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VISION الرؤيا

Enhancing the capabilities of Jordanian Water

Utilities to provide the best services to

customers in an effective and efficient manner

ستهلكينللمالفضُلىالخدماتلتقديمالمياهشركاتقدراتتعزيز

وفاعليةٍ بكفاءةٍ 

MISSION الرسالة

Monitoring the Jordanian Water Utilities’

performance against an agreed set of indicators,

setting performance targets to evaluate and

compare performance, and recommending

incentives and penalties accordingly, while taking

into consideration the need to enhance the

Utilities’ financial sustainability

المتفقالموشراتعلىبناءالاردنيةالمياهشركاتاداءمراقبة

رنةالمقاالتقييم،)الىليصارللشركاتمحددةاهدافووضععليها

بعينخذالامعالمقتضىحسب(العقوباتاوالحوافزبمنحوالتنسيب

للشركاتالماليةالملاءةتعزيزالاعتبار



Setting and developing performance indicators, baselines, and mechanisms for 
calculating and using them as a basis for evaluating the Utilities’ performances

Monitoring the Utilities’ performance and issuing performance reports

Develop and review the necessary documentation to establish the 
utilities and develop their tasks/duties 

Issue the basis and general evidence which describe the frameworks for 
developing internal working guidelines and procedures

Reviewing, approving, and accrediting company business plans and setting 
targets, in cooperation with the Utilities and in accordance with water policies

Tasks

& 

Responsibilities
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Minister of Water and Irrigation

Customer 
Services & 

Relations Expert 

UPMU Director

Data Officer –
IT Expert 

Financial/ 
Economic 

Analysis Experts 

Utility Operations 
Experts 

(Water/WW) 

Steering 
Committee 

UPMU organization structure
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Important stations of UPMU

Jan.2019 The UPMU was established by WAJ BOD

Employees were onboard

Dec. 2020 Set Performance Targets (Benchmarking) started with Aqaba WC

in 2020, YWC in 2021 and Miyahuna in 2022

Nov. 2020
Prepare the first Utilities Performance Monitoring Report for the

year 2019

Feb. 2020 Develop the monitoring tool

March 2020

Develop a Memorandum of Understanding (MOU) between WAJ and

Utilities to exchange experiences and capacity building
Dec. 2020

June 2021
Conduct a financial Study and Recommendation for Further Development of Jordanian Water

Utilities



Important stations of UPMU

Oct. 2021
Prepare the second Utilities Performance Monitoring Report for the 

year 2020

Two round table discussions to assess the NRW more accurately and

agree on methodologies to estimate real/ apparent losses

June,Oct.

2021

March 2022
Round table discussion for Internal Audit between WAJ 

and Utilities

April 2022
Develop finance plan with Scenarios for UPMU expenses 

beyond 2023

June 2022
Conducted a study tour to Portugal to meet their water and wastewater

services regulator (ERSAR) and exchange experiences and knowledge

Organized Two trainings sessions in Business Plans & Customer Services Minimum 

Standard Guidelines
July 2022



Important stations of UPMU

March 2023
Develop roadmap/financial mechanism to finance UPMU beyond 

donor's support

Feb.-March

2023

Conducted inspection visits to 20 plants under the three Water Utilities 

based on forms prepared by the UPMU - GIZ team

Sep. 2022
Prepare the 3rd Utilities Monitoring Report for Jordanian Water Utilities 

for year 2021

May 2023 Prepare inspection report for 20 W&WW TP's plants

June 2023 Prepare Monitoring Technical report for Jordanian Water Utilities for 

the year 2022

June 2023 Prepare the draft monitoring report for year 2022



STEP

1

Send 

request 

for data

(day 1)

STEP

2

Receive 

data, 

check & 

import

(day 30)

STEP

3

Analyse 
data

(day 40)

STEP

4

Discuss 
analysis, 
formulate
feedback

(day 45)

STEP

5

Send 

combined

feedback

to utility

(day 51)

IT IT All UPMU 

Director

Thematic 

Experts

Data collection steps in UPMU
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UPMU Monitoring tool

Enter Data

From Utilities
Import Data

Data Analysis

By UPMU

Consolidated sheet Master sheet



Quality of service regulation

Performance Indicators

Key Performance 
Indicators  ( 10 KPI’s) 

Lower Level Performance 
Indicators ( 33 PI’s) 

Indicators derived from
national strategies              

( 11 PI’s) 

HR Efficiency
Financial 
Efficiency

Ccustomer 
Service Efficiency

Operation 
Efficiency

54 Indicators, for 4 efficiencies, fed by 180 variables 

Quality of Performance Indicators

UPMU began to assess the quality of the indicators starting 2021 report based on the validity and reliability of variables to

calculate:

 The credibility of indicator is good

 The credibility of indicator is acceptable

 The credibility of indicator is not good
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List of KPIs

1
Microbiological water 

quality compliance

2 Continuity of supply

3 New connection efficiency

4
"No water" complaints 

per 1000 subscribers

5
Water consumption per 

capita (residential 

subscribers)

