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1 CHAPTER ONE: Pro-poor Policy of OWSC 

1.1 Background 

Access to water and sanitation is a human fundamental right under the bill of rights of 

the Constitution of Kenya 2010. Nevertheless, about 20 million Kenyans do not have 

access to safe and affordable drinking water and adequate sanitation (WSP, World bank). 

High population growth and increasing urbanization place additional pressure on service 

provision and scarce water resources. Sanitation remains a major challenge with only 

15% sewerage coverage in the whole country, while basic sanitation services and 

professional sludge management are in their infancy, posing pollution risk to the already 

fragile water resources. The newly enacted Water Act 2016 defines the role of the 

National and County Governments in the provision of water and sanitation services and 

provides new challenges and opportunities for the sector. The provision of water and 

sanitation services is a devolved function to be undertaken by County Governments, who 

are expected to provide water and sanitation services through licensed Water Service 

Providers (WSPs). 

The Water Act 2016 initiated the second phase of the water sector reforms in Kenya, with 

institutions and their mandates aligned to the Constitution, the Vision 2030 and the 

Sustainable Development Goals (SDG). Significant progress in water service provision was 

made during the first phase of the sector reforms particularly with the commercialization 

of utilities, achievement of O&M cost recovery and the recognition of utilities' 

responsibility to provide services to the entire population in their service area, including 

the unplanned low-income areas (LIAs). However, progress in extending services to LIAs 

is lagging behind putting at risk the attainment of the Vision 2030 as well as the 

constitutional right to water and sanitation. 

The level of provision of water services by a water utility in its LIAs is being monitored by 

WASREB to ensure that the underprivileged consumer is protected from discrimination 

and unfair practices.  

In 2017, the Water Services Regulatory Board (WASREB) has introduced a pro-poor 

performance indicator to assess the level of pro-poor orientation of utilities and progress 

towards universal access. The indicator not only monitors the pro-poor interventions 

being implemented by county governments, but also gives guidance to water utilities to 

improve their services in LIAs.  

The indicator assesses pro-poor interventions in four main areas:  

1. Water coverage in LIAs  

2. Service levels in LIAs  

Human right to 
water & 
sanitation 

Water Act 

2016, SDGs and 

Vision 2030 

WASREB pro-

poor 

performance 

indicator 
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3. Strategy and organization of the utility  

4. Compliance to standards for water kiosks  

Indicator 3.1 stipulates that every utility shall have a pro-poor policy and strategy in place 

to define the operating parameters for their service delivery in LIAs hence complying with 

the terms and conditions of operations in all respects as defined and implied. 

1.2 Rationale 

In Kenya, every citizen has a right to clean and safe water. The Constitution of Kenya (CoK) 

2010 and the National Water Strategy commits to ensuring that all people are covered 

by the formal water supply system and that poor Kenyans pay tariffs that they can afford.  

However, it is estimated that out of the 21 million people living in service areas of the 88 

regulated utilities, more than eight million people are living in more than 2,000 urban low 

income areas and a majority of these still depend on informal services that do not comply 

with the normative content of the human right to water. Further, access to water in urban 

areas is highly unequal and unfair. The inequality has deep structural roots mainly from 

informality and poor planning, network configuration favouring higher-end users, supply 

versus demand management and weak incentives for change. Therefore, more water to 

urban areas does not necessarily guarantee a reduction in the inequalities. 

The provision of water and sanitation services is a devolved function to be undertaken by 

County Governments. According to the Water Act, 2016, County Governments are 

expected to provide water and sanitation services through licensed Water Service 

Providers (WSPs). 

Oloolaiser Water and Sewerage Company (OWSC) is a Private Limited Company 

established under the Company's Act Cap 486, Laws of Kenya and it is wholly owned by 

the County Government of Kajado. The mandate of OWSC as stipulated in Company’s 

Memorandum of Association, the Service Provision Agreement (SPA) and Water Act, 

2016 is to provide safe water and sewerage services in the Company’s areas of 

jurisdiction. 

According to the Water Services Regulatory Board (WASREB)1 only 53% of the population 

in the service area of OWSC has access to safe drinking water. The Company currently 

serves 12 low-income areas (LIAs) within their area of jurisdiction. In these LIAs OWSC’s 

water service coverage is estimated at a devastating 15%2.  

 
1 WASREB, 2018. IMPACT A Performance Report of Kenya’s Water Services Sector 2015/16 and 
2016/17. Issue No. 10.  
2 OWSC, 2018. Oloolaiser Water and Sewerage Company Strategic Plan 2017/18– 2021/22.  



OWSC – Pro-poor Policy and Strategy – 2018/19 - 2021/22  

OWSC acknowledges its responsibility towards universal access in line with Kenya’s Vision 

2030 and the right to basic services that was engrained in the Constitution of Kenya (CoK). 

The Company holds the monopoly of providing the water within the licensed area and 

hence must ensure that all residents are served irrespective of their economic status. 

The Company recognizes that low income areas (LIAs) are currently marginalized in 

accessing clean water and improved sanitation. This policy and strategy is the road map 

which the company will use to achieve access to clean water and improved sanitation for 

the residents of LIAs within the service area of OWSC. 

1.3 Goal and guiding principles  

In line with the national coverage goals, the overall policy goal for OWSC’s pro-poor 

orientation is 

To provide access to water and sanitation services for everyone in the service area 

according to national standards by 2030. 

In preparing this document, OWSC has been guided by the Company’s core values as 
defined in OWSC’s Strategic Plan 2017/18 – 2021/22.  

Integrity We uphold the highest ethical standards, demonstrating honesty 
and fairness in all our operations. 

Teamwork We work together towards the realization of the Company’s 
mandate. 

Customer focus We are dedicated to giving the best customer experience by 
providing high quality, reliable and non-discriminatory services 
which meet our customers’ needs. 

Professionalism We will take a professional and objective approach in all operations. 
We will uphold high standards of excellence and shall be 
accountable at all time. 

Creativity and 
Innovativeness 

We are committed to fostering creativity and innovation for 

continuous improvement.  

 

The following strategy will outline the planned steps to move towards the policy goal 

within the period from 2018/19 - 2021/22.  

Goal  

Guiding 

principles / 

Core values of 

OWSC 
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2 CHAPTER TWO: Pro-poor Strategy of OWSC  

2.1 Situational analysis  

Oloolaiser Water and Sewerage Company Limited (OWSC) was incorporated on 30th June 

2006 under the Companies Act Cap 486 and is wholly owned by the County Government 

of Kajiado. In line with the provisions of the Water Act, 2002, the company falls under the 

Tanathi Water Services Board (TAWSB) as a Water Services Provider (WSP) licensed by 

the Water Services Regulatory Board (WASREB) for the efficient and economical provision 

of water services within its area of jurisdiction. Enactment of Water Act, 2016 has 

introduced new institutional arrangements some of which include establishment of 

Water Resources Authority (WRA) and Water Works Development Agencies (WWDA) to 

replace Water Resources Management Authority (WRMA) and Water Services Boards 

(WSB) respectively.  

