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1. Introduction

1.1 Background

The provision of safe and adequate water supply zagic sanitation for the
population has far reaching effects on health, pctdity, quality of life, and at

large to reduce poverty and ensure sustainabl®-sacinomic development. As
Ethiopia has a vision to reach the level of middieame countries by the year
2025, provision of these basic necessities as emlypossible for the whole
population in addition to improving health of thepulation has a synergetic
effect to enhancing the socio-economic developroéttie country to achieve its
vision. Thus, the country has set ambitious targgtseaching nearly 100%
coverage by the year 2015 in providing access tterwaupply and basic
sanitationfacilities in both urban and rural alike which is now incorporated

in GTP/UAP.

The pace of urban development is increasing resyiti increase of urban water
demand due to urban population growth and incrgasirurban living facilities

requiring high water consumption placing a chalkermn the demand side of
urban water supplies. Moreover, water sourcesveatdr supply infrastructures
are also becoming susceptible to contamination tduenplanned spontaneous
urbanization and indiscriminate settlements and U\also becoming serious
problem placing a challenge on the supply side rdan water supplies. In
addition to construction of new urban water suppglhemes, both these
challenges should have to be properly addressé&gparation and Maintenance

too.

One of the main services of urban water utilitegheir customers in operation
and maintenance is provision of technical servideshnical services directly
associated with technical management of custonsersices include individual
new service connection, shared service connectiom fexisting connection,

connection relocation, connection transfer, maiatee, etc. and the payment for



the services. As well there are also technicableras which hinder water

distribution such as illegal connections and hoakehtorage.

In this regard, there are currently customary pidoces, payments and problems
coping mechanisms each urban utilities are usingyvé¥yer, the Water Policy
directs to draw national standards for Operatich iaintenance of water supply
facilities. Thus, the purpose of this documenttasdraw standard technical
service provision procedure, standard principlesftimation of the payment for
the technical service and the ways for coping teehrmproblems hindering fair

water distribution.

1.2 Customer Services

Water supply utilities’ legal customers are thosege who are connected to the
service of the utilities bind with connection agremt with the utility irrespective
of the type of their connections. Even though watgpply beneficiaries from
public taps are not legal customers of the utilibhe service provider has legal
obligation to provide to them the service efficignt Moreover, those people
who are not yet getting the service while livingthim the utilities mandated
service area is also potential customers of thbtiesi Customers already
connected to the service need to ensure the Hdlyabi the service and improve
their service levels in line with their financiaf@dability while the customers
which are not yet connected need to get connectélet service. Thus, utilities
are required to meet the needs of these custombest purpose is to supply
adequate, reliable and safe water supply to thestomers all the time with
reasonably affordable cost. Therefore, they are&ipated to provide customer
oriented services. They are required to give thsrvice efficiently and
effectively to the customer and the customer isuireg to use the service
diligently as per his service agreement engageti wie utility. For smooth
provision of the service both sides are requiredfuldill their duties and
responsibilities. The services provided by theitytito the customer, the

prerequisites required from the customer to gesedhservices including the



payment, efficiency and effectiveness of the sexwiprovided should be clear to
the customer in order to ensure transparencyanstdrvice and establish best
relation between the provider and recipient of #wvice based on mutual
understanding. For this purpose customers’ forumdn® be established and
utilities need to have regular meetings with theufie. What the customer needs

from the utility?

Basically the customer need from the water utgis@nong others:

Provision of adequate water with standard qualitg adequate pressure all the
time (reliability),

Reasonably affordable service charge for all sesvifinancial, technical and
management efficiency),

Efficient and transparent customers’ service, ia@nnection, relocation,
maintenance, payment, complaint (one window se)yvice

Full information on the services of the utility,
Initial information on pre-planned interruptionwéter supply.

In order to fulfill these anticipations of the coister, water supply utilities are
required to have standardized service provisiomgaaores with well established
principles for payments of the services based @ ptovisions of the water

management policy and strategy of the country.

1.3 Considerations from Water Policy and Strategy Dcuments for

Customer Service Provision

Urbanwater supply utilities are required to provide the@rvice in consideration
of the directives and principles of water supphoysion set in the water
management policy and strategy. The service pmvistandard procedures and
the payments for the services are thus requirdsetbased on these policy and
strategy directives and principles. Basic policyd astrategy directives and

principles in this regard include:



Regarding Standardization of Water Supply Services:

Formulate and adopt national standards and criferiahe design, installation,

constructiongperation, maintenance,inspection and other activities in all water

resources management undertakings.

