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1. Introduction
The Zimbabwe, government pronounced a policy that makes local leaders accountable to their local
constituencies. However, despite the existence of documented accountability guidelines, public
accountability is still low and poses a threat to sustainable development. Poor public accountability,
especially in the water, sanitation and hygiene (WASH) sector, is lowering citizen confidence in service
providers, such as local councils and consequently impacting on the quality of service delivery. Better
accountability improves service delivery performance. Greater investment in developing the accountability
capacity of local actors cantherefore produce significant improvements in servicedelivery. Service level
performance benchmarking is now well recognized as an important mechanism for introducing
accountability in service delivery. Sustained benchmarking can help local authorities or utilities generally, in
identifying performance gaps and effecting improvements through the sharing of information and best
practices, ultimately resulting in better services to people. In fact, modern business practices requires
transparent and standardized information with which to compare service providers’ performances, leading
to increased emphasis on measurement of results, on transparency, and on accountability, hence the need
for service level benchmarking (SLB) in the Zimbabwean urban WASH sector. The primary objectives of
SLB in Zimbabwe are:-

2

1. To support and facilitate improvements in the delivery of water and sanita on services (water supply,
wastewater management, and solid waste management) in Zimbabwe, against agreed n onal and
intern onal standards of performance.
2. To provide a set of Key Performance Indicators (KPIs) related to a council or utility’s managerial,
financial, operational, and regulatory activities that can be used to measure internal performance
and provide managerial guidance.
3. To enable a local authority or utilityto compare its performance on KPIs with those of other relevant
service providers; to identify areas needing improvement, with the expectation of developing more
efficient or effective methods to formulate and attain organisational goals as set forth in its business
plan.
SLB Approach
In Zimbabwe the SLB process is driven by local authorities, with support from the Ministry of Local
Government Public Works and National Housing, the Ministry of Environment Water and Climate, the
Zimbabwe National Water Authority (ZINWA), the World Bank and the Urban Councils Association of
Zimbabwe (UCAZ) and all its forums. A Peer Review Steering Committee (PRSC)has been established.
The PRSC is chaired by the Chairman of the Town Clerks Forum of UCAZ and is responsible for
spearheading the urban benchmarking process in Zimbabwe.
Purpose
This document provides a guideline and support for enabling local authorities and ZINWAto gather the
best possible quality data with more accuracy within the existing system.

2. Zimbabwe WASH Sector Benchmarks

The following are the set benchmarks and timeframes for achieving them as agreed to by all the
Zimbabwean urban councils and ZINWAat a workshop held in Kadoma in July 2013. The workshop results
were further endorsed in follow up meetings involving key stakeholders and decision makers, thereby
setting up agreed performance targets in the urban WASH sector.
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Indicator

Ref

1.

Benchmark

Timeframe (years)

Water Supply Indicators

1.1

Property level coverage of direct water supply

100

5

1.2

Per capita supply of water

150

5

1.3

Extent of metering of water connections

100

2

1.4

Extent of non-revenue water (NRW)

25

5

1.5

Continuity of water supply

24

5

1.6

Quality of water supplied

100

2

1.7

Efficiency in satisfactory response/reaction to customer complaints

80

1

1.8

Operating cost recovery in water supply services

150

2

1.9

Efficiency in collection of water supply-related charges

75

2

1.10

Maintenance Coverage ratio

20

2

100

5

66/80

5/10

2.

Wastewater Management Indicators

2.1

Coverage of toilets

2.2

Coverage of sewerage network services

2.3

Efficiency in collection of sewage

95

5

2.4

Adequacy of capacity for treatment of sewage

100

5

2.5

Quality of sewage treatment

100

5

2.6

Extent of recycling or reuse of sewage

10

5

2.7

Efficiency in satisfactory response/reaction to customer complaints

80

1

2.8

Efficiency of cost recovery in sewage management

150

5

75

2

15

2

2.9
2.10
3.

fficiency in collection of sewage charges
Maintenance Coverage ratio
Solid Waste Management Indicators

3.1

Coverage of SWM services through kerbside collection of waste

100

3

3.2

Efficiency of collection of municipal solid waste

100

3

3.3

Extent of recovery of municipal solid waste collected

20

5

3.4

Extent of scientific disposal of waste at landfill sites

100

5

3.5

Efficiency in satisfactory response/reaction to customer complaints

80

1

3.6

Efficiency of cost recovery in SWM services

100

5

3.7

Efficiency in collection of SWM charges

75

2

3.8

Maintenance Coverage ratio

20

2

3.9

Coverage of receptacles

100

2
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3. Data Collection Guide
3.1 General Information – Town Profile

Ref

Data Item

Source of data (prioritised)

Remarks

Population

ZimStat Census 2012

Ward wise spatial data should be collected

Household

ZimStat Census 2012

Ward wise spatial data should be collected

Informal settlement population

1.