Training per employee

7
Collection Efficiency 

(Customers)

8
Operating cost 

coverage ratio 

(revenues)

9
Employees per 1000 

subscribers

6 Non-Revenue Water
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Annual Report Content (Structure) 
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 Introductory: Minister Speech, Foreword by UPMU Director, About UPMU & 

Report Methodology

 Analysis: 

 Utilities key data

 Performance of Water Utilities

 Performance Targets (Benchmarking)

 Thematic team

 Recommendations

 Appreciation

 Next Steps
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Utilities key data - 2022

Key Data
Miyahuna

(Amman,Zarqa,Madaba)

AW
(Aqaba)

YWC
(Irbid,Mafraq,Ajloun,Jarash)

Area [Km2] 13,286 6,905 28,990

Population [Nr] 6,584,700 222,800 3,236,000

Average number of people served per 
subscriber [Nr]

6.6 5.5 8.7

Estimated Water Service Coverage [%] 98 100 98

Water Subscribers [Nr] 1,028,813 46,147 377,143

Length of Water Network [km] 15,214 1,117 11,698

Wastewater Coverage [%] 78 91 47

Sewage Subscribers [Nr] 819,898 37,993 160,372

Length of Sewage Network [km] 5,333 332 1,887

Water Distributed [MCM] 319.588 26.336 114.498

Employees [Nr] 2,240 337 1,286



Some of the Indicators for year 2022
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Performance Indicators Miyahuna AW YWC

2021 2022 2021 2022 2021 2022

Microbiological water quality compliance [%] 99.7 99.9 100 100 100 100

Water consumption per capita per day 

(Residential Subscribers) [LCD]
53.6 52.9 87.9 75.3 46.4 44.1

Non-Revenue Water [%] 44.6 42.8 33.3 33.1 50.3 51.1

Continuity of supply [% of time ] 21.3 21.3 100 100 5.4 5.4

Collection Efficiency (Customers) [%] 95.6 95.9 91.6 80.8 73 87.2

Operating cost coverage ratio (revenues) [%] 99.9 100 134.5 119.9 63.4 60.8

Employees per 1,000 subscribers (W&WW) 

[No/1,000 subscribers ]
1.3 1.2 4.2 4.0 2.6 2.4

Training per employee [Hour/Employee] 5 7.6 13.8 15.3 0.8 2.4
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Recommendations 

 Based on the outcomes of the report, UPMU  

extract recommendations for the Utilities 

 The Utilities should take these 

recommendations into consideration and 

imbedding them into their business plans

 UPMU follows the implementation of 

recommendations



Follow-Up of Response of 
recommendations from 2021 report

16



17

Follow-Up of Response of 
recommendations from 2021 report
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Follow-Up of Response of 
recommendations from 2021 report
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Follow-Up of Response of 
recommendations from 2021 report
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Impact of the UPMU on Jordan's Water 
Utilities

 Periodically following up on performance indicators led to:

 Maintaining high water quality

 Improve effluent quality

 Reduction non revenue water percentage

 Improve collection efficiency

 Cover operating and maintenance cost

 Updating their business plans by relying the business plans guide 

lines that prepared by UPMU

 Creating a reliable aggregated database over a five-year

 Exchange experiences and capacity building between Utilities 

 Enhance their performance to achieve targets



UPMU publication

First output slim report for the first three quarters 2019 



UPMU publication

Jordan Water Utilities Monitoring Report 2019 



UPMU publication

Jordan Water Utilities Monitoring Report 2020 



UPMU publication

Jordan Water Utilities Monitoring Report 2021 



UPMU publication

Guidelines for developing business plans for water utilities 

in Jordan



UPMU publication

Management Contracts for the southern governorates 

(Karak, Tafileh and Ma’an)



UPMU publication

Documentation of virtual training & workshops for UPMU



UPMU publication

Jordan water utilities plants inspection report_2022/2023



UPMU publication

Customer Service Minimum Quality Standard Guideline



UPMU publication

Jordan Water Utilities Technical Performance Monitoring Report



UPMU publication

Roadmap Financial Mechanism to Finance UPMU Beyond Donners Support
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Extend the UPMU mandate to become an

independent regulator, or as part of a multi-

sector regulator by 2026
1

Next Steps/Road Map for UPMU

Develop a concept of incentives

and penalties for the Utilities10

Review with Utilities the

Assignment agreement & Article of

Association to get them approved

from the WAJ’s general assembly.

8

Ensure that the Utilities

have emergency plans4

Review/distribute the Customer

Services Minimum Standard

Guideline & Commercial

Relationship Management

Standard Guideline.

9

Initiate benchmarking between

local utilities and regional

similar utilities

3

Ensure that the Utilities are

including in their BP the

UPMU recommendations and

the set performance targets.

7
Define all regulatory tools and 

guidelines for full independent 

regulator
2

Extend the current inspection 

protocol to cover all areas for 

inspection
6 11 

Develop the current data management

information system that used at

UPMU to a platform (Dashboard)

Organize knowledge exchange

between the Utilities on best

market practices
5





Thank You
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