Regarding access to safe water and pricing:

As far as condition permit, every citizen shallvd access to sufficient water
of acceptable quality, to satisfy basic human needs

Water shall be recognized both as an economic aetidlgjoods,

Water is a natural resource with an economic vatasure fees are paid for
service rendered,

The price should be neither too high (discouragger use) nor too low
(encourage abuses),

Although all water resources development oughtedased on th&conomic
value" of water, the provision of water supply servicesthe underprivileged
sectors of the population, shall be ensured basedspecial Social Strategy”,

Ensure that pricing for urban water supplies Ishiah at full cost recovery and
develop cross-subsidization strategies and prooretit services,

Enhance self-financed and total cost recoverygmam in urban water
supplies,

Ensure that all water supply undertakings wik@uhately address costs
associated with operation and maintenance atged on “"cost-recovery”
principles,

Develop and implement water pricing measures l#sts, stage by stage, to
full cost recovery based upon user's payment cépacand by giving due
consideration to appropriate technologies,

Ensure transparency and fairness in the manadeshemater supply services so
as to enhance readiness to pay and participatidhéoysers and communities in
the financial management of systems,

As willingness to pay by users of water systesisaipowerful impetus for



financial sustainability of water resources systemdlingness to pay shall be
promoted by, interalia stating the main objectiviestituting fairness in water
systems, promoting transparency and communication

Regarding Operation and Maintenance

Promote the establishment of integrated operatioihnaaintenance framework that

provide reliable and sustainable water supply syst@ all the regions,

Develop guidelines and procedures for inspectioevgntive, routine and curative
maintenance services and for training of techngias well as develop a network

of monitoring systems,

Promote the direct involvement of communities, ipatarly women, in the

operation and maintenance of water systems,

Promote that operation and maintenance of watéersigsis based on decentralized

approach which enhances sustainability,

Carry out operation and maintenance of all wat@pbluand sanitation services

in a sustainable and efficient manner,

Create and promote a sense of awareness in comesuaitthe ownership and
their responsibilities for operation and maintereant water supply systems and

develop participatory management practices,

Promote and encourage that conservation of existaigr systems and efficient
utilization of water is as feasible as developnwémtew schemes,

Promote the involvement and meaningful participaté the private sector in the
management of water resources,

Provide the necessary legal framework for penaltesymensurate with the
violation of legal provisions relating to water oesces in order to produce

deterrent effects.



Regarding technologies,

Conduct regular assessment and inventory of WS nsehsituation and
develop technology selection criteria,

Adapt to local condition and use internationallgagnized technologies.

2. Objective
The objective of this standard guideline is to:

ensure technical services to customers of wateplgutilities are provided
efficiently, effectively, sustainably and transpahg with one window service,
ensure customers have paid reasonably affordaide fr the technical service
they are provided which fully covers the servicestcasing low cost service
connection technologies, high connection efficieraty

ensure payments for technical services are basdairoastimation of the cost of
the utility for the service,

ensure connection fee is not being obstacle tcgetected to the water supply
service through introduction of various payment alitigs,

ensure all customers living within the utilities meated boundary for water
supply have got access to water supply serviceexiom,

Have a common understanding on illegal connectamisthe actions thereof and
the need on household level water storage.

3. Scope

The scope of the guideline include only the tecaingervices provided by the
utilities to customers regarding their service amtion such as new connection
installation, connection relocation, connectionnsfer and maintenancdt
doesn’t include overall technical service actiwtiendertaken by the utility in
operation and maintenanck.also addresses some operation and maintenance
challenges such as illegal connections, househel@! |water storage, and
technology options for service connections.



4. Recommendations on Customer Technical Service ®&nsion
Procedures and Payments

4.1. General

Customers’ technical services covered in this dindeinclude: new service
connection from the utilities distribution pipe éinor from existing service
connection, connection pipe relocation within a poomd, connection transfer to
other places, and service connection maintenancdudimg water meter
maintenance or replacement. Utilities are antieigai build their capacity to
provide these services through a one window servicEhe recommended
procedures to be followed to entertain the custshra®mand for such services
and the estimate of the payments for the servicesliacussed below. Some of
the recommendations in this regard are not newerakewurban utilities are also
using similar procedures currently. However, mdsthe recommendations may
be new drawn based on the directives and principlethe water policies and

strategies.
4.2 New Service Connection

New service connection is a water pipeline laidnfréghe nearest utilities
distribution pipeline or existing service connentito customers’ residence,
business or other service providing facilities.dttesn’t include the pipeline
downstream of the water meter. Utilities have tketanto consideration the

following factors in connecting customers to theater supply services:

The point of connection at the utilities distrilmurtiline should be selected in such
a way that the service connection of the customehort, has adequate residual
static pressure (at least 10 m of water head),sadde and not exposed for
damage, the size of the pipe is adequate, there sk for water contamination,

etc.



The service connection pipe to the customer shbeldouted in such a way that
the service connection of the customer is shoxgssible and not exposed for
damage, not exposed to the risk of water contamimapossibly not within
property line of others, by the side walk of roadishin the curbstone, well
buried underground (unless the geology impede) etc.