ZimStat Census 2012

2.

Informal settlement survey
under different schemes

Slum Household

As above
1.

No. of residential Properties

No. of commercial, industrial &
institutional properties

Housing and town planning
property databases

All properties (authorised or unauthorised)

2.

Treasury billing records

should be included. Treasury database should

3.

Meter readers database

not be used as the primary source but to validate

4.

Building inspection records

the data

1.

Housing and town planning
property databases

2.

Meter readers database

3.

Building inspection records

Include also those properties in residential areas

3.2 Water Supply Indicators

Ref

1.1

1.1.1

Data Item

Source of data (prioritised)

Remarks

Property level coverage of direct water supply connections

a. Total number of occupied
properties in the service area

1.

Town planning records

2.

Housing Department records

3.

Building Inspection Records
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Assume properties all properties that are billed

b. Total number of occupied
1.1.2

properties with direct water
supply connections

1.

Meter reading records

In many cases when a meter is installed a record

2.

Exception reports

is passed on to finance for billing

1.

Meter readings

If no section meters, proportion losses and use

2.

Pumping hours

individual meter records per category

Coverage = [(b/a)*100]

1 2.

Per capita supply of water
a. Water produced and

1.2.1

supplied to the domestic
distribution system

1.2.2

b. Population served

1.2.3

c. Number of days in the year
Per capita water supplied
= [(a/c) /b]*1000

1.3

1.3.1

1.3.2

ZimStat 2012 Census
The number of days in the specific
year.

Use inter-census growth rate for each council to
update census data
Watch out for leap years

Extent of metering of water connections

a. Total number of direct
service connections

b. Total number of public stand
posts

1.

Plumbing records

2.

Town Planning records

3.

Housing Department records

1.

Plumbing records

2.

Town Planning records

3.

Housing Department records

Do not use meter reading records only as there
will be nothing to cross-check against

Do not use meter reading records only as there
will be nothing to cross-check against
Metering records and monthly exception reports

1.3.3

c. Number of metered direct

1.

Meter readings

should show consistent figures and reasons for

service connections

2.

Exception reports

discrepancies should be recorded and
investigated

1.3.4

d. Number of metered public

3.

stand posts

Meter readings
Exception reports

Extent of metered connections
= [(c + d)/(a + b)]*100

1.4

Extent of non-revenue water (NRW)
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Same as above

a. Total water produced and
1.4.1

put into the transmission and
distribution system

Where records are missing for some periods use

1.

Meter readings

2.

Pumping records

average daily production figures and calculate
annual figure.
Perform mass balance analysis to track where

1.
1.4.2

b. Total water sold
2.

Monthly exception reports for

the unaccounted for water is going.

the year under review

Always meter and periodically collect records on

Meter readings

consumption which is authorized but not billed –
these should be covered by journals.

NRW = [((a - b)/a)*100]

1.5

1.5.1

1.6

1.6.1

Continuity of water supply

Average hours of pressurized

1.

Pumping records

supply per day

2.

Consumer surveys

1.

Lab records

The number of hours of supply in each operational
zone should be measured continuously for a period of
seven days. The average of the seven days should be
considered for that month. Measurement should
exclude hours of supply where the pressure is less
than the minimum standards for piped water supply.
In case supply is not daily (e.g. thrice a week) use
total hours of supply in a week divided by seven
(days).

Quality of water supplied
a. Total number of water
samples taken and tested in a

All lab records should be shared and discussed
with all concerned

month
Test should be carried out regularly as stipulated
in regulations, covering all necessary
b. Number of samples that
1.6.2

meet the specified potable

parameters.
1.