The Company’s service area is approximately 115 km2 and covers six wards namely 

Ongata Rongai, Olkeri, Keekonyoike, Oloolua, Nkaimurunya and Ngong as captured in 

Figure 1. Within the company’s area of jurisdiction there are four major towns namely 

Ongata Rongai, Kiserian, Kahara-Matasia and Ngong. In addition, there are 12 low-income 

areas (LIAs) that are served by the company. The total population within the Company’s 

area of jurisdiction was 237,805 in 2009 and is currently approximately 312,000. This 

population is projected grow to about 370,000 by 2022.  

2.1.1  Urban poverty in Kajiado 

Around one third of the urban population in Kenya is considered to live below the poverty 

line (2009 estimates).3 Most of the urban poor live in urban low-income areas.  

Within the service area of OWSC there are 13 LIAs, and around 20% of the population 

(around 63,000 people) live in those low-income areas. An overview on the LIAs within 

OWSC service area, their (estimated) population size and current service levels is given in 

the table below: 

 
3 In 2005/06, the poverty line was estimated at Ksh1,562 and Ksh2,913 per adult equivalent per 
month for rural and urban households respectively. (Source: 
http://inequalities.sidint.net/kenya/abridged/poverty/#).  

General 

Low income 

areas 

http://inequalities.sidint.net/kenya/abridged/poverty/
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Table 1: Current population and service status in LIAs  

No. Name of area 
Population 

2018 

Estimated 

Population 

2022 

Current service status (water / sanitation) 

1. Embul-Bul 11,954 14.257 

5 kiosks, 290 water connections,  3 private 

boreholes, 42 people connected to private 

boreholes 

2. 
Gichagi 13,409 15.992 

2 kiosks, 30water connections, no private 

boreholes, private water point  

3. 
Kisumu Ndogo 2,177 2.598 

2 kiosks, 80water connections, 3 private 

boreholes, 

4. 
Kware A 13,633 16.261 

8 kiosks, 195 water connections, no private 

boreholes,  

5. 
Kware B 8,357 9.969 

3 kiosks, 50 water connections, 2 private 

boreholes, 20 people connected to private 

boreholes 

6. 
Mathare 2,911 3.473 

1 kiosks, 35 water connections, no private 

boreholes 

7. 
Boon House 4,543 5.420 

no kiosks, 60 water connections, 3 private 

boreholes, 25 people connected to private 

boreholes 

8. 
Elmasin 339 406 

Currently not served by OWSC (Community 

project which will be handed over to OWSC)  

9. 
Gataka 2,714 3.239 

no kiosks, 25 water connections, 1 private 

borehole,14 people connected to private 

boreholes 

10. 
Gategi 460 550 

no kiosks, 90 water connections, 2 private 

boreholes, 30 people connected to private 

boreholes 

11. 
Ole Motondo 849 1.014 

no kiosks, 40 water connections, 3 private 

boreholes, 20 people connected to private 

boreholes 

12 
Gichagi Kiserian 648 775 

no kiosks, 35 water connections, 1 private 

boreholes, 10 people connected to private 

boreholes 

13 
Kaurai 572 684 

Currently not served by OWSC 

Total 62,566 74.638 
 

 

A map of the LIAs within OWSC’s service area is provided in  Annex 1.  
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Some characteristics that are shared between the low income areas within OWSC service 

area are:  

• Often high population densities with plots accommodating more than one household. 

• Many low-income areas are located on marginalized land (areas with a high water 

table or situated on top of hills or on riverbanks, etc.). 

• Most residents have low-income levels. Most them are active in the informal sector 

of the local economy and derive their income from small-scale businesses, trade and 

casual labor. 

• Many low income areas have poor infrastructure (e.g. roads, drainage, hospitals) and 

services (e.g. solid waste collection, Public Health) 

• Low-income areas can be planned or unplanned. Planned (formal) low-income areas 

are mostly found on government or council land. 

• Obtaining land for the construction of WSS infrastructure (such as water kiosks and 

public sanitation facilities) can be a challenge. 

• Landowners control investments in proper water supply and sanitation or 

construction of houses. 

• The quality of housing is often low.  

2.1.2 Current status of water supply  

OWSC operates 2 water production plants and 21 boreholes within its service area. These 

plants are Kiserian Dam, and Mbagathi Treatment Works. The total production capacity 

is around 8,800 m³/day currently supplies water to 70,000 people within the service area. 

The current transmission and distribution network is approximately 3,000 km². This 

results in a coverage of currently 51%: Apart from Rongai town, OWSC also serves the 

urban centres of Kiserian, Matasia, Ngong and Embulbul.  

The company currently serves 6,808 active connections. In addition, OWSC has 36 water 

kiosks of which 33 are operational. Non-operational kiosks are caused by lack of enough 

supply within the area where the kiosk are constructed, for example 2 kiosks in Olekasasi 

B. Current average hour of supply is 13 hours a day. On average OWSC supplies water to 

their customers 7 days a week.  

OWSC serves 11 out of the 13 low-income areas identified in our service area. Elmasin 

and Kaurai currently do not receive any services by the Company. In Elmasin a community 

water scheme exists and there are plans to hand-over the scheme to OWSC to integrate 

the community into the Company’s supply network. OWSC’s water supply in the LIAs 

significantly fails to meet the demand, it can be estimated that only 15% of the low-

income residents are currently supplied with water by OWSC. 

Character-

isation of LIAs 

in the SA of 

OWSC 

General 

Water supply 

in the LIAs 
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Most of these low-income areas consume water from pipeline connection through either 

metered household connections or water kiosks. The price per 20 l jerry can at the water 

kiosk is set at KSh 2.00. OWSC is aware; however, that overcharging at the kiosks is 

common and works with the operators and communities to tackle this challenge and to 

protect the customers at the kiosks. All kiosk operators have contracts with OWSC that 

oblige them to charge the tariff approved by the regulator.  

The company currently faces numerous challenges which hinder provision and expansion 

of water supply services to the population in the LIAs. These challenges include:  

• The physical planning layout is not well established where by the plots are not well 

demarcated and mapped road. Some of the low-income areas are informal 

settlements and the people living there are squatters that have no land rights and 

hence the Company cannot connect the plots.  

• Vandalism of water infrastructure leads to high maintenance costs. There is also a 

problem with theft of meters and pipes that are sold as scrap metal. 

• Existence of illegal connections which reduces revenue from sale of water and 

increased NRW. 

• There is not enough funding for rehabilitation of distribution networks 

• Some water kiosks get disconnected due to high unpaid bills and this reduces the 

revenue from the sale of water hence lowers the number of hours of supply 

• Overcharging of kiosk customers  

• High number of private boreholes some of which were sunk with public money and 

are now run as private/community water supply schemes undermining OWSC’s 

service monopoly 

• Some people who live in the LIAs engage in illicit brews and drugs making the area 

insecure for access of OWSC’s field officers.  