The minimum diameter of the service connection pfipe residential houses
should be ¥z inch (12.5 mm) for 1 household the sigeeasing depending on the
length of the connection, the available residuatictpressure at the connection
and number of the households to be served,

Stop valve (gate valve) need to be installed atsém@ice connection where it
branched out from the distribution pipe line,

Water meter should be installed well secured 3+#&side the property line of the
customer where it is easily accessible for a medader, supervisors, and
maintenance technicians in line with the manufaetsrguideline and provided
with gate valves on both sides and housed in arrhete

There should be straight pipes on both sides ofvdwer meter with a length of
10 and 5 times the meter's nominal diameter ondihenstream and upstream
side of the meter respectively to avoid turbulengkich hinders proper
functioning of the water meter,

Check valve (non-return valve) need to be instdtigthe downstream side of the
master water meter for multi-storey buildings (comihium houses, apartment
buildings, etc) to avoid contamination of watertine distribution line by cross

connection with sewer pipes.
4.2.1. Service Provision Procedure

The service provision procedure mainly focused tdlime the prerequisites
required from the customers and the actions toakent by the utilities. The

recommended procedure for new service connectduodes:

Application providing full address of the house and the appticas per the

standard format attached herewith,
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Documents on the legal status of the applicarthéohouse applied for water
service connectiofplan, kebele confirmation, etc), or
For those who have no legal document to the hdusé including those
recognized as illegal settlers), ownership conftrom letter from
Kebele/Woreda/municipality for the house. In these, the customer will engage
into unconditional commitment agreement with thditytfor disconnection
without any cost for the utility at any time. Thaption will be practiced only
until the town/Woreda administrations completed vaiimg legal ownership
documents for those who have not it.

Submission of original and photo copy of renevdsohtity card of the applicant,

Effecting payment for technical service (connattilesign and cost estimation),
Purchasing materials required for connection eitihem the utility or from
outside as per the design,

Effecting connection fee payment as per the caimeestimate of the utility,
Deposit money as a guarantee for the safety ofmiter meter if the meter is
supplied by the utility to the customer for freedaor 3 months bill payment
security advances estimated on monthly averagaioguison basis,

Undertake connection agreement with the utilitgtisg all obligations and
rights of the customer and the utility based on tkgional proclamation,
regulation, and guidelines and guidelines of thigyt
Do the connection,

Register it in customers’ list/logbook.

4.2.2. Payment Estimate for New Service Connection

Payments the customer required to pay for servicenection design and cost
estimate of the connection and for the service igeal by the utility for the
installation of the connection is required to besdzh on cost recovery of the
utility (labor, material, tools and equipments) foe service provided as per the
water policy. Moreover, the modality of the paymestiould consider the

financial capacity of the customer and the utiatyd provide opportunity to the
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customers to pay in few installments, pay includimgvater bills within limited
period of time, etc. Accordingly, the estimate fbe payment could be worked
out based on the following:

(a) Payment for Technical Service (connection desigand cost estimationit

is the sum of the following cost components:

Transportation cost- depends on the distance from the utility officelte house
required to have water supply connection. If thityistaff uses rented vehicles,
the cost would be the amount of the rent. If theg the vehicle of the utility, the
cost includes the cost for the driver, the operatiost of the vehicle (fuel, oll,
grease and other consumable items for the vehmhe),depreciation cost of the
vehicle. These costs are calculated as the faligwi

Driver’'s cost (Birr) = monthly salary in Birr /156ours (working hours in a
month) X the time the driver is engaged in the w@rdur)

Depreciation cost of the vehicle (Birr) = total to$ the vehicle (Birr)/life span
of the vehicle (hour) X the time the vehicle is aged in the work (hour)
Operation cost of the vehicle (Birr) = 1.1 (fueloHl + grease cost) (Birr)
consumed during the time the vehicle is engageldarmwork.

Ten percent considers the cost for the wearingiteats such as tire and some
maintenance costs.

Thus, the transport cost in case of using thetiesliown vehicle would be the
sum of the above cost components.

Skilled and unskilled labor cost required: depends on type of skill required,
magnitude of the work (man-hour), and rate of tagnpent (Birr/man-hr),

Skilled labor cost = monthly salary in Birr /156ure (working hours in a month)
X the time the skilled laborers are engaged inathek (hour)

If the skilled labor involved in the work is morean one, the cost for each will
be calculated by the formula and summed up.

The customer could provide unskilled labor. Howevérunskilled labor is

provided by the utility, the cost will be calculdtas the following:
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Unskilled labor cost = daily wage in Birr/ 8 hoyrgorking hours in a day) X the
time the unskilled laborers are engaged in the wbdur). If unskilled labor is
supplied by the customer, the cost will not beudeld in the service fee.

If the unskilled laborers involved in the work anere than one, the cost for each
will be calculated by the formula and summed up.

