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Opening Speech 

In this context, monitoring and evaluating water utilities’ performance plays a 
central role in strengthening institutional performance across water sector.  Through 
data-driven analysis, this function support transparency and accountability, and 
contributes to improving the efficiency and effectiveness of water service delivery. 

This report highlights key achievements and best practices that contribute to the 
efficient management of Jordan’s limited water resources. It also presents key 
performance insights that support sector stakeholders in strengthening institutional 
capacity and enhancing the sustainability of water service delivery. 

We extend our sincere appreciation to GIZ for their continuous technical and 
financial support, which has been instrumental in strengthening institutional 
capacity to monitor performance and improve operational practices within water 
utilities. Their partnership plays a vital role in enabling innovation, promoting 
resilience, and advancing the overall performance of Jordan’s water sector.

Through this report, we aim to inspire continuous improvement, strengthen 
institutional and operational performance, and advance Jordan’s water sector 
toward a resilient and sustainable future, ensuring reliable, high-quality water 
services for all citizens today and for generations to come.

Minister of Water and Irrigation
Eng. Raed Abu Soud 

It is my honor to present the 2024 Annual 
Performance Monitoring Report, prepared 
by Project Management Directorate (PMD). 
This report serves as a pivotal tool for 
evaluating the performance of Jordan’s 
water utilities, supporting improvements in 
service quality, operational efficiency, and 
long-term sustainability. The water sector 
in Jordan continues to navigate a complex 
and evolving environment, characterized by 
rising water demand, limited resources, and 
mounting environmental pressures. These 
challenges, however, also create unique 
opportunities for utilities to innovate, optimize 
performance, and deliver sustainable water 
services that meet the needs of all citizens.

1 Performance Monitoring 
Functions within PMD 

Ministry of Water and Irrigation



Vision 

Enhancing the capabilities of Jordanian Water utilities 
to provide the best services to customers in an effective 
and efficient manner

Monitoring the Jordanian Water Utilities’ performance 
against an agreed set of indicators, setting performance 
targets to support evaluation and benchmarking, while 
taking into consideration the need to enhance the 
Utilities’ financial sustainability

Mission 
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1.1 Performance Monitoring Institutional Framework

The Utilities Performance Monitoring Unit (UPMU) was established in accordance with 
the Water Authority of Jordan (WAJ)’s Law No. 18 and its amendments in Article (10) 
to enhance the principles of transparency and good governance in the water sector, 
and to improve the legal and contractual relationship between the Ministry of Water and 
Irrigation (MWI), WAJ, and the water utilities.

On 8 February 2026, following the institutional restructuring within the Water Authority of 
Jordan (WAJ), the Performance Monitoring function, previously carried out by the Utilities 
Performance Monitoring Unit (UPMU), was integrated into the Programme Management 
Directorate (PMD), as originally foreseen in the Assignment Agreement, ensuring the 
continuity of performance monitoring within the water sector.

Within this framework, the performance monitoring function focuses on the following 
activities:

1- Setting and developing Performance Indicators (PIs), baselines and mechanisms 
for calculating and using them as a basis for comparing and evaluating the utilities’ 
performance.

2- Monitoring the utilities’ performance and issuing performance reports.

3- Developing and reviewing the necessary documentation for establishing the utilities 
and developing their tasks/duties (i.e., Development and Delegation Agreements 
(Assignment Agreements)).

4- Issuing the basis-in and general evidence which inform the frameworks for developing 
internal working guidelines and procedures, such as business planning and customer 
service guidelines, as regulatory standards. 

5- Reviewing, approving, and accrediting company business plans and setting targets, in 
cooperation with the utilities and in accordance with water policies.

 

 	  	

1.2 Stakeholders: 

Ministry of Water and Irrigation 
(MWI)

Aqaba Water Company
(AW)

German International Cooperation (GIZ)

German Federal Ministry for Economic 
Cooperation and Development (BMZ)

Sanitation and Water for All (SWA)

Federal Institute for Geosciences and 
Natural Resources (BGR)

Miyahuna
(Jordan Water Company)

Yarmouk Water Company (YWC)

Kreditanstalt fur Wiederaufbau Banking 
Group (KfW)

Global Water Operations’ Partnerships 
Alliance (GWOPA)

World Health Organization (WHO) - 
RegNET

United States Government
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Overview of the 
Jordanian Water Utilities2

1.3  Report Methodology

This sixth annual report analyzes 2024 data to evaluate the performance of 
Jordan’s water utilities, highlighting achievements and challenges. Its main 
goal is to enhance accountability, transparency, and continuous improvement.