2.1.3 Current status of sanitation services 

There is no functional sewer network in the service area of OWSC. Though Kiserian sewer 

network is under construction. There are future plans by by Athi Water Service Board for 

Ongata Rongai sewer network. Households rely on simple pit latrines or toilets connected 

to septic tanks. With the recent completion of the construction of a decentralized 

treatment facility (DTF) in early 2019, OWSC has closed a long-time gap in the provision 

of sustainable sludge management. Before there was no treatment facility at all in the 

service area of OWSC and if households wanted to empty their septic tanks the exhauster 

truck had to dispose the sludge in treatment facilities in old quarry pits. The long 

transport distances made the service very expensive and thus affordable for few. With 

the construction of the DTF the sludge management service has become more accessible 

and costs for exhausting the toilets have halved. The DTF can serve 10,000 people. 

Challenges 

General 
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OWSCO has been a beneficiary of Urban projects concept (UPC) established by WSTF to 

Up-scale the access of water and public sanitation for the urban poor, The UPC is 

transparent financing mechanism for cost effective and sustainable technologies in low 

income areas financing of sanitation facility at both the household and plot level entirely 

influenced by demand for the sanitation facilities by the beneficiaries.  

As mentioned above, the Kenyan Water Act 2016 defines the mandate of the water 

service providers as being responsible for providing water supply and centralized and 

decentralized sewerage service incl. transport, storage and treatment of wastewater to 

the population in the service area. There is however no legal obligation or mandate for 

the water service providers to improve household sanitation facilities. Despite of this 

missing legal obligation to improve household sanitation, OWSC has been  one of 22 

water service providers implementing the Upscaling Basic Sanitation for the Urban Poor 

(UBSUP) programme as an attempt to tackle the challenge of urban sanitation and move 

towards the national and international sanitation access goals. UBSUP is a country-wide 

up-scaling programme aimed at providing access to basic household sanitation across all 

Kenyan urban low income areas.  Through the UBSUP programme, OWSC has supported 

the construction of 1,300 improved household toilets as well as one DTF (see above) and 

one public sanitation facility (PSF). Most tenants and landlords agree that the situation is 

much better than before the project when many households depended on open 

defecation, flying toilets and poorly constructed and maintained latrines. 

OWSC currently faces numerous challenges, which hinder provision and expansion of 

water supply services to the population in the LIAs. These challenges include:  

• Planning and construction of infrastructure is challenging in unplanned settlements 

without clearly demarcated roads and leeway. The lack of planned roads also 

challenges the access of exhauster trucks for emptying of septic tanks.  

• People rely on pit latrines that often cannot be emptied. Often lack of space 

challenges the construction of new latrines including improved (emptyable latrines). 

The costs of construction and maintenance of septic tank is a further problem 

hindering people to move towards more improved toilet technologies. 

• People in the LIAs frequently cannot afford mechanical emptying services, which 

charge (8,000-10,000 KSh). People therefore retreat to manual emptying with 

buckets, which poses a public health risk to the emptiers who regularly do not have 

any protective clothing and to the community as the sludge is unsafely disposed into 

drains etc.   

•  There is a challenge of constructing a firm strong toilets and conservancy tank( septic 

tank ) since the LIA are located in reclamated land fill sites that were quarrys and the 

ground is unstable  

Sanitation in 

the LIAs 

Challenges 
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• There is a challenge with the sustainability of usage of some of the toilets constructed 

under the UBSUP Pilot Phase. Some toilet are not in used but rather used as stores or 

completely closed. Operation and maintenance is also not always properly carried 

out. Especially the constructed UDDT toilets are mostly not used any longer. There is 

a clear need for follow-up and sensitization.  

2.2 Rational for pro-poor approach for OWSC 

As stated above OWSC currently only serves 53 % of the population in the service area. 

In the 13 LIAs within the service area - where 20% of the population lives, however, the 

situation is much worse. It is estimated that only 15% of the low-income residents are 

currently supplied by OWSC’s water supply services and access to formalized sanitation 

services is very limited.  

As per the SPA of 2011, OWSC is the only entity with the legal mandate to sell water in 

the service area. However, there is a high number of private boreholes within the service 

are some of which were sunk with public money and are now run as private/community 

water supply schemes undermining OWSC’s service monopoly. These private/community 

schemes do not have a WASREB license and operate outside of the consumer protection 

framework of the regulator WASREB. In addition, OWSC is aware that illegal water (re-

)sellers operate within the LIAs and sell water of uncontrolled quality and price to the 

residents. This practice is not in line with the sector framework and the constitutional 

human right to water. OWSC acknowledges that the lack of adequate service provision in 

the LIAs is driving residents of underserved areas into the arms of illegal service providers 

who do not comply with the national standards for water and sanitation service provision  

Against this background, OWSC acknowledges the need for strengthening our pro-poor 

service provision in the low-income area and serving all customers. This strategy 

manifests our commitment.  

2.3 Objectives 

For the planning period of this strategy (2018/19 – 2021/22) OWSC has defined the 

following six (6) objectives aiming at improving our service delivery to the urban poor.  

1. OWSC will institutionalize pro-poor roles and responsibilities within the 
Company structure by December 2019.  

2. OWSC will establish systems and procedures to map, collect and regularly 
update data on all low-income areas in the service areas until June 2020.  

3. Assuming that the present coverage is 15%, OWSC will extend its water 
coverage in the LIAs to 40% by 2022. 

 

Service status 

in LIAs 
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4. OWSC will increase access to improved sludge management for 10,0004 people 
living in the LIAs by 2022.  

5. OWSC will ensure that all kiosks within the service area are contracted and 
operated according to the rules and regulations set by WASREB by end of 2020.  

6. OWSC will identify at least 10 private boreholes with a total capacity of 
1500m3/day to serve at least transfer of 2,000 additional connections from the 
private borehole owners to serve estimated additional population of 12,000 
people and integrate them into the Company’s water supply system by the end 
of 2021.  

2.4 Strategic areas of interventions  

Strategic areas of intervention are key performance areas that cluster the activities 

necessary for reaching the company’s pro-poor objectives. Derived from the objectives 

for this planning period (2018/19 – 2021/22) OWSC has identified the following strategic 

areas of interventions:  

1. Institutionalization of pro-poor functions and roles within OWSC’s structure  

2. Information, mapping reporting and monitoring 

3. Enforcement of regulation  

4. Physical access, infrastructure and service delivery  

2.4.1 Institutionalization of pro-poor functions and roles within OWSC’s 

structure  

OWSC is committed to fulfilling its mandate to provide clean water and sanitation 

services to all residents in the service area, including those living in Low Income Areas. 