Depreciation cost of equipments, instruments and ts required for the
work: e.g. surveying instrument, etc.: depends on tlpred@tion rate of the
equipment (Birr/hr) and the total hour the instruineill be used in the work.
Depreciation cost is the portion of the cost vabfea fixed asset (vehicle,
instrument, equipment, plant, tools, etc) depredaturing the period of time the
item is in use for the specific work, e.g. in thsse for the study. Even though
there are various methods for depreciation valnatgtraight-line depreciation
method which assumes the cost of the asset ishditgd evenly over the useful
economic life of the asset is used.

Useful economic life of the assets is adopted fioentinent guideline of the
Ethiopian Government on the same. Thus, depreniatist is calculated as:
Depreciation cost = Cost of the item (birr)/(ecomorife of the asset (year) X
8760 hours (hours in one year)) X hours the iteenigaged in the work

(b) Service Connection Installation Feeit is the sum of the following cost
components:

Transportation cost (round trip): depends on the distance from the utility
office to the house,

Unskilled labor cost required for trench excavation depends on the width,
depth and length of the trench, the soil condiamal road crossing (Birr/m). If
trench excavation and back fill is done by the @ongr, this cost will not be
included in the connection fee.

Skilled and unskilled labor cost required for pipeinstallation: depends on
type of skill required (e.g. plumber), magnitudettod work (man-hour), and rate
of the payment (Birr/man-hr). If unskilled laborpsovided by the customer, the

cost for unskilled labor is not included in thetalstion fee.
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Depreciation cost of equipments, instruments and ts required for the
work: e.g. pipe cutter, vice, wrench, pipe threader,: eiepends on the
depreciation rate of the equipment (Birr/hr) angltdour the instrument will be
used in the work.

The costs for each cost components are estimatdid@assed above in 4.2.2 (a).

4.3. Service Connection from Existing Connection

Service connection from existing connection is &wpipeline laid from existing

service connection to the new customer’s residebasiness or other service
providing facilities. It doesn’t include the piped downstream of the water
meter. The segment of the service connection tehaged includes the service
pipe line from the junction at the utilities diswition line to the junction of the
service connection pipeline of the new customee @bst of this segment of the
service connection should have to be shared amimagcannected customers

based on the utilities cost estimate as discusskeaviin Section 4.3.2 (c).
4.3.1. Service Provision Procedure

In this case, before undertaking the connectionutiidy has to ensure that the
shared service connection pipe could provide adequater with adequate
pressure particularly at the peak hour demand [fauatomers connected or are
to be connected. Moreover, the new customer rewyithe shared connection
should pay some parts of the investment cost ferstiared service connection.
Accordingly, the recommended procedure for new isenconnection from

existing service connection includes:

Application providing full address of the house and the apptias per the
standard format attached herewith,

Documents on the legal status of the applicarthéohouse applied for water
service connectiofplan, kebele confirmation, etc), or

For those who have no legal document to the hdusé including those

recognized as illegal settlers), ownership conftrom letter from
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Kebele/Woreda/municipality for the house. In these, the customer will engage
into unconditional commitment agreement with thditytfor disconnection
without any cost for the utility at any time. Thaption will be practiced only
until the town/Woreda administrations completed vatimg legal ownership
documents for those who have not it.

Submission of original and photo copy of renevadsohtity card of the applicant,

Effecting payment for technical service (connattilesign and cost estimation),
Purchasing materials required for connection eitihem the utility or from
outside as per the design,

Effecting connection fee payment as per the caimeestimate of the utility,
Deposit money as a guarantee for the safety ofmiter meter if the meter is
supplied by the utility to the customer for freedor 3 months bill payment
security advances estimated on monthly averagaioguison basis,

Effecting the cost sharing payment for the owokthe existing connection
from which the customer is planned to be conneageger the cost estimate of
the ultility,

Undertake connection agreement with the utilitstisg all obligations and
rights of the customer and the utility based on thgional proclamation,
regulation, and guidelines and guidelines of thigyt
Do the connection,

Register it in customers’ list/logbook.

4.3.2. Payment Estimate for New Service Connectiorfrom EXxisting

Connection

(a) Payment for Technical Service (connection desigand cost estimation)k

is done similarly as it is discussed in Section2(2) above.

(b) Service Connection Installation Feek is done similarly as it is discussed in
Section 4.2.2 (b) above.
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In cases of service connections from the distrdyutine of the utility or from
customers’ existing connectioif,water supply utilities are not in a position to
supply water meters to the customers for varioasars, customers are entitled
to purchase water meters which fulfill the standaguirement of the utility. In
this case, the customer is not required to depositey to guarantee the water
meter safety and pay rent for the water meter ng ks it is replaced by the
utilities water meter. If deposit money is required guarantee the utility for
unpaid bills, the amount of the money should nateex the bill for 3 months
estimated based on average monthly water consumpticcase the customer is
required to pay deposit money for the water medéetyg guarantee installed from
the store of the water utility, the customer habagrovided a grace period of at
least 3 months from the date of the service commedbr payment. Payment
could be effected fully or by 2-3 installments paly depending on the financial

capacity of the customer.