Lab records

Sampling should cover from water works,

water standards in the month

intermediate to consumer end.
The number of sampling points at consumer end
should be commensurate with the size of the

Quality of water supply
= [(b/a)*100]

1.7

town

Efficiency in satisfactory response/reaction to customer complaints
a. Total number of water

1.7.1

supply-related complaints

1.

Complaints register

received per month
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All complaints should be kept in a register,
including those not reported in person

b. Total number of complaints
1.7.2

redressed inside 24 hours

1.

Complaints register

within the month

Councils should keep records and immediately
move from estimates

Efficiency in redressal
of complaints = [(b/a)*100]

1.8

1.8.1

1.8.2

Cost recovery in water supply services

1.

Audited accounts

a. Total annual operating

2.

Annual exception reports

expenses

3.

Final accounts

4.

Management accounts

1.

Audited accounts

2.

Annual exception reports

3.

Final accounts

4.

Management accounts

b. Total annual operating
revenues

Councils should use full accrual accounting and
properly recognize revenues and expenditures
as they occur

Councils should use full accrual accounting

Cost recovery = [(b/a)*100]

1.9

1.9.1

1.9.2

Efficiency in collection of water supply-related charges

1.

Audited accounts

a. Current revenues collected

2.

Annual exception reports

in the given year

3.

Final accounts

4.

Management accounts

1.

Audited accounts

b. Total operating revenues

2.

Annual exception reports

billed during the given year

3.

Final accounts

include non-billed revenues such as connection

4.

Management accounts

and reconnection costs, bulk supplies such as

record here only current revenue.

Should be same as 1.8.2. This should also

those by bowsers on demand, etc

Collection efficiency =
[(a/b)*100]

1.10

Councils should use full accrual accounting and

Maintenance Coverage ratio
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1.10.1

1.10.2

1.

Audited accounts

a. Maintenance expenses in

2.

Annual exception reports

Use separate general ledgers for repairs and

the given year

3.

Final accounts

another for maintenance

4.

Management accounts

1.

Audited accounts

b. Total water supply

2.

Annual exception reports

expenses within a given year.

3.

Final accounts

Maintenance Coverage ratio =

4.

Management accounts

[(a/b)*100]
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Should be the same as 1.8.1

3.3 Wastewater Management Indicators

Ref

Data Item

2.1

Coverage of toilets

Source of data (prioritised)

Remarks

a. Total number of occupied
2.1.1

properties with access to

1.

Plumbing records

VIPs and pit latrines are not recognised as

individual or community toilets

2.

Building Inspection records

acceptable toilets in Zimbabwean urban areas

within walking distance (<100

3.

Town Planning records

and are therefore not included in the figures.

b. Total number of properties

1.

Plumbing records

without individual or community

2.

Building Inspection records

toilets within walking distance

3.

Town Planning records

1.

Town Planning Records

This should be equal to 2.1.1 + 2.1.2. It should

2.

Cadastral records

also be the same as the number of properties in

3.

Housing Department records

the town as given in 1.1.1.

1.

Building inspection records

2.

Property valuation records

e. Properties dependent on

1.

Building inspection records

community toilets

2.

Housing Department records

f. Total Number of Properties

1.

Building inspection records

with access to toilets

2.

Housing Department records

m) in the service area.

2.1.2

100m is the acceptable maximum walking
distance to a communal toilet

Coverage of toilets =
[a/(a+b)]*100

Additional information

2.1.3

2.1.4

2.1.5

2.1.6

c. Total Number of Properties in
the service area
d. Properties with toilets

This should be equal to 2.1.1 - 2.1.5
Shared communal toilets not desirable for new
projects and existing ones should be phased out
within 10 years.
The sum of 2.1.4 and 2.1.5

g. Total number of
2.1.7

propertiesdependent on

1.

Building inspection records

communal toilets within 100 m

2.

Housing Department records

h. Properties with sewer

1.

Building inspection records

connections

2.

Town planning records

1.

Building inspection records

2.

Housing Department record

j. Properties with VIP toilets and

1.

Building inspection records

Checking figure: Sum of 2.1.7 to 2.1.10 should

pit latrines

2.