The report begins with an overview of the performance monitoring function, followed 
by an overview of Jordanian water utilities, including their profiles and service areas.                                                          
The chapter of Water Utilities’ Performance in 2024 provides key insights for decision-makers          
and stakeholders. It also helps utilities to assess their performance using defined indicators.

By reviewing the results over the five-year period from 2020 to 2024, the analysis 
aims to monitor progress toward achieving the utilities strategic objectives, 
identify performance gaps and areas that require corrective actions, and 
detect trends and shifts related to efficiency, service quality, and sustainability.
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Chapter 2: Overview of Jordan’s water utilities

2.1 Map of the utilities’ service areas 

Figure 1: Map of the utilities’ service areas - 2024
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Jordan Water Company - Miyahuna LLC, is responsible for providing water 
and sanitation services to the capital governorate. In 2007, Miyahuna signed 
a Delegation and Development Agreement with the Water Authority of Jordan 
under which Miyahuna has the authority to manage and operate water and 
wastewater facilities for a period of 99 years, in addition to operating and 
maintaining water networks, operating and maintaining sewage collection 
networks, and operating several small sewage treatment plants. In 2014, an 
agreement was signed with WAJ to manage and operate water and sanitation 
for the Madaba governorate, and in early 2018 another agreement was signed 
to join the Madaba administration to Miyahuna.

The Ministry of Water and Irrigation decided, after the approval of the Council 
of Ministers, to include Zarqa Governorate as part of Miyahuna in 2020. In mid 
2020, the Mahes and Fuheis directorates in Balqa Governorate were included 
under Miyahuna, and Balqa Governorate become part of Miyahuna in 2023 – 
excluding South Shouneh and Deir Alla. 

The company strives to achieve the highest levels of quality in the services 
provided and the speed of response to complaints, in addition to reducing water 
loss. The central laboratories implement a system of operational programs and 
intensive monitoring of water quality at all stages, starting from the sources to the 
distribution network to ensure their compliance with specifications and standards 
according to Jordanian standards as well as international accreditation from the 
United Kingdom Accreditation Service (UKAS).

2.2 Utility: Jordan Water Company  
Miyahuna

Vision, mission and values

Vision
Committed to providing customers with excellence and effectiveness in water 
and wastewater services.

Mission
To enhance quality of life by providing all customers with sustainable, efficient 
and reliable water and to conserve the environment by adopting best techniques 
for wastewater treatment.

Values
Quality, a spirit of teamwork, loyalty, innovation, creation, transparency and 
reliability.

1Miyahuna area includes (Amman, Zarqa, Madaba and Balqa, excluding South Shouneh and Deir Alla).

2Amount billed in period includes water and wastewater as well as other billing.

Miyahuna in numbers – 2024

Population

Area1 [km2] Wastewater coverage [%]

Length of sewage network 
[km]

Water subscribers Water distributed [MCM]

Average number of people 
served per subscriber

Authorized consumption 
[MCM]

Sewage subscribers Number of bills annually

Employees Amount billed in period2

[Mio JOD]

Estimated water service 
coverage [%]

Number of wells

Length of water network 
[km]

Number of reservoirs

13,870 88

7,276,870 6,343

1,153,252 351.622

6.5 191.140

912,850 5,376,268

2,844 146.044

98 215

18,265 127
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Aqaba Water Company, which was established in 2004, is considered a 
legal offshoot of the Water Authority of Jordan. The WAJ owns 85% of AW, 
while Aqaba Development Company (ADC) / Aqaba Special Economic 
Zone Authority (ASEZA) owns 15% of it. Thus, AW in addition to providing 
the services it was established for, is also responsible for contributing to 
the comprehensive development of Aqaba by creating a healthy investment 
environment through the provision of distinguished services at high 
standards.

AW’s main objective is to ensure a sustainable and reliable water supply 
for residential, commercial and industrial customers in Aqaba. It manages 
the water infrastructure, including wastewater treatment plants, water 
distribution networks, and customer service. 