(c) Payment for shared segment of the connection tthe neighborhood

customer sharing his service connection-

The principle of the cost sharing is to enablerteigghborhood customer who has
shared his service connection to recover partly ddtual expenditures in
consideration of the depreciation costs of the rmateused in the connection.

Accordingly, the cost is estimated as per the foithy:

Initially, the water utility decides how many custers could be connected to the
existing service connection depending on the sizth® pipe and the residual
pressure available (i.e. flow available) and acewlg the percentage of the
share — 1/n x 100 = Y%, where n is number of custsrthat could be connected
to the existing service connection.

Y% of the excavation cost of the shared segmenthefconnection pipeline
estimated based on the labor cost during the tinmestallation,

Y% of the material cost utilized in the shared segtof the connection pipe line

minus the depreciated cost of the materials,



Y% of the skilled labor cost spent for installatiohthe shared segment of the
connection pipe line based on skilled labor cosinguthe time of installation,

Y% of the depreciation cost of tools and equiptsertilized for installation of
the shared segment of the connection pipeline baiselpreciation costs of tools

and equipments during the time of installation,

The sum of the above listed cost components willthee amount the new
customer is required to pay for the neighborhoostauer who has shared his

service connection.

4.4 Connection pipe relocation in the compound of the duse
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Technical service for relocation of service conmectpipe located in the
compound of a customer may include activities sagtassessment of the cause
for relocation, relocation design and cost estimdimantling of the connection

pipeline needed to be relocated, and installatidhepipeline to be relocated.

4.4.1. Service Provision Procedure

The service provision procedure mainly focused tdlime the prerequisites
required from the customers and the actions toakent by the utilities. The
recommended procedure for connection pipe relatatithin the compound of

the customer includes:

Application providing full customer’s data as per the standardhat attached
herewith,

Effecting payment for technical services (assbsesneed and possibilities for
relocation and prepare relocation cost estimate),
Purchasing additional materials required for reiiocaeither from the utility or
from outside as per the assessment,
Effecting payment of the relocation service fe@asthe estimate of the utility,
Do the relocation,

Register the same in the customers’ log-book.
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4.4.2. Payment for connection pipe relocation

The payment for connection pipe relocation condisés cost for the technical
service to assess the need for relocation, prepdoeation design and cost

estimate. Accordingly, the cost is estimated ashpefollowing:

(@) Payment for Technical Service (need and possiity of relocation
assessment, design and cost estimatien) is the sum of the following cost
components.

Transportation cost (round trip)- depends on the distance from the utility
office to the house,

Skilled and unskilled labor cost required: depends on type of skill required,
magnitude of the work (man-hour), and rate of tlagnpent (Birr/man-hr). If
unskilled labor is provided by the customer, itstas not included in the service
fee.

Depreciation cost of equipments, instruments and tds required for the
work: e.g. vehicle, surveying instrument, etc.: depardthe depreciation rate of
the equipment (Birr/hr), total hour the instrumeiilt be used in the work.

The above cost components are estimated similarly is discussed in Section

4.2.2 (a) above.

(b) Connection relocation feeit is the sum of the following cost components.

Transportation cost (round trip): depends on the distance from the utility
office to the house,

Unskilled labor cost required for trench excavation (for digging out the
previous pipe and reinstate the trench and for trenh excavation of the new
location): depends on the width, depth and length of theckretine soil condition
and road crossing (Birr/m). If trench excavatiord dvack fill is done by the
customer, this cost will not be included in the mection fee.

Skilled and unskilled labor cost required for pipe dismantling from old
location and installation on the new location)depends on type of skill required

(plumber), magnitude of the work (man-hour), anderaf the payment



(Birr/man-hr). If unskilled labor is provided by edhcustomer, its cost is not
included in the service fee.

Depreciation cost of equipments, instruments and tds required for the
work: e.g. pipe cutter, vice, wrench, pipe threader,: eiepends on the
depreciation rate of the equipment (Birr/hr) anthitdiour the instrument will be
used in the work.

The above cost components are estimated similarly i@ discussed in Section
4.2.2 (b) above. In service connection relocatiotiljties have to ensure the
previous service connection is totally disconnect®n the system to avoid

contamination.

4.5. Connection transfer to other places

4.5.1.
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The activities of the technical service for traamsbf connection to other place is
basically the same as new service connection ireman it may include
additional activities such as dismantling of theypous service connection to use
it in the new service connection (relocation of fhrevious service connection).
However, in this case the customer may not be tergid as new customer except
modifying customer registration data on the presiaegistration database.
Moreover, he may not be also required to depodiitiatial money if there is
such requirement in service connection.