However, the management acknowledges that interventions in the low-income areas are 

frequently neglected overshadowed by the daily operations of the company if it is to be 

done under the existing company organization structure. Consequently, the management 

through the company’s Board of Directors acknowledges the need to strengthen the 

OWSC’s organizational capacities for pro-poor service provision. In terms of sustainability 

and the potential for up-scaling of service delivery for poor customers these capacities 

need to be built and approaches need to be anchored and institutionalized in a dedicated 

“pro-poor” section within the organizational structure of the company. Against this 

background, OWSC has already recruited a new member of staff who will be the focal 

point for coordinating activities aimed at achieving equity in service provision to LIAs. The 

job description of this Pro-poor Coordinator is provided in  Annex 3. The Pro-poor 

Coordinator will act as an independent organizational section reporting directly to the 

 
4 Based on estimates on the capacity of the WSTF design of the decentralized treatmemt facility 
(DTF)  

Current status 

and challenges 
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Commercial Manager. The organizational section for the coordination of the pro-poor 

activities yet has to be reflected in OWSC’s organogram. The pro-poor section will be 

made responsible to develop together with the management of the utility strategies on 

how to improve service provision in low-income areas, to mainstream pro-poor 

approaches within the company as well as take over monitoring and technical tasks, 

ensuring that residents of low-income areas located within the service area of the water 

service provider (WSP) have access to safe water and sanitation services. The 

institutionalization of the pro-poor roles and responsibilities will allow OWSC to become 

fully accountable corresponding to the human rights based approach of service provision 

anchored in the constitution as well as the policy and legal framework. 

OWSC has identified the following strategic responses to further progress the 

institutionalization of the pro-poor function and to tackle the abovementioned 

challenges and shortcomings.  

• Upon BoD approval this Pro-poor Policy and Strategy will become fully effective and 

guide OWSC’s activities towards improved service delivery for customers living in low-

income areas within the service area. The objectives and activities in this strategy are 

fully compliant with the Company’s Strategic Plan and therefore a smooth approval 

process of the Pro-Poor Strategy is expected.  

• Under the revised organogram of OWSC, the Pro-Poor Section will be anchored 

within the Commercial Department. The Pro-poor coordinator will report directly to 

the Commercial Manager. A schematic overview on the new organizational structure 

and anchoring of the Pro-poor section is shown in  Annex 4.  

• The future Pro-Poor Coordinator has been recruited but the onboarding of this new 

staff member needs to be continued. This activity has two sides. On the one hand the 

capacities of the Pro-Poor Coordinator need to be built to enable him to fully assume 

his role. This will require mentoring by experienced OWSC staff who have been 

involved in operation and community engagement activities in the LIAs. In addition, 

the performance contract for the Pro-Poor Coordinator with clearly defined 

milestones and annual targets needs to be agreed upon. The Pro-Poor Coordinator 

will also be benefitting by taking part in peer-exchange with other WSPs, e.g. within 

the WASPA Pro-poor benchmarking group. On the other hand, the structural 

anchoring of the Pro-poor role requires also that other OWSC staff build their 

knowledge and understanding about the new section and potential overlaps and 

cooperation needs with their respective roles. In order to increase the profile of pro-

poor issues within the Board of Directors, OWSC will also assign one slot of board 

membership as a pro-poor focal point. 

• Based on the agreed performance contract, the Pro-poor Coordinator will come up 

with an annual work plan and a proposed budget, which includes the administrative 

Strategic 

responses 
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budget of the unit as well as the implementation budget for the planned 

interventions. The budget will be discussed with the management and the agreed 

pro-poor activities budget will be incorporated in the company’s annual budget and 

presented to the BOD for approval annually. 

• It will be of utmost importance that efficient communication / reporting channels 

between the Pro-poor section and most importantly the Customer Care Department 

but also other departments are established. These communication and reporting 

channels will ensure that the Pro-poor Section receives relevant information (e.g. on 

kiosk customer complaints) and can act correspondingly. The Pro-poor Coordinator 

will set-up regular jour-fixe meetings with a focal person in the Customer Care 

Department, the GIS section as well as the technical department. 

• The Pro-poor Coordinator will be responsible for creating awareness about the 

newly established section within the relevant communities in the LIAs. This will 

included arranging meetings with relevant stakeholders such as County 

administration officers, local chiefs and other community representatives.  

2.4.2 Information, mapping reporting and monitoring 

WASREB with support of Water and Sanitation for the Urban Poor (WSUP) facilitated a 

comprehensive mapping of the LIAs within the Service Area of OWSC in late 2018. 

Consequently, updated data on boundaries and population data for the LIAs in OWSC’s 

service area is available. However, this updated data is currently not reflected in MajiData 

and only 6 out of the 13 LIAs within OWSC’s service area are included in MajiData. WSTF 

uses MajiData as a reference system for the appraisal of funding. Whilst WSTF has shown 

some flexibility with funding of projects in areas that are not included in MajiData OWSC 

cannot rely on this flexibility.  

The Company has a functioning and well trained GIS section. OWSC has also carried out 

a comprehensive Customer Identification Survey (CIS) in 2018. Most of the 13 LIAs were 

included in the sampling area and thus data on existing connections, kiosks and boreholes 

is available. Data on sanitation coverage was not collected as part of the CIS. A separate 

Kiosk Assessment covering all the utilities 36 water kiosks was carried out in 2017. Actions 

upon the results of this assessment have been limited. No comprehensive analysis of the 

available data on water supply in the LIAs has been carried out and thus the data gaps 

are unclear.  

OWSC has identified the following strategic responses to tackle the abovementioned 

challenges and shortcomings.  

• The Company will liase with WASREB and WSTF to ensure that the information in 

MajiData is updated and the additional LIAs are included in the data base.  

Current status 

and challenges 

Strategic 

responses 
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• The Pro-poor section with support of the GIS unit will review and analyse relevant 

data from CIS, LIA mapping and kiosk assessment and identify any data gaps. Based 

on the result of this review the Pro-poor Section will decide whether additional data 

collection will be needed. To avoid duplication of efforts OWSC will apply a pragmatic 

and results-oriented approach to data collection. This entails during the timeframe of 

this strategy no general baseline data shall be collected but additional data will only 

be collected if there is a specific use for the results of the data collection.  

• The company will establish a record system and procedures (M & E) for the regular 

update of the all information on LIAs including, location, baseline data, operations 

data, and complaints mechanisms and planned investments in LIAs. This includes a 

more efficient and result-oriented system for the monitoring of kiosk operation.  

2.4.3 Enforcement of regulation  

According to the Service Agreement OWSC has the service monopol for water supply and 

sewerage services in its Service Area. However, there are multiple private boreholes 

extracting water either for private use or selling water to neigbouring houses in small 

scale supply schemes. Many of these private boreholes were originally sunk using public 

funds and handed over to an operator. Boreholes operated by third party vendors pose 

a threefold challenges on OWSC’s service provision. On the production side, the water 

extraction strains the groundwater resources which are needed for the Company’s own 

supply. From a commercial perspective, OWSC loses a non-neglectible customer base to 

de facto illeagel suppliers. Finally, in terms of customer protection, private/community 

schemes are not accountable to WASREB and thus there is no regulation of the water 

prices and quality. 