The WAJ awarded AW a four-year performance-based management 
contract to manage the operation and maintenance of three governorates 
(Karak, Tafileh, Ma’an) with the objective of enhancing their performance. 

Vision, mission and values

Vision
To be a role model in regional management, operation and investment of water 
and wastewater services.

Mission
To provide excellence in water and wastewater services: offering efficiency 
and effectiveness in managing resources and operations; using the latest 
technologies in the field of water and wastewater; contributing to raising the 
standards of environmental and health quality; contributing to providing a fertile 
environment for investment; and transferring knowledge and expertise in a way 
that contributes to the prosperity of society and secures its requirements and 
guarantees continuity.

Values
Social responsibility, inclusion and empowerment, integrity, transparency, creativity, 
innovation, building partnerships, performance quality and accountability.

AW in numbers - 2024

Population

Area [km2] Wastewater coverage [%]

Length of sewage network 
[km]

Water subscribers Water distributed [MCM]

Average number of people 
served per subscriber

Authorized consumption 
[MCM]

Sewage subscribers Number of bills annually

Employees Amount billed in period
[Mio JOD]

Estimated water service 
coverage [%]

Number of wells

Length of water network 
[km]

Number of reservoirs

6,905 91

245,200 343

45,131 30.404

5.7 18.471

40,120 533,700

740 23.598

100 46

1,256 47

2.3 Utility: Aqaba Water Company
 (AW)
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Yarmouk Water Company LLC is owned by the Water Authority of Jordan. 
It was established in 2011, working on operation and maintenance 
of drinking water production and distribution systems. These depend 
mainly on groundwater, in addition to a set of different springs and water 
resources, as well as the collection and treatment of wastewater in the 
northern governorates of Jordan (Irbid, Jerash, Ajloun and Mafraq). 

The YWC has been challenged by rapid growth of the served population 
due to the reception area seeing the influx of nearly one million Syrian 
refugees over the past few years, and the increase in the number of water 
and wastewater subscribers, in addition to a decline in productivity of 
internal water resources and the financial crisis. 

2.4 Utility: Yarmouk Water Company 
(YWC)

Vision, mission and values

Vision
To provide optimal services in the water and wastewater sector, maintaining 
high efficiency in order to enhance the level of service offered to customers.

Mission
To achieve the highest degree of efficiency, productivity and transparency in the 
management of ethical and sustainable water and wastewater services.

Values
Team work, excellent customer service, quality, efficiency, social awareness. 

YWC in numbers – 2024

Population

Area [km2] Wastewater coverage [%]3

Length of sewage network 
[km]

Water subscribers Water distributed [MCM]

Average number of people 
served per subscriber

Authorized consumption 
[MCM]

Sewage subscribers Number of bills annually

Employees Amount billed in period
[Mio JOD]

Estimated water service 
coverage [%]

Number of wells

Length of water network 
[km]

Number of reservoirs

28,990 46.5

3,355,600 1,914

395,063 116.549

8.8 61.432

168,344 4,329,776

1,331 46.593

98 214

12,602 162

3The percentage of wastewater coverage in 2024 is lower than in 2023 due to a change in the calculation methodology.
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WATER UTILITIES’ 
PERFORMANCE IN 20243

Data collection steps 

STEP
1

STEP
3

STEP
4

STEP
5

IT IT Thematic
Experts

All Director

Send
request
for data

(day 1)

Analyse
data

(day 40)

Discuss
analysis,

formulate
feedback

(day 45)

Send
combined
feedback
to utility

(day 51)

STEP
2

Receive
data,

check &
import

(day 30)
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Chapter 3: Water Utilities’ Performance 
in 2024
This chapter provides a comprehensive assessment of the performance of Jordan’s 
three water utilities—Miyahuna, Aqaba Water Company (AW), and Yarmouk Water 
Company (YWC)—for the year 2024. The evaluation focuses on how effectively and 
efficiently these utilities managed their resources and services in key areas.

The analysis was conducted using a structured framework of 43 indicators. These 
comprise 10 Key Performance Indicators (KPIs), 24 lower-level Performance Indicators 
(PIs), and 9 National Strategy Indicators (NSPIs), all of which are grouped into five key 
clusters.