Service Provision Procedure

The service provision procedure mainly focused tlime the prerequisites
required from the customers and the actions toakent by the utilities. The
recommended procedure for service connection eansfludes:

Application providing full address of the house and the apptias per the
standard format attached herewith,

Documents on the legal status of the applicarthéohouse applied for water
service connectiofplan, kebele confirmation, etc), or

For those who have no legal document to the hdusé including those
recognized as illegal settlers), ownership conftrom letter from

Kebele/Woreda/municipality for the house. In these, the customer will engage
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into unconditional commitment agreement with thditytfor disconnection
without any cost for the utility at any time. Thaption will be practiced only
until the town/Woreda administrations completed vatimg legal ownership
documents for those who have not it.

Submission of original and photo copy of renevasohtity card of the applicant,
Clearance of payments for the previous connection,

Effecting payment for technical service (connattilesign and cost estimation),
Purchasing materials required for connection eitinem the utility or from
outside as per the design,

Effecting connection fee payment as per the cdioreestimate of the utility,
Deposit money as a guarantee for the safety ofMiter meter if the meter is
supplied by the utility to the customer for freedaor 3 months bill payment
security advances estimated on monthly averageuoagpison basis,

Effecting the cost sharing payment for the owokthe existing connection
from which the customer is planned to be conneageger the cost estimate of
the utility if the connection is planned from ekist service connection,
Undertake new agreement with the utility by amegdhe existing connection
agreement as per the new connection context,

Do the connection,
Modify the customers’ data base with new data.
Note: the customer is not required to pay deposit oney as he has paid for

the previous connection which is going to be discaected.

4.5.2. Payments for service connection transfer

The payment for connection pipe transfer includhestechnical service to assess
the need for the transfer and the materials thatdcbe relocated, prepare the
new connection design and the cost estimate inojuthe dismantling cost if

necessary. Accordingly, the cost is estimated asheefollowing:
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(a) Payment for Technical Service (assessment ofetmeed for transfer and
the materials that could be relocated, preparing te new connection design
and cost estimationjit is the sum of the following cost components:

Transportation cost (round trip)- depends on the distance from the utility
office to the house (both the previous and the oe®),

Skilled and unskilled labor cost required: depends on type of skill required,
magnitude of the work (man-hour), and rate of tagnpent (Birr/man-hr). If
unskilled labor is provided by the customer, itstas not included in the service
fee.

Depreciation cost of equipments, instruments and ts required for the
work: e.g. vehicle, surveying instrument, etc.: depardthe depreciation rate of

the equipment (Birr/hr), total hour the instrumeiilt be used in the work.

The above cost components are estimated similarly is discussed in Section
4.2.2 (a) above.

(b) Service Connection Installation Fee including gmantling of the previous
connection if necessaryit is the sum of the following cost components:
Transportation cost (round trip): depends on the distance from the utility
office to the house (both the previous and the aewif dismantling is required),
Unskilled labor cost required for trench excavationincluding dismantling of
the previous connection if necessarydepends on the width, depth and length of
the trench, the soil condition and road crossinigrfd). If trench excavation and
back fill is done by the customer, this cost wit ibe included in the connection
fee.

Skilled and unskilled labor cost required for pipe installation and
dismantling of the previous connection if necessarydepends on type of skill
required (e.g. plumber), magnitude of the work (rhanr), and rate of the
payment (Birr/man-hr). If unskilled labor is prded by the customer, its cost is
not included in the service fee.

Depreciation cost of equipments, instruments and ts required for the

work: e.g. pipe cutter, vice, wrench, pipe threader,: eiepends on the



depreciation rate of the equipment (Birr/hr) angltdour the instrument will be
used in the work.

The above cost components are estimated similarly is discussed in Section
4.2.2 (b) above.

4.6. Service Connection Maintenance including water metemaintenance or
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replacement

Even though any individual who come across any rieah problem of the
utilities water supply infrastructures associatethweakage of water has a moral
responsibility to notify the same to the utility any other relevant authority, the
customer has legal responsibility to inform to tiiéity any defects on his service
connection for timely maintenance. It is under tégponsibility of the utility to
undertake maintenance of any defects of the sepigeline upstream of the
water meter (including the water meter) while angintenance downstream of
the water meter lies under the responsibility o tustomer. Even though
utilities have responsibility for maintenance ofvéee pipe connections upstream
of the water meter, the cost of the maintenanceoiered shared with the
customer. Accordingly, the customer is requiredctwver fully (100%) the
material cost while the labor and other miscellarsecosts are covered shared
with the customer in 50% proportion. However, thaimenance cost of water
meter is fully covered by the utility unless thenmdasge has occurred with the
negligence of the customer. In case of condomiranchreal estate condominium
apartment buildings, service connection maintenaesponsibility lies on the
utility for the connection segment upstream of iester water meter (including
the master water meter) i.e. the water meter mewgstie overall flow to the
building while the maintenance of the segment dorgasn of the master water
meter is under the responsibility of the custonmer(s spite of the utilities
responsibility for maintenance of service pipe cmtions upstream of the master
water meter, the cost of the maintenance is covehaged with the customers.
Accordingly, the customers are required to covdy f{100%) the material cost
while the labor and other miscellaneous costs aneered shared with the

