOR EACH OF THE FOLLOWING ITEMS, ENCIRCLE THE BOX
CORRESPONDING TO YOUR ANSWER

��于下面的每一个�答 ,��在相�的��上 “ “  

1 Do you work in Yancheng China Water Company Limited?

Yes No

If Yes, end interview. If No, continue interview.

2 Do you have family members working in Yancheng China Water Company Limited?

(i.e., Grandparents, parents, brothers, sisters, children, grandchildren)

Yes No

If Yes, end interview. If No, continue interview.

3. What type of water user are you?

Municipal water Industrial water Special operating water

II. WATER QUALITY CONCERNS

1. Water smell perception

3

Does the water from your tap/faucet have any smell?

Yes No

If Yes, what kind of smell? (Please specify.)_________________________

_________________________

How often do you encounter such smell?

Occasionally Sometimes Always

2 Water color perception

Does the water from your tap/faucet appear clear?

Yes No

If Yes, what kind of color? (Please specify.)_________________________

_________________________

How often do you encounter such color?

Occasionally Sometimes Always

How intense is the color?

Light Dark

3 Water taste perception

How does your water taste?

Good Bad
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4

If Bad, please describe. _________________________

._________________________________

How often do you encounter such taste?

Occasionally Sometimes Always

How intense is the taste?

Mild Strong

4 Foreign bodies perception

Did you notice any sediments in your water?

Yes No

If Yes, what kind of sediment? (Please specify.)_________________________

____________________________

How often do you encounter such sediment?

Occasionally Sometimes Always

ASSIGNMENT OF WEIGHTS FOR WATER QUALITY INDICATORS

Elementary Indicator Ranking

(Please ask the respondent to rank from 1 to 4 ,

with 1 being the most important indicator)

Smell

Color

5

Taste

Foreign Bodies

III. NETWORK QUALITY CONCERNS

1. On what floor do you live in? ___________

________________

2. How strong is the flow of water from your tap/faucet?

Very Strong Strong Moderate Weak Very weak/No water

IV. SERVICE QUALITY CONCERNS

1. Timeliness of Action to Water Interruptions

Within the last 3 months, did you experience any water interruption?

Yes No

If yes, were you informed that there will be an interruption?

Yes No

Was the interruption finished within the time period stated in the notice?

Yes No

2. Speed of Response to Service Requests

Within the last 3 months, have you ever made any service request to YCWC?
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6

Yes No

If yes, what was the nature of the request? (Please specify) _______________

____________________

From the time the request was made, how long did it take for YCWC staff to be on
the site?

[ ] Less than a day

[ ] more than a day

3. Quality of the Water Installation

How satisfied were you with the quality of work during the installation of your

water service connection?

Very Satisfied Satisfied Fairly satisfied Dissatisfied Very dissatisfied

4. Accuracy of Billing

Have you ever encountered any inaccuracy in your billing statement?

Yes No

If yes, how often does it occur?

Occasionally Sometimes Always

5. Service attitude of service staff

Have you experienced calling the hotline of YCWC or visiting its Customer Service

unit?

7

Yes No

How satisfied were you with the accommodation provided by the customer service

personnel of YCWC when you called or visited its Customer Service unit?

Very Satisfied Satisfied Fairly satisfied Dissatisfied Very dissatisfied

ASSIGNMENT OF WEIGHTS FOR SERVICE QUALITY INDICATORS

Elementary Indicator

Timeliness of Action
to Water Interruptions

Speed of Response to

Service Request

Quality of the Water
Installation

Accuracy of Billing

Service Attitude of

Service Staff
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ASSIGNMENT OF WEIGHTS FOR PERFORMANCE CATEGORIES

Elementary Indicator

Good quality of water

Adequate water

pressure

Effective response to

customer needs and
requests

--END OF INTERVIEW—

Thank the respondent for their valuable input

--FIELD SURVEYOR’S CERTIFICATION—

I hereby certify that this survey information has been obtained from my respondent in good faith
and it is accurate to the best of my knowledge.

_________________________________ _______________ ___________

Interviewer’s Signature over Printed Name Date Time
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