Particular in the LIAs, enforcement of the regulated tariff is a general. Many people in the 

low income areas pay more for their water than stipulated in the approved tariff by 

WASREB. Reasons for that vary; As mentioned above, third party vendors operate outside 

of the regulated service environment. Informal water sellers take advantage of the supply 

shortcomings through OWSC and sell water at arbitrary and mostly exorbitant prices in 

underserved areas. Neighbour sales are common in areas with piped networks. OWSC 

has 36 kiosks of which most (33 out of 36) are operational. All kiosk operators have a 

contract with OWSC that stipulate the tariff (KSh 2 per 20 l), the opening hours and the 

general duties and responsibilities of the operator. However, OWSC is aware that most 

kiosk operators charge higher prices for the water.  

OWSC has identified the following strategic responses to tackle the abovementioned 

challenges and shortcomings.  

• The Company acknowledges our duty towards our customers to protect them from 

exploitation and we will thus increase our efforts to enforce the regulated kiosk tariff 

Current status 

and challenges 

Strategic 

responses 
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at all operational OWSC kiosks. We are committed to a conflict-sensitive and inclusive 

approach of resolving the issue of overcharging. The Pro-poor Coordinator and 

Commercial Manager will call all kiosk operator to a meeting at OWSC’s premises to 

create awareness about the obligation to charge the regulated tariff but also to 

emphasize that the Company is able and willing to terminate contracts with operators 

who continue to refuse to comply with the approved tariff. The conclusions from the 

meeting will be documented and shared with the operators. The Pro-poor 

Coordinator will also raise the awareness within the customers in community 

meetings. The regulated tariff is already displayed at all kiosks but the Company will 

assure that also the Customer Care number is shown at the kiosk together with a clear 

message informing the customers to call the Company if they are charged a higher 

price than the regulated tariff. If Operators continue to ignore the regulated tariff, 

OWSC will terminate their operation contracts and recruit a replacement.  

• OWSC acknowledges that the training of kiosk operators is key to sustainable 

management. The Pro-poor Coordinator will assess the training needs based on site 

visits and discussions with the operators. All trainings will be hands-on an practice 

oriented.  

• To ensure that the operators comply with the provisions made in the contract, OWSC 

will come up with a schedule for regular check-ups and monitoring of the kiosks ( 

see section Error! Reference source not found.). The monitoring will follow a simple 

checklist ( see Template Annex 5) and will be carried out at least once per month 

(according to WASREB regulation).  

• Integrating private boreholes into OWSC’s supply network will increase the 

Company’s customer base in the LIAs but also come with better protection to the 

consumers since OWSC is accountable to the regulator in terms of quality of the 

service provision. OWSC will identify suitable private boreholes, which were sunk 

with public money and enter into a MoU with the current owners. The boreholes will 

then be interconnected with OWSC’s supply network and the Company’s asset 

register and customer database will be updated accordingly.  

2.4.4 Physical access, infrastructure and service delivery  

OWSC’s water supply in the LIAs significantly fails to meet the demand, it can be 

estimated that only 15% of the low-income residents are currently supplied with water 

by OWSC. As mentioned above there are multiple private boreholes extracting water 

either for private use or selling water to neigbouring houses in small scale supply 

schemes. The Company’s pipe network is aged and pipe bursts and leakages are common. 

Water pressure in some areas is low and not sufficent. Under the Nairobi Satellite Towns 

and Sanitation Development Programme (NST-WSDP) and the Nairobi City Water 

Current status 

and challenges 



OWSC – Pro-poor Policy and Strategy – 2018/19 - 2021/22  

Distribution Modification Project (NBO-CWDP) it is planned to replace the aged pipes in 

Kiserian and Ongata Rongai. 

There is no sewer network within OWSC’s service area and the company has so far not 

offered any decentralized sludge management services to their customers. With the 

recent completion of the construction of a decentralized treatment facility (DTF) in early 

2019, however, OWSC, will soon be able to offer a safe sludge treatment solution for 

faecal sludge from septic tank. The Company does not have own exhauster trucks but will 

collaborate with private exhauster services. The operationalization of the treatment 

facility is currently being slowed down by the outstanding payment of the NEMA license. 

The company has one public sanitation facility (PSF) funded by WSTF, which had serious 

operational challenges in the past. The PSF is located at a public market directly next to a 

public toilet operated by the County. Before the commission of the PSF the County had 

promised to demolish the old toilet after completion of the new PSF but instead decided 

to refurbish / repaint the existing facility. The County toilet charges a lower user charge 

which undermines the financial viability of the OWSC PSF.  

OWSC has identified the following strategic responses to tackle the abovementioned 

challenges and shortcomings.  

• As mentioned above ( Section 2.4.1) the Company will be able to expand our 

coverage in the LIAs by integrating private boreholes into the Company supply 

network.   

• OWSC will increase the water coverage in the LIAs with strategic establishment of 

new water kiosk and yard taps. In order to ensure that the newly established kiosk 

will be financially viable and sustainable, OWSC will analyze the factors for success / 

failure of kiosks based on the past kiosk assessment and CIS. Based on this analysis 

OWSC will identify feasible areas to establish water kiosks and prepare and submit 

funding proposals for water supply in LIAs (e.g. under the next UPC call for proposals 

by WSTF). Similarly, the Company will identify areas that are suitable for the 

installation of yard taps which will be implemented on a demand based basis.  

• Under the Nairobi Satellite Towns and Sanitation Development Programme (NST-

WSDP) and the Nairobi City Water Distribution Modification Project (NBO-CWDP) 

OWSC will replace the aged pipes in Kiserian and Ongata Rongai. This will not only 

result in reduced water losses and improved pressure management but also it is 

expected that an additional XX household connections can be installed in the LIAs of 

XXX, XXX and XXX.  

• After the full operationalization of the DTF, OWSC will be able to provide safe slugde 

management services for 10,000 people in the service area.  

Strategic 

responses 
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• OWSC has already submitted a proposal to WSTF for the construction of a new public 

toilet facility at Ngong stage and will follow-up on this request to improve public 

sanitation services at strategic points.  

• OWSC is currently not generating enough money through the water charges to our 

customers to be able to fund any major infrastructure investments internally. 

Therefore, OWSC will put additional effort towards mobilizing funds from the county 

government, development partners and other sources. The Company has already 

applied for a tariff increase with the regulator WASREB. The tariff increase is 

necessary to cover the operational costs as well as investment cost for increased 

coverage.  
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2.5 Objectives and strategy  

Table 2:  Overview of strategic responses per objectives 

Strategic area of 

Interventions 
Objectives Strategic response 

Institutionalization 
of pro-poor 
functions and roles 
within OWSC’s 
structure  
 

Institutionalization of pro-poor 
roles and responsibilities (job 
descriptions) within the 
company OWSC by December 
2019.  
 