customers in 50% proportion. However, the mainteaarost of water meters
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(both the master water meter and sub-meters iadtall individual households) is
fully covered by the utility unless the damage besurred with the negligence of
the customer(s). The common service connectionspgerving residents of
condominium houses and real estate condominiuntrapat buildings could be
a major source of physical losses of water unlesdi wrganized resident
committee working closely with the utilities is aklished to manage this
segment of the water supply system. The residenirdtiee also shall engage in
to agreement with the utility to pay the differeaad the reading by the master
water meter and the sum of all sub-meters. Howesxem though residents will
pay for the loss by the master water meter, it @wdwdve significant impact on
the supply of water to the town forcing the utilior unnecessary expenditures in
investment for additional infrastructures (sourcdsjus, utilities should strictly
supervise the loss of water in this segment ofsér@ice connection. Moreover,
utilities have also to work closely with the er@giresponsible to the construction
of condominium houses/real estate condominium et buildings (i.e.
condominium buildings development agency and resthte developers) to
monitor and ensure the construction quality of Wader supply and sanitation
infrastructures before connecting to their system.

In any of the above maintenance works, if damagedeaurred by a third party
to the service connection, it would be liable te tost of the maintenance.
Service Connection Maintenance Procedure
The recommended requesting procedure for maintenahservice connection
includes:

Application orally by phone or in written as pde standard format attached
herewith,

Sending to the site pertinent skilled person waghair log-book,

Undertake the repair if possible and get sigrieddustomer in the repair log-
book and include the maintenance cost in the neomtmwater bill of the
customer or identify the problem and the necessaatgrials for repair, workout
the repair cost and inform the same to the custambuy the materials and pay
50% of the repair service cost to the utility iEttefect is upstream of the water
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meter. However, if repair is required for the watester, it is done without cost
for the customer. If damage has occurred by a tpadty to the service
connection, it would be liable to the cost of thaimenance.

Isolate the connection until it is repaired if thés leakage,

Carry out the repair as soon as the customer mealy the material needed for

the repair and paid 50% of the repair service cost,
The repair is registered in the log-book of thetaoeer.

Installation and maintenance of the service conmeatownstream of the water
meter (not including the water meter) which is untlee responsibility of the
customer could be carried out by a private sergroeider/plumber. However, if
the work includes installation of water storagektaime service provider and/or
the customer has to ensure the capacity of theruai& is below or equal to the
maximum capacity set for the purpose in this gungel

Payments for maintenance
It is the sum of the following cost components:

Transportation cost (round trip) : depends on the distance from the utility office
to the house,

Unskilled labor cost required for trench excavationif required: depends on
the width, depth and length of the trench, the soidition and road crossing
(Birr/m). If trench excavation and back fill is doby the customer, this cost will
not be included in the maintenance fee.

Skilled and unskilled labor cost required for pipeinstallation: depends on
type of skill required (plumber), magnitude of twerk (man-hour), and rate of
the payment (Birr/man-hr). If unskilled labor isoprded by the customer, its cost
IS not included in the service fee.

Depreciation cost of equipments, instruments and ts required for the
work: e.g. pipe cutter, vice, wrench, pipe threader,: etiepends on the
depreciation rate of the equipment (Birr/hr) angltdour the instrument will be

used in the work.



4.7.

The above cost components are estimated similarly i@ discussed in Section
4.2.2 (b) above.
In order to minimize the cost and make it afforéabd the customer, in all
technical services discussed above, the custonal gfovide from his own
unskilled labor, shall himself do excavation andkflling works in which case
these costs are not included in the service fethoutility.
Based on the above discussed technical servicegrayestimate principles each
utility shall calculate the average cost for eaebhhical services in the town
using average values for each variables and pestdists on the information
board of the utility for transparency.

Recommended Connection Technologies
The water policy and strategy state that technekd¢p be used in urban water
supply in general and in service connection in ipaldr should ensure
affordability of the customer to cover the investiheand operation and
maintenance cost among others. Hence, in this degdre water policy

recommends adapting internationally recognizedneldyies to local conditions.

(a) Service Connection Pipes
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Currently HDP pipes are produced in the countrylifating their use in service
connection. Hence these pipes are recommendeceifacs connection for this
and the following reasons in place of the tradaioB1S pipe usually used for this
purpose.

Its advantages over the other pipe materials &9 pipe are:

Has low supply, installation and maintenance cost,

Easy for installation and repair not requiring spketols and special training,
Has relatively low head loss, i.e, low energy cangtions, thus low O&M cost,

Low risk of contamination in the service connectidne to siphonage of
contaminants at the joints as it has minimum joimo joint at all.

It has no corrosion problem which reduces the &fan of the pipe and
deteriorates the water quality supplied.