The following color code is used to assess the quality of the indicators based on the 
validity and reliability of the variables used in their calculation:

	 The credibility of indicator is good

	 The credibility of indicator is acceptable

	 The credibility of indicator is not good

3.1 Performance Indicators  
  3.1.1 Operational Performance 

The first group of indicators, which looks at operational performance, is divided into five 
clusters:

a.  Water Quality Assurance: This cluster includes 4 indicators that provide a 
comprehensive overview of the drinking water quality and the effluent from the sewage 
treatment plants of the Water Utilities, ensuring compliance with international and 
Jordanian standards.

b. Energy Efficiency: This cluster includes 3 indicators concerning energy 
savings, the use of renewable energy, and monitoring power consumption, 
all of which are crucial for improving energy efficiency and reducing costs. 

c.  Response Time & Repair Efficiency: This cluster includes 4 indicators focusing on 
aspects that ensure an efficient, effective, and sustainable system in water utilities. 
These indicators directly impact the ability to address and resolve issues related to 
water supply and pump efficiency.

d.  Bulk Metering: This cluster includes 4 indicators focusing on the utilities’ 
performance regarding meters at bulk resources. These measure flow rates in wells, 
reservoirs, and import-export points to accurately measure the volume of system input, 
providing a better understanding of the percentage of Non-Revenue Water (NRW). 

Cluster 
no.

Section PI Name PI
 Level

Unit No. of 
Variables

1.
Quality 

Assurance 
& Control

Microbiological water quality 
compliance

KPI % 2

Physical-chemical water quality 
compliance

PI % 2

Effluent quality compliance NSPI % 2

Water quality tests performed PI % of req. tests 2

2.
Energy 

Efficiency

Renewable energy utilization NSPI % 5

Average unit energy consumption PI KWh/m³ 4

Power consumption monitoring NSPI % 2

3.
Response 

Time & 
Repair 

Efficiency

Speed of repair of failures PI % of bursts 4

Preventive maintenance of pumps NSPI % 2

Corrective maintenance 
of pumps

NSPI % 2

Sizing of pumps NSPI % 2

4.
Bulk 

metering

Operational well 
and reservoir meters

NSPI % 2

Calibration of well 
and reservoir meters

NSPI % 2

Metering of import 
and export points

NSPI % 4

Wells with dynamic
 level monitored 

PI % 2

5. Water 
Losses

Non-Revenue Water⁴ KPI % of system input 2

Water loss per subscriber PI m³/subscriber/day 4

Water losses per mains length PI m³/km/day 3

Water losses per connection per 
day

PI m³/connection/day 4

Inefficiency of use of water 
resources

PI % 5

Water resources use per capita/
day

PI lcd 4

Table 1: Operational Performance Indicators

e.  Water Losses: This cluster includes 6 indicators showcasing utilities’ performance 
regarding water losses and resource efficiency. This provides a crucial understanding 
of operational efficiency, identifies weaknesses in the water supply system, and guides 
strategies to enhance sustainability and resource management.

4 The NRW% presentes through Annex II: Non-Revenue Water Central Unit (CNRW) report-Reporting Period: 
3rd assessment year
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 3.1.2 Customer Service Performance

The second group of indicators, which looks at customer service performance, is divided 
into three clusters: 

a.Supply Mode & Efficiency. This cluster  includes 3 indicators which focus on assessing 
and analyzing various indicators related to supply mode and efficiency. It gives a 
foundation for assessing service quality and ensuring equitable water distribution.

b.Commercial & Customer Processes. This cluster  includes 4 indicators which are 
measuring the efficiency and effectiveness of utilities in managing customer-related 
operations and commercial activities. This cluster is important because it reflects how 
well utilities manage customer services, billing accuracy, and system reliability.

c.Customer Relationship & satisfaction. This cluster  includes 2 indicators which focus 
on evaluating how effectively utilities respond to customer needs and maintain service 
quality from the user’s perspective. This cluster is important because it reflects the level 
of customer satisfaction and confidence with the utility’s performance.

Cluster 
no.