Housing Department records

equal 1.1.1

walking distance
2.1.8
2.1.9
2.1.10

2.1.11

i. Properties with septic tanks

Total number of households in
the city/town as per 2012

ZimStat 2012 Census
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Checking figure should equal 2.1.1

Number of households should be more than the
number of properties in the city/town

Census

2.2

2.2.1

Coverage of sewage network services

a. Total number of properties in
the service area

b. Total number of properties
2.2.2

with direct connection to the
sewerage network

1.

Town Planning Records

2.

Cadastral records

3.

Housing Department records

1.

Plumbing records

2.

Building Inspection records

3.

Town Planning records

1.

Plumbing records

2.

Building Inspection records

3.

Town Planning records

Should be equal to 2.1.3

Should be equal to 2.1.8

Coverage of sewage network
services = [b/a]*100

2.2.3

2.3

c. Additional information on onsite facilities

Number of properties connected to sanitary onsite facilities (VIP septic tanks, etc).

Efficiency in collection of sewage
Data on the total quantum of water

2.3.1

a. Total water consumed/billed

1.

Exception report

consumed/billed as shown in the billing system.

2.

Meter records

Should be the same as figure used for NRW
1.4.1

2.3.2

b. Estimated water use from
other sources

1.
2.

Engineering Department

Water use from other sources such as rivers,

records

boreholes, etc should be recorded and reported

Housing Department records

on.
The quantum of untreated sewage at outfalls,

2.3.3

c. Wastewater collected
Collection efficiency of sewage
networks = [c/(a+b)*0.72)]x100

Meter records at sewage
treatment works

leading into rivers, lakes or other water bodies
should not be included in the quantum of
sewage collected.
Return to sewer is assumed at 72%
Do not apply this factor for the numerator

2.3.4

2.4

d. Additional information on
septage collection

Septage collection trucks records

Adequacy of capacity for treatment of sewage
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Volume of sewage delivered by vehicles at the
treatment works

2.4.1

2.4.2

2.4.3

a. Total water consumed/billed

b. Estimated water use from
other sources

c. Treatment plant design
capacity
Adequacy of treatment capacity

Data on the total quantum of water consumed or

1.

Exception report

2.

Meter records

3.

Engineering Department

Water use from other sources such as rivers,

records

boreholes, etc, should be recorded and reported

4.

Housing Department records

on

1.

Treatment plant design

Total design capacity of all wastewater

Should be same as 1.4.1

records
2.

billed to consumers.

Council asset register

= [c/ ((a+b)*0.72)]x100

treatment plants that can meet secondary
treatment standards. These include waste
stabilisation ponds

Additional information
2.4.4

d. Septage disposal
e. Volume of sewage actually

2.4.5

treated at the Primary
Treatment Plant

Septage collection trucks records

Quantum of septage disposed safely, using
treatment plants or sludge drying beds.
Here defined at PST for removal of solids. Give

Meter records at sewage

a figure here only if you are using BNR and

treatment works

Trickling Filters. If using WSP enter a value of
zero and go to next row
Here defined as organic matter removal. To

f. Volume of sewage actually
2.4.6

treated at Secondary Treatment
Plant

Meter records at sewage
treatment works

avoid duplication, only enter value for WSP so
that the total for primary and secondary
treatment plants does not exceed the volume of
sewage treated in your service area

g. Total Volume of sewage
2.4.7

2.4.8
2.4.9

2.4.10

1.

collected and Treated at

Meter records at sewage
treatment works

Sewage Treatment Plants

2.

Daily flow estimations

h. Installed Capacity of Primary

Treatment plant design records

Treatment Plant
i. Installed Capacity of

on an hourly basis and aggregated to daily flows

Here record plants with PST followed by other
treatment (e.g., BNR and Trickling Filters)

Treatment plant design records

Secondary Treatment Plant
j. Total Installed Capacity

Measurement of sewage flows is ideally done

Treatment plant design records

(Primary + Secondary

Record capacity of WSP only

Addition of the above two

Treatment)

2.4.11

k. Total Waste Water

Water use patterns and water

Generated

consumption records

l. Volume of sewage actually
2.2.12

treated at Secondary Treatment
Plant

Meter records at sewage
treatment works
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0.72 x total water consumption

m. Volume of treated sewage
2.2.13

1.

Meter records at sewage

reused after Secondary
Treatment

treatment works
2.