• BoD approval of Pro-poor Policy and Strategy  

• Introduction of Pro-poor Section in organogram  

• Capacity building for Pro-poor Coordinator 

• Awareness creation and sensitization of OWSC 
staff about new Pro-poor section  

• Preparation of annual work plan and budget for 
Pro-poor Coordinator 

• Set-up of effective communication channels 
between Pro-poor Section and other departments 
/sections  

• Community sensitization and awareness creation 

Information, 
mapping, reporting 
and monitoring 
 

OWSC will establish systems 
and procedures to map, collect 
and regularly update data on all 
low-income areas in the service 
areas until June 2020  

• Liaise with WASREB and WSTF to update MajiData  

• Review and analyze existing data on LIAs 

• Establishment of a record system and procedures 

(M&E) for the regular update of the all 

information on LIAs incl. kiosk monitoring system 
OWSC will ensure that all kiosks 
within the service area are 
contracted and operated 
according to the rules and 
regulations set by WASREB end 
of 2020 

Enforcement of 
regulation  
 

OWSC will ensure that all kiosks 
within the service area are 
contracted and operated 
according to the rules and 
regulations set by WASREB by 
end of 2020 

• Enforcement of regulated kiosk tariff at all 
operational OWSC kiosk   

• Training of kiosk operators 

• Regular check-ups and monitoring of the kiosks  

Assuming that the present 
coverage is 15%, OWSC will 
extend its water coverage in the 
LIAs to 40% by 2022. 

• Integrate private boreholes into OWSC’s supply 
network  

Physical access, 
infrastructure and 
service delivery  
 

Assuming that the present 
coverage is 15%, OWSC will 
extend its water coverage in the 
LIAs to 40 % by 2022. 

• Integrate private boreholes into OWSC’s supply 
network   

• Increase water provision in LIAs through water 
kiosks and yard taps  

• Pipe replacements in Kiserian and Ongata Rongai 

• Operationalization of DTF 

• Develop PSF at Ngong stage 

• Mobilize funds from county government and 
development partners and other sources 

OWSC will increase access to 
improved sludge management 
for 35,000 people living in the 
LIAs by 2022.  
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3 CHAPTER THREE: Implementation plan  

Table 3: Implementation plan 

Strategic response Activities Timeline  
Budget 

requirement  
Source of funding Responsibility Output / Indicator   

Institutionalization of pro-poor functions and roles within OWSC’s structure 

• BoD approval of 
Pro-poor Policy 
and Strategy  

 

Presentation of the 

proposed Policy and 

Strategy to the 

management for 

approval  

By end of March 

2019   

n/a  n/a Commercial Manager  Draft Strategy 

approved by 

Management   

Presentation of the 

proposed Policy and 

Strategy to the BoD for 

approval 

By end of April 

2019   

Included in 

regular BoD 

funding  

BoD budget  Managing Director   Pro-poor Strategy 

approved by BoD 

• Introduction of 
Pro-poor Section 
in organogram  

Preparation of draft 

revised organogram  

By end of 

February 2019  

n/a  n/a Commercial Manager  Revised organogram is 

prepared   

Definition of functions 

and performance 

measures of Pro-poor 

Section  

By end of 

February 2019 

n/a  n/a Commercial Manager  Functions and 

performance measures 

are defined  

Inclusion of new 

organogram into draft 

strategy for approval by 

Management / BoD   

By end of March 

/ April 2019   

Included in 

regular BoD 

funding  

BoD budget  Managing Director   Pro-poor Strategy 

approved by BoD 
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Strategic response Activities Timeline  
Budget 

requirement  
Source of funding Responsibility Output / Indicator   

Institutionalization of pro-poor functions and roles within OWSC’s structure 

• Capacity building 
for Pro-poor 
Coordinator 

Onboarding of Pro-poor 

Coordinator 

(introduction to future 

tasks)  

By end of 

February 2019 

n/a  n/a Commercial Manager 

Inspector of Works   

Induction completed  

Preparation of 

performance contract for 

Pro-poor Coordinator   

By end of 

February 2019 

n/a  n/a Commercial Manager 

 

Performance Contract 

for Pro-poor 

Coordinator is 

prepared  

Participation of Pro-poor 

Coordinator in WASPA 

benchmarking meeting 

(peer-exchange)  

Ongoing  120,000.00  Internal funding  Pro-poor Coordinator  Reports  from 

benchmarking 

meetings  

• Awareness 
creation and 
sensitization of 
OWSC staff about 
new Pro-poor 
section  

Staff meeting to 

introduce pro-poor 

section and official 

recognition of Pro-poor 

committee  

By mid-March 

2019   

n/a  n/a Managing Director  

Commercial Manager  

Pro-poor Coordinator 

and committee 

introduced during staff 

meeting   

Pro-poor slot in BoD  By end of April 

2019   

n/a  n/a (see above)  (see above)  

• Preparation of 
annual work plan 
and budget for 
Pro-poor 
Coordinator 

Preparation of draft 

annual work plan and 

budget  

By end of April 

2019   

n/a  n/a Commercial Manager / 

Pro-poor Coordinator 

Draft  work plan and 

budget 

Approval of annual work 

plan and budget  

By end of May 

2019   

n/a  n/a Managing Director  Approved work plan 

and budget  
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Strategic response Activities Timeline  
Budget 

requirement  
Source of funding Responsibility Output / Indicator   

Institutionalization of pro-poor functions and roles within OWSC’s structure 

• Set-up of effective 
communication 
channels between 
Pro-poor Section 
and other 
departments 
/sections 

Set-up of meeting 

routine with core 

cooperation partners / 

departments (e.g. 

Customer Care)  

By end of March 

2019  

n/a  n/a  Pro-poor Coordinator  Meeting schedule / 

Jour-fixe agreed with 

relevant departments  

• Community 
sensitization and 
awareness creation 

Various activities / 

Meetings with core 

stakeholders in 

communities / regular 

participation in local 

administration meetings 

/ barazas  

Ongoing activity  3000,000.00 n/a  Pro-poor Coordinator  Participation in 

meetings and barazas  



OWSC – Pro-poor Policy and Strategy – 2018/19 - 2021/22 

Strategic response Activities Timeline  
Budget 

requirement  
Source of funding Responsibility Output / Indicator   

Information, mapping, reporting and monitoring  

• Liaise with 
WASREB and 
WSTF to update 
MajiData  

Initiate and follow up 

update of MajiData  

By June 2019   n/a n/a GIS Officer  MajiData Updated with 

additional LIAs   

• Review and 
analyze existing 
data on LIAs 

 

Review and combine 

existing data from CIS, 

LIA mapping and kiosk 

assessment   

By end of April   n/a n/a GIS Officer / Pro-poor 

Coordinator  

Water and sanitation 

status profiles for all 

LIAs have been 

prepared  

Identify data gaps and 

identify need for 

additional data collection  

By end of May 

2019  

n/a n/a GIS Officer / Pro-poor 

Coordinator  

Recommendation 

whether additional 

data collection is 

needed   

• Establishment of a 
record system and 
procedures (M&E) 
for the regular 
update of the all 
information on LIAs 
incl. kiosk 
monitoring system 