However, the pipe should be buried with sufficielefpth to resist mechanical
load and with precaution not to expose it to fieat

(b) Water Meters
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Water meters are efficient in working in low floanges. For flows having high
flow range, e.g. multi-story buildings etc. use @imbined water meter is
recommended. Pressure rating, accuracy, minimuw fio start the meter,

sealing condition, covering, etc are importantdesto be considered in selecting
water meters. Water meters functionality shouldtdsted at least once in 1-2
years by the utility.

It is recommended to use meters with the follovsrags (mm)

Maximum monthly flow (i) water meter (mm)
130 15
00 . e 25
S000. .. e 50

lllegal connections and water use

There should be a common understanding on illegahection or use of water
among urban utilities. These may include:

Have connection to the utility’s pipe network withdknowledge, permission and
legal connection agreement with the utility,

Have connection before the water meter,

Make the water meter to malfunction intentionally,

Use of water for unauthorized use as per the cdiomeagreement, e.g. for
normal irrigation,

Transferring one’s water pipeline to another peraahout the knowledge and
agreement of the utility,

Allowing another person to connect without the kfexlge and agreement of the
utility,

Relocation of connection without prior knowledgel @greement of the utility,
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As per the water policy, all these and other sinoléences should be prohibited
by regional proclamations and regulations with ftessstated.

Availability of Water Storage Facilities at Househdd Level

As it is discussed above one of the main demantiseofustomer from the utility
is to ensure reliability of the water supply inner of quantity and quality all the
time. Currently most of the urban utilities are mota capacity to ensure this
demand of the customer. Thus, urban water supatesot reliable which forces
customers to store some water for reserve.

Thus, the problem associated with water storadgmwasehold level which affects
fair distribution of water to customers is relatadre to utilities shortcomings in
ensuring the reliability of water supply ratherrihaeing a fault of the customer.
Thus, utilities have to ensure first continuousexaupply to the customer which
is unrealistic in the present urban water suppintext which justifies the
necessity of storage at household level this tifmwvever, the volume of water
storage facilities should be estimated based orfdlf@ving considerations and
their volume should be limited accordingly:

The maximum days of continuous water supply infgramn by the utility,

Daily water consumption of the household (20 litethe number of persons in
the household)

Thus, the storage volume required will be the pobdf the amount of water
required for the household in a day as estimateaveatmultiplied by the
maximum days of continuous water supply interruptio the household but not
exceeding 2 rh Moreover, storage for entities having high congtiom such as
commercial establishments, public institutions, dmminium houses, apartment
buildings and the like should be allowed only torstfor their domestic use and
should not exceed 10°mHowever, institutions and commercial establishmment
such as hospitals, universities and colleges, lstgls, jails, etc. which would
have high water consumption are exempted fromréssiction.

The storage should be closed with manhole accedshame air vent (bend
downward or protected with wire mesh) and shoutrttaterial be standardized

to avoid contamination. Moreover, the storage sthdeal connected in such a way
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to avoid stagnation of watend provided with drainage and overflow pipes with
float valves. If the storage is overhead tankshduld be supported by a structure
with adequate strength on firm foundation locatddappropriate location

(accessible, not susceptible to danger for theleess, and tanker not exposed for
excessive heat and direct sunshine, etc) in thivmes’s premise. Customers are
required to wash their tankers and disinfect thetaast once in a year depending

on the material type of the tanker and the wateatity
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Annex-1
Application Form for Technical Service

To: (name of the town’s water supply and sewerage secé)

A. Applicant’s Information:

Name
B. Address: City/Town , Sub-city , Kebele , House
No.

Phone No.

C. Water Supply technical services applied fomark in the space provided):

1. New service connection

2. New service connection from exist+++ing other rviee
connection

3. Service connection relocation or extension englemise

4. Water meter repair or replacement

5. Service pipe connection maintenance upstream thé water
meter

6. Service pipe connection maintenance downstream tlee water
meter

7. Others (provide description)

D. Type of connection applied for(for new water supply service connection
only: mark in the space provided)

1. Residential House Connection

2. Residential Yard Connection

w

. Residential Shared Yard Connection

N

. Institutional Connection

5. Commercial Connection

»

. Industrial Connection
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E. Address of the house/institution applied for wadr supply service
connection

Town , Sub-city , Kebele , House No

F. Cost to be covered by the applicant's own forcdmark in the space
provided)

1. Unskilled labor cost

2. Pipe trench excavation and back-fill cost

G. Attachments needed to this application in casef mew water supply
service connection

1. Copies of ownership document with the origifaishe house

2. Copy of identification card with the original

Applicant’s
Name
Signature
Date
For the water supply service utility use only
Application Received by

Date and time
Received

Actions taken (what action, by whom, Date and timaetion taken)

Date and time the work
completed




For Applicant’'s use

5. Applicant’s confirmation (Signature and
date)

6. Applicant’s comment on the service:

Note: As built drawing of the service connection of thient would be attached
to this application and filed together.
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