Pumping hours
Most treatment plants are not working and here

2.2.14

n. Total functional capacity of

Meter records at sewage

we are interested in the capacity that is

sewage treatment plant

eatment works

functional or can be easily returned to functional
level with minimal investment

2.5

Quality of sewage treatment
Sampling (quantity, periodicity, point of sample

2.5.1

a. Total number of wastewater
samples tested in a year

collection, etc.) should be taken as per good

Lab records

industry practices and laid down norms by EMA
and the Standards Association of Zimbabwe.

b. Number of samples that pass
2.5.2

the specified secondary

Within the total valid samples, the number of

Lab records

samples that pass the specified secondary

treatment standards in a year.

treatment standards, along all key parameters.

Quality of treatment capacity
= [(b/a)*100]
2.6

Extent of recycling or reuse of sewage
This should be based on the actual flow

2.6.1

a. Wastewater received at STPs

Meter records at sewage
treatment works

measurement, the quantum for which should be
measured daily. Daily quantities should be
aggregated to arrive at monthly quantum.

b. Wastewater recycled or
2.6.2

reused after appropriate
treatment.

This should be based on the actual flow
Meter records at sewage

quantum for which should be measured daily.

treatment works

Daily quantities should be aggregated to arrive

Extent of sewage recycled or
reused = [(b/a)*100]
2.7

at the monthly quantum.

Efficiency in satisfactory response/reaction to customer complaints
a. Total number of sewage-

2.7.1

related complaints received per

Complaints register

month
b. Total number of complaints
2.7.2

measurement by functional flow meters, the

redressed inside 24 hours

Complaints register

within the month
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All complaints should be kept in a register,
including those not reported in person

Councils should keep records and immediately
move from estimates

Efficiency in redressal of complaints = [(b/a)*100]

Additional Information
Use burst pipe as an example and look at all
2.7.3

2.8

Average time to complete repair
works

1.

Job cards

the processes and procedures required to move

2.

Charge out records

personnel and material to site and complete the
work

Efficiency of cost recovery in sewage management
Should include all operating expenses (for the

2.8.1

5.

Audited accounts

a. Total annual operating

6.

Annual exception reports

expenses

7.

Final accounts

8.

Management accounts

year) such as electricity, chemicals, staff and
other establishment costs, outsourced
operations/staff related to wastewater collecti

on

and treatment, and O&M expenses. Should
exclude interest payments and principal
repayments.

2.8.2

b. Total annual operating
revenues
Cost recovery = [(b/a)*100]

Should include all wastewater-related revenues

1.

Audited accounts

2.

Annual exceptio reports

billed for the year including taxes/surcharges,

3.

Final accounts

user charges, connection charges, sale of

4.

Management accounts

sludge, sale of recycled water,

.

Additional information

2.9

Efficiency in collection of sewage charges

Revenues collected for bills raised during the
year. This should exclude collection of arrears

2.9.1

a. Current revenues collected in
the given year

as inclusion of arrears will skew the

1.

Audited accounts

2.

Annual exception reports

performance reflected. Collection efficiency is in

3.

Final accounts

fact an indicator of how many arrears are being

4.

Management accounts

built up, and therefore only current revenues
should be considered.

2.9.2

b. Total operating revenues
billed during the given year

The total quantum of revenues related to

1.

Audited accounts

2.

Annual exception reports

sewage services that are billed during the year.

3.

Final accounts

This should include revenues from all sources

4.

Management accounts

related to sewage such as taxes, charges,
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surcharges, etc.
Collection efficiency =
[(a/b)*100]

2.10

2.10.1

2.10.2

Maintenance coverage ratio

1.

Audited accounts

a. Maintenance expenses in the

2.

Annual exception reports

given year

3.

Final accounts

4.

Management accounts

1.

Audited accounts

2.

Annual exception reports

3.

Final accounts

4.

Management accounts

b. Total waste water expenses
within a given year.

Maintenance coverage ratio =
[(a/b)*100]
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Maintenance related wastewater management
expenses recorded in a particular year,
excluding salaries, running costs and capital
repayments. Figure should exclude all repair
costs

The total costs of running the wastewater
management function. This should include costs
f
or all functions related to wastewater
management such as VAT, electricity charge,
purchase of chemicals, etc

3.4 Solid Waste Management Indicators

Ref

3.1

3.1.1

Data Item

Source of data (prioritised)

Coverage of SWM services through door to door collection of waste.

a. Total number of occupied

1.

Town planning records

properties and establishments in

2.

Housing Department records

the service area

3.

Building Inspection Records

4.

Billing records

with kerbside collection at least
once a week

-There should be continuous updating of
records
-Council premises should be billed since they

Councils should keep a detailed record of
1.

Field data from refuse
collection (actual collections)

2.
Coverage = [(b/a)*100]

This figure should be same as in 1.1.1

are cost centres

b. Total number of properties
3.1.2

Remarks

Billing records on properties
paying for refuse collection

properties covered with refuse collection. The
data to be periodically checked against billing
records
-There should be differentiation of tariffs based
on number of receptacles and collection
frequency

Additional information
Properties with kerbside
3.1.3
3.1.4

3.1.5

collection daily
Properties with kerbside
collection once a week
Properties with kerbside
collection twice a week

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

As in 3.1.2

Properties with kerbside
3.1.6

collection once in more than a
week

3.1.7

3.1.8

3.2

Total number of properties with
some form of collection
Properties with no collection at
ll

Efficiency of collection of municipal solid waste
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1.

Sample measurement of daily
generation per

3.2.1

a. Total waste that is generated
and which needs to be collected

2.

land use/housing category.

This should be calculated using the waste

Compute average daily

generation per capita (0.2-0.4 kg/cap.d)

generation per person and

multiplied by the population of the service

multiply by total town

area, plus the waste actually collected from

population. Add construction,

industry, commerce and institutions as

commercial & institutional

reflected by the number of loads and their

waste

weight.

2. Per capita generation as
per norm multiplied by the
total population

3.2.2

b. Total quantum of waste that is

1.

Weighbridge records

collected by the council or

The total waste collected from households,

2.

Average of weight of all trips

establishments and common collection points.

for continuous 4 days

This should be based on actual weighing of the

authorized service providers
3.
Collection efficiency =
[(b/a)*100]

Weighing of different types of

collected waste. This should exclude any

vehicles and record the

special drives for waste collection, and waste

number of trips of all vehicles

generated from one-off activities such as

for one week

demolitions, clearing of drains,

.

Additional information
3.2.3
3.2.4
3.2.5
3.2.6
3.2.7
3.2.8
3.2.9
3.3

Waste generation per capita fo
the city or town
Weight of loads collected from

Waste generation surveys
Waste generation surveys

domestic areas
Weight of loads collected from

Waste generation surveys

industrial areas
Weight of loads collected from

Waste generation surveys

commercial areas
Weight of loads collected from

Waste generation surveys

institutional areas
Weight of loads collected from

Waste generation surveys

other areas
Total weight of loads collected
by the council

Addition of 3.2.3 to 3.2.8

Extent of recovery of municipal solid waste collected
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Checking figure should be same as figure
given in 2.2.2

The total quantum of waste intake by waste
1.

Waste recycled by rag pickers
can be obtained from the
scrap dealers in the service

3.3.1

a. Amount of waste that is

area

processed or recycled

2.

Processing & recycling
quantity can be taken up for
sample weighing

processing/recycling facilities operated by the
council or operator at a city/ward/locality level.
Inert matter, and other material refused by the
processing/recycling facilities, which will go
back to the dumping sites/landfills, should be
deducted from the intake quantities. Waste
collected at intermediate points by informal
mechanisms (rag pickers, etc.) and fed back
into the recycling chain should be included in
this quantity.

3.3.2

b. Total quantum of waste that is
collected by the council or

Should be same as 3.2.2

authorized service providers

Extent
of segregation =
[
(a/b)*100

3.4

3.4.1

Extend of scientific disposal of waste at landfill sites

a. Total waste disposed in
'compliant' landfills every month

.

'A daily log of waste being disposed at such

1.

Weigh bridge

2.

Sample measurement

3.

Self-weighing vehicle

compliant' landfill sites should be maintained
based on actual weighbridgesthat are
preferably located at the entrance to such sites
or as recorded by a self-weighting vehicle.