Section PI Name PI Level Unit No. of 
Variables

1.
Supply Mode 
& Efficiency

Continuity of supply KPI % of time 1

Subscribers receiving 
continuous supply

PI % 2

Water consumption 
per capita (residential 

subscribers)

KPI Liters/capita/day 
(lcd)

2

2. Commercial 
& Customer 
Processes

New connection 
efficiency

KPI % of requests 2

Percentage of inactive 
subscribers

PI % 2

Subscriber meter 
replacement ratio

PI % 2

Meter reading ratio PI % 2

3.
Customer 

Relationship 
& satisfaction

“No Water” complaints KPI No. of 
complaints/1000  

active subscribers

2

Billing complaints PI No. of  
complaints/1000  

active subscribers

2

Table 2: Customer Service Performance Indicators

 3.1.3 Financial performance 

The third group of indicators, which looks at financial performance, is divided into three 
clusters:

a.Financial Efficiency (Liquidity): This cluster includes 5 indicators which measure 
the ability of utilities to cover issued billing and operating expenses from collections. 
It helps assess financial sustainability, identify cash flow challenges, and ensure that 
utilities maintain sufficient liquidity to support continuous service delivery and system 
maintenance.

b.Financial Sustainability (Profitability): This cluster includes 2 indicators which measure 
utilities’ ability to cover operating expenses from revenue generated. It helps determine 
whether the utility’s revenue streams are sufficient to support ongoing operations and 
ensure long-term financial stability.

c.Unit Profitability- JOD/m³: This cluster includes 2 indicators which measure the balance 
between the revenue earned and the cost incurred per cubic meter, providing a clear 
view of operational profitability. It helps utilities assess whether water and wastewater 
prices cover service costs, identify areas of cost inefficiency, and support better financial 
planning for sustainable operations. 

Cluster 
no.

Section PI Name PI Level Unit No. of 
Variables

1.
Financial 
Efficiency
(Liquidity)

Collection Efficiency 
(Customers)

KPI % 4

Collection ratio PI % 2

Delay in accounts 
receivable

PI months 4

Operating cost coverage 
ratio (collection)

PI % 2

2.
Financial 

Sustainability
(Profitability)

Operating cost coverage 
ratio (revenues)

KPI % 2

Electricity costs as 
percentage of total O&M 
costs ctive subscribers

PI % 2

3.
Unit 

Profitability-
JOD/m³

Average water and 
wastewater revenue for 

billed consumption

PI JOD/m³ 11

Unit operating cost water 
and wastewater services

PI JOD/m³ 2

Table 3: Financial  Performance Indicators
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 3.1.4 Human Resources performance 

The last group analyzes employees’ efficiency, capability, and capacity-building measures.

a. Staff Utilization: This cluster includes 2 indicators which measure staff productivity, 
helping utilities determine whether staffing levels are appropriate relative to the number 
of customers served. Monitoring these indicators supports better human resource 
planning, cost control, and operational efficiency.

b. Staff Efficiency: It includes 2 indicators that measure staff efficiency within the 
utilities, support continuous professional development, and help identify gaps in skills or 
knowledge. Monitoring these indicators enables utilities to enhance staff performance 
and improve service delivery.

Cluster 
no.

Section PI Name PI Level Unit No. of 
Variables

1. Staff 
Utilization 

Employees per 1000 
subscribers Water & 

Wastewater (W&WW)

KPI No/1000 
Subscribers

3

Employees per 1000 
subscribers Water(W)

PI No/1000 
Subscribers

2

2.
Staff 

Efficiency

Training per employee KPI Hr per employee 2

Percentage of staff 
trained

PI % 2

Table 4: Human Resources Performance Indicators

3.2 Performance of water utilities in 2024 
3.2.1 Operational performance
3.2.1.1 Quality assurance & control 
Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 

indicator/note

Microbiological 
water quality 
compliance

% Miyahuna 99.7 99.7 99.9 100 99.8

AW 100 100 100 100 100

YWC 100 100 100 100 100

Physical-
chemical 
water quality 
compliance

% Miyahuna 99.9 99.9 99.9 99.9 99.9

AW 100 100 100 100 108

YWC 100 100 100 99.6 99.9

Effluent quality 
compliance

% Miyahuna 99 99 99 97 99

AW 100 100 100 100 100

YWC 88 87 89 85 76

Water quality 
test performed 

% of Miyahuna 100 100 100 100 100

AW 100 100 275 187 194

YWC 100 100 100 100 104

The microbiological and Physical-chemical water quality compliance of drinking water 
across the three utilities demonstrates consistent excellence, with full compliance to both 
Jordanian national standards and World Health Organization (WHO) guidelines. This 
performance highlights the utilities’ strong commitment to safeguarding public health and 
ensuring customer confidence with water services. 