Develop procedures for 

data collecting and 

reporting 

By end of June 

2019 

n/a n/a Inspector of Works / 

Pro-poor Coordinator 

Clear procedures are 

prepared and 

documented  

Identify / assign 

responsibilities Inclusion 

of responsibilities in Job 

descriptions and 

performance contracts 

By end of June 

2020    

n/a n/a Commercial Manager / 

Technical Manager  

Job descriptions and 

performance contracts 

need to be reviewed 

according to new 

responsibilities  
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Strategic response Activities Timeline  
Budget 

requirement  
Source of funding Responsibility Output / Indicator   

Enforcement of regulation  

• Enforcement of 
regulated kiosk 
tariff at all 
operational 
OWSC kiosk   

Site visits of all kiosks  End of February 

2019  

n/a n/a Pro-poor coordinator  Updated kiosk data   

Meeting with all kiosk 

operators to create 

awareness  

mid-March 2019  n/a n/a Pro-poor coordinator / 

Commercial Manager  

Minutes from kiosk 

operator meeting  

Letter from MD to all kiosk 

operators summarizing 

meetings resolutions  

End of March 

2019  

n/a n/a MD  Letter signed by MD 

delivered to all kiosk 

operators  

Awareness creation within 

the community in the LIAs  

Ongoing   n/a n/a Pro-poor coordinator  Attendance list of 

community meetings   

Display of price and 

customer care number at 

all kiosks   

mid-March 2019 n/a n/a Technical Manager / 

Area Team Leaders   

Price and customer 

care number are 

displayed at all kiosks   

Terminate contracts with 

all operators that reject to 

follow contract obligations 

December 2019 n/a n/a Commercial Manager / 

Pro-poor Coordinator  

Warning letters / 

Termination letter / 

New contracts  

• Training of 
kiosk operators 

Development of training 

plan and contents 

April 2019  n/a n/a Pro-poor Coordinator / 

Technical Manager  

Training plans and 

contents prepared  

Training of operators Ongoing on 

demand  

n/a n/a Pro-poor Coordinator / 

Technical Manager 

Number of trainings 

carried out  
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Strategic response Activities Timeline  
Budget 

requirement  
Source of funding Responsibility Output / Indicator   

Enforcement of regulation  

• Regular check-
ups and 
monitoring of the 
kiosks  

See above (Strategic area of intervention 2)   

• Integrate private 
boreholes into 
OWSC’s supply 
network   

Identify private boreholes 

with a capacity to supply a 

total of 12,000 additional 

people in the LIAs 

Corresponding 

timeline  

50,000 Internal funding  Technical Manager  List of identified 

boreholes owners  

Enter into MOU with 

private boreholes owner  

(see above)  200,000 Internal funding  MD  Signed MOU in place  

Interconnect the 10 

boreholes supply system 

with company supply 

network  

(see above)  300,000 Internal funding  Technical Manager  No. of boreholes 

connected  

Amount of water 

supplied  

Update Company’s asset 

register  

 n/a  n/a GIS Officer  Updated asset register  
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Strategic response Activities Timeline  
Budget 

requirement  
Source of funding Responsibility Output / Indicator   

Physical access, infrastructure and service delivery  

• Integrate private 
boreholes into 
OWSC’s supply 
network   

See above (Strategic area of intervention 3)   

• Increase water 
provision in LIAs 
through water 
kiosks and yard 
taps  

Analysis of factors for 

success / failure of kiosks 

Mid-April 2019   n/a   n/a   Pro-poor coordinator / 

Technical Manager / 

Commercial Manager  

Short summary of 

recommendations for 

kiosk siting  

Identify specific areas to 

establish water kiosks 

End of May 2019  30,000 Internal funding  Technical Manager/ 

Pro-poor Coordinator / 

Inspector of works  

Report on areas to 

establish water kiosks 

and yard taps 

Prepare and submit 

funding proposals for 

water supply in LIAs  

Depending on 

tenders  

100,000 Internal funding Technical Manager / 

Commercial Manager / 

Pro-poor Coordinator  

No. of proposals 

submitted 

Funds mobilised 

Undertake construction of 

water kiosks  

 Depending of 

project proposal  

External funding  Technical Manager / 

Inspector of Works  

Amount of water 

accessed in LIAs 

No. of households in 

LIAs accessing water  

Yard tap connections on 

demand  

 External funding  Technical Manager / 

Inspector of Works / 

Pro-poor coordinator  

Update Company’s asset 

register  

 n/a  n/a GIS Officer  Updated asset register  

Monitor supply of water in 

LIAs 
See above (Strategic area of intervention 2) 
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Strategic response Activities Timeline  
Budget 

requirement  
Source of funding Responsibility Output / Indicator   

Physical access, infrastructure and service delivery 

• Pipe 
replacements in 
Kiserian and 
Ongata Rongai 

(see above)  (see above)  (see above)  (see above)  (see above)  (see above) 

(see above)  (see above)  (see above)  (see above)  (see above)  (see above)  

(see above)  (see above)  (see above)  (see above)  (see above)  (see above)  

• Operationalizatio
n of DTF 

Apply and pay for NEMA 

license  

End of March 

2019 

105,000 annually  Internal funding  Technical Manager / 

Finance  

NEMA license issued   

Train operator internally  February 2019 n/a  n/a   Inspector of works / 

Technical Manager  

Training report   

Train operator at KEWI  End of March 

2019 

55,0000  Internal funding  Finance and Technical 

Manager   

Certificate   

Information to exhauster 

drivers about start of 

operation   

End of March 

2019 

n/a  n/a   Technical Manager   Letter  
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Strategic response Activities Timeline  
Budget 

requirement  
Source of funding Responsibility Output / Indicator   

Physical access, infrastructure and service delivery 

• Develop PSF at 
Ngong stage  

Follow-up on request for 

funding with WSTF (CRM) 

December 2019  n/a  n/a   

Inspector of Work / 

Technical manager  

Follow-up 

communication  

Upon funding approval, 

start of construction  

Depending on 

WSTF funding  

5,000,000  WSTF funding  Signed construction 

contract with 

contractorr 

Recruitment of operator 

(community group)  

n/a Operator recruited / 

Contract with operator  

Training of operator  n/a Training implemented  

Start of operation  n/a  PSF operational  

Regular Monitoring  n/a  Inspector of Works / 

Pro-poor coordinator  

 

• Mobilize funds 
from county 
government and 
development 
partners 

Proposal development Ongoing  n/a Internal funding   Commercial Manager / 

Technical Manager  
Funding proposals   

Prepare and present BOQs (see above)  n/a Internal funding   BoQs   

Follow-up on request for  

tariff increase through 

WASREB  

End of May 2019  200,000 Internal funding   Commercial Manager   New tariff gazetted   
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4 CHAPTER FOUR: FINANCING  

4.1 Estimated costs 

It is estimated that a total of KSh 9.16 million will be required to implement all activities 

as defined under Chapter 3. The estimated costs per area of intervention / objective are 

captured in the table below:  

Table 4:  Estimated cost per area of intervention / objective 

Strategic area of 

Interventions 
Objectives Cost (KSh million) 

Institutionalization of 
pro-poor functions 
and roles within 
OWSC’s structure  

Institutionalization of pro-poor roles and 
responsibilities (job descriptions) within the 
company OWSC by December 2019.  
 