The total waste disposed after collection and
b. Total waste disposed in all
landfills every month
3.4.2

recovery (if any) at landfills (including
1.

Total collection less
processing & recycle

compliant landfills, open dumpsites and
undesignated sites). This quantity should be
based on actual measurement at weighbridges
preferably located at the entrance to such sites
or as recorded by a self-weighting vehicle.

Extent of recovery = [a/b ]*100

3.5

Should be same as 3.2.2

Efficiency in satisfactory response/reaction to customer complaints

18

1.
3.5.1

3.5.2

booth, telephonic complaints

a. Total number of SWM-related

& individual complaints (i.e.

complaints received per month

b. Total number of complaints
redressed inside 24 hours within

Online complaints, complaints

as per Complaints Register)

1.

As per record

All councils should register all complaints
made

Record should be maintained for complaint
along with date & time

the month
Efficiency in redressal of
complaints = [(b/a)*100]
3.6

Efficiency of cost recovery in SWM services
1.

Book of accounts

(This should include outsource
3.6.1

a. Total annual operating

cost, staff salary engaged for

expenses

SWM incl. health officer, chemical
cost, fuel & electricity, R&M cost
for SWM, SWM vehicle

Expenditure for SWM should be segregated
To be supported by computer printout of
monthly exception reports for the year under
consideration. The figure here should agree
with the breakdown figure given in 3.10.8

maintenance. etc)

1.
3.6.2

b. Total annual operating
revenues

the period, if any
2.

SWM Component of holding
tax demand during the period

3.

To be supported by computer printout of
exception report for the year under
consideration.

Billing against sale of process
& recycle items

Cost recovery = [(b/a)*100]
3.7

User charges demand during

Efficiency in collection of SWM charges

1.

User charges collected during

2.

SWM component of holding

the period
3.7.1

a. Current revenues collected in

tax collected during the

the given year

period
3.

Bill proceeds realised during
the period

3.7.2

b. Total operating revenues
billed during the given year

Same as 3.6.2
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Do not include arrear collections

Collection efficiency =
[(a/b)*100]

3.8

3.8.1

3.8.2

Maintenance coverage ratio

a. Maintenance expenses in the
given year

b. Total SWM expenses within a
given year

5.

Audited accounts

Maintenance-related expenses recorded in a

6.

Annual exception reports

particular year, excluding salaries, running

7.

Final accounts

costs and capital repayments, as per

8.

Management accounts

maintenance schedule and budget

The total costs of running the SWM function.
This should include costs for all functions

Same as in 3.8.1

related to solid waste management such as
VAT, electricity charges, purchase of

Maintenance coverage ratio =

chemicals, etc.

[(a/b)*100]

3.9

Coverage of receptacles

The total number of occupied properties in th

a. Total number of properties
3.9.1

and establishments in the
service area

service area should be established. The

Same as 1.1.1

service area refers to either the ward or the
council boundary

b. Total number of occupied
properties and establishments
3.9.2

The total number of occupied properties or
1.

using acceptable receptacles
Coverage of receptacles =

2.

Refuse collection field

establishments where refuse in an acceptable

records

receptacle or bin is collected by municipal

Stores issue records

collectors or anyone authorized by the council
to do so

[(b/a)*100]
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4. Key SLB Documents

The documents listed should be maintained in an SLB file as portfolio of evidence and will be
reviewed by peer reviewers. It should be updated annually and copies sent to the Ministry of Local
Government, Public Works and National Housing and the Urban Councils Association of
Zimbabwe.
1. Property stock breakdown per suburb/area (high, medium, low density, commercial,
industrial, institutional)
2. Bulk water production figures for each month
3. Water sold for each month based on property category (high, medium, low density,
commercial, industrial, institutional)
4. Number of pipe bursts for each month
5. Water supply complaints per month
6. Wastewater complaints per month
7. Solid waste complaints per month
8. Tariff schedule for each year for water, wastewater and solid waste
9. Exception reports or billing summary for each month showing volume billed, properties
billed per category, amount billed
10. Wastewater flows as measured at sewage treatment plant
11. Annual financial management report for the financial year
12. No. of sewer blockages for each month
13. Summary of water quality test results for the year, physio-chemical + biological
14. Organogram for water supply
15. Organogram for wastewater
16. Organogram for solid waste
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