Table 5: Quality assurance & control 2020-2024

Figure 3: Physical-chemical water quality complianceFigure 2: Microbiological water quality compliance

90
91
92
93
94
95
96
97
98
99

100

Miyahuna AW YWC

%

Microbiological water quality compliance

2022 2023 2024

90

91

92

93

94

95

96

97

98

99

100

Miyahuna AW YWC

%

Physical-chemical water quality compliance

2022 2023 2024

Murals on the main reservoirs and towers owned by Miyahuna
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The three utilities demonstrated varying levels of effluent quality compliance. Miyahuna 
and AW maintained strong performance with high compliance rates. In contrast, Yarmouk 
Water Company (YWC) continued to face significant challenges, with compliance 
levels showing a clear downward trend over the period. This places YWC well below 
the Jordanian minimum threshold of 95% and highlights operational inefficiencies and 
systemic issues in its wastewater treatment plants. Ongoing upgrades by the Water 
Authority of Jordan (WAJ), supported by donor-funded projects, are currently under 
implementation and are expected to become operational in the coming years, which will 
positively impact effluent quality and help YWC improve its compliance performance.

The water quality test is 100% in Miyahuna, while in AW it is 194%, as AW conducted 
more water quality tests than the required number initially during the cholera pandemic 
in the neighboring countries, as per the instruction from the Ministry of Health. 

YWC exceeded the 100% target, reaching 104%, by conducting more water quality tests 
than required. This approach was taken to ensure the safety of water resources and to 
prevent any deviation in quality, particularly in wells, through repeated testing.

Figure 4: Effluent quality compliance

Figure 5: Water quality test performed 

3.2.1.2  Energy Efficiency 

Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/

note

Renewable 
energy 
utilization

%

Miyahuna 0 0 0 1.1 5.8

AW 0 0 5.5 0.7 5.1

YWC 0 0 0 1.1 6.2

Average 
unit energy 
consumption

KWh/m³

Miyahuna 3.0 2.9 2.7 2.6 2.5

AW 1.0 1.0 1.4 1.4 1.4

YWC 3.2 3.1 3.0 3.1 3.3

Power 
consumption 
monitoring

%

Miyahuna 43 45 46 60 61

AW 100 98 100 100 100

YWC 95 20 25 56 56

Table 6: Energy Efficiency  2020-2024

Miyahuna and YWC benefited throughout 2024 from the operation of the 24 MW 
photovoltaic solar energy project in the Disi area, launched in the fourth quarter of 
2023. Miyahuna receives 70% and YWC 30% of the project’s total energy output, which 
positively contributed to their energy performance indicators.

AW’s performance improved due to the utilization of photovoltaic energy generated by 
North Aqaba WWTP. However, the biogas system is still pending licensing and under 
discussion with the relevant authorities, with expected operation in 2025.

Figure 6: Renewable energy utilization
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Miyahuna and AW maintained their performance for this indicator, while YWC shows a 
slight increase in this indicator. Despite the integration of renewable energy components 
across all utilities, the expected reduction in energy consumption per unit was not clearly 
observed. The main factor is the substantial increase in water supply volume in 2024, 
which raised electricity demand for pumping, particularly affecting YWC.

For AW, the ratio reached 100% as all pumps are connected to and monitored through 
the main Supervisory Control and Data Acquisition (SCADA) system.

Miyahuna and YWC demonstrated similar performance; however, it is recommends 
strengthening the management and maintenance of SCADA systems due to their critical 
role in providing a comprehensive view of the entire network, enhancing data integration, 
and enabling more efficient control and decision-making at higher levels within the utilities.

3.2.1.3 Response time & repair efficiency                                           

Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/

note

Speed of repair 
of failures % of 

bursts

Miyahuna 96 98 98 98 87

AW 100 100 100 100 100

YWC 95 95 94 94 94

Preventive 