3.12 

Information, mapping, 
reporting and 
monitoring 
 

OWSC will establish systems and procedures to 
map, collect and regularly update data on all low-
income areas in the service areas until June 2020  

n/a 

Enforcement of 
regulation  
 

OWSC will ensure that all kiosks within the service 
area are contracted and operated according to the 
rules and regulations set by WASREB by end of 2020 

0.55 
Assuming that the present coverage is 15%, OWSC 
will extend its water coverage in the LIAs to 40 % by 
2022. 

Physical access, 
infrastructure and 
service delivery  

 

Assuming that the present coverage is 15%, OWSC 
will extend its water coverage in the LIAs to 40 % by 
2022. 

5.49 
OWSC will increase access to improved sludge 
management for 35,000 people living in the LIAs by 
2022.  

4.2 Sources of funding 

The funds for implementing the pro-poor strategy will be partly from internally generated 

funds. OWSC expects that annually up to KSh 3,000,000 from the company’s revenue can 

be used for the financing of this strategy. The deficit of will be sourced from development 

partners and donors including WSTF, World Bank, and others.  

4.3 Funding gap 

So far OWSC has secured Ksh 3,000,000.00 related to activities defined in this strategy. 

This includes Ksh 1,500,000.00 of internal minor investment for maintenance of water 
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supplies and Ksh 1,500,000.00 for procurering of meters . This leaves a funding gap of Ksh 

2,000,000.00.  

OWSC expects to close this funding gap mainly through acquisition of funding from ATC 

Consultant and the County Government.  

(Adapt section to fit your needs)  
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5 CHAPTER FIVE: MONITORING AND EVALUATION 

Monitoring and Evaluation is a key process in any project implementation that is used to 
track progress and inform future plans. It is a process that helps improve performance 
and achieve results. Its goal is to improve current and future management of outputs, 
outcomes and impact.  
M&E of pro-poor activities within the company will be carried out as follows:  
 

• Corporate strategic level – The Board will monitor implementation of activities 

and the strategic plan on annual basis during a retreat session. 

• Department Level – The departmental head will be responsible for 

implementation of pro poor activities and report to the Managing Director on 

monthly basis. 

• Individual staff performance – based on performance targets and contract that 

have entered into with the Pro-poor Coordinator and other key staff with pro-

poor responsibilities. The departmental head and the Pro-poor Coordinator will 

agree on performance targets for a year, which will become part of institutional 

performance appraisal system. The targets will be drawn from the 

implementation plan of this strategic plan. Whilst the Pro-poor Coordinator has 

the overall coordination function for the implementation of the strategy, the pro-

poor concept will be streamlined throughout the WSP. This implies that other 

activities that are assigned to other departments will be engrained in the 

performance targets of the relevant departments, reported on by their heads and 

similarly appraised in therein. 

 
The company will prepare an annual work plan and budget for each strategic theme and 
develop internal progress reports to document and share progress towards objectives. 
Data and information collected from the M & E process will be used to make decisions on 
any changes in approach and methodology in implementation of the following year’s 
action plan.  
 
The strategic plan will be reviewed periodically so as to ensure that necessary changes in 
the objectives, strategies, activities among others are informed by new information 
regarding the Company or the environment.  
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This Strategic Plan was approved by the Board of Directors at MILELE GUEST HOUSE 
SOUTH C NAIROBI on Date 
 
 

 

 

 

 

 

Signed: 

   ………………………………  

Board Secretary   Date ……………………………… 

Managing Director   

 

Signed: 

   ……………………………… 

Board Chairman  Date   ………………………… 
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ANNEX 1:  

LOW INCOME AREAS OF OWSCM
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ANNEX 2:  

Map of Kiosks in OWSC’s Service Area 
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ANNEX 3:  

Job description of Pro-poor Coordinator  
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Roles and responsibilities of a pro-poor coordinator 

1. Communication and customer care 

• Making sure that customer complaints from low-income areas are handled in an efficient and 
effective way. 

• Promoting projects. 

• Information to customers on kiosk opening hours. 

• Sensitization in LIAs. 

• Communicating within the WSP for pro-poor topics with colleagues and management 

• Communicating with development partner in assist management with resource mobilization for 
activities in LIAs. 

 

2. Project implementation function 

• Liaise with technical team to identify needs/infrastructure requirement. 

• Liaison with technical and commercial team for project proposals. 

• Project monitoring. 

 

3. Information, planning and reporting 

• Coordinate mapping of LIAs with GIS unit and communicate changes to WASREB and WSTF 
[MajiData] 

• Liaise with relevant county/government department to update population data. 

• Coordinate kiosk assessments and other data collections activities. 

 

4. Operations function 

• Liaise with relevant department to improve supply [e.g in terms of supply hours]. 

• Liaise with commercial department to improve access to supply. 

• Focal person for kiosk management and coordinate with relevant departments, staff in terms of 
assuring quality of service provision at the kiosks.
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ANNEX 4:  

Integration of Pro-poor function in Company 

Organogram 
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ANNEX 5:  

Template Kiosk Monitoring Checklist 
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Kiosk Monitoring Checklist – 11-2017 

Kiosk Supervisor:  Kiosk number:  
Town and area:  Date:   
Operator Group:  Business hours:   
Name of Interviewee:    

1) Service provided by Operator: 
G = Good, F = Fair  P = Poor / 
Y = Yes, N = No Remarks:  

• Respecting business hours    

• Water price adheres to tariff   

• Tariff is displayed   

• Customer care number is displayed   

• Reporting to Company   

• Bookkeeping complete   

2) Technical condition of kiosk: G = Good, R = repair required   Remarks: 

• Walls, floor and roof   

• Window, door and frames   

• Valves and pipes    

• Water meter   

• Taps   

• Slab   

• Access way 

• Acces way 
  

• Drain pipe and soakaway   

• Tank    

• Water distribution   

3) Water supply:  N = Normal, T = Too high, I = Insufficient  \ G = Good, F = Fair  P = Poor 

• Water pressure  Remarks: 

• Water quality  Remarks: 

• No. of days of water supply   Remarks: 

• Average daily supply hours  Remarks: 

4) Hygienic condition of kiosk: G = Good, F = Fair  P = 
Poor 

Remarks: 

• Kiosk itself   

• Surroundings of the kiosk    

• Drain   

5) Company owned goods: Y = Yes, N = 
No 

Remarks: 

• Items damaged   

• Items missing   

6) Negative reports (last three month):  Y = Yes, N = 
No 

Remarks: 

• Negative reports issued    

7) Payment history (last three month): Y = Yes, N = 
No 

Remarks:  

• Payment on time   

• Outstanding amounts    

8) Remarks:   
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Kiosk Monitoring Checklist – 11-2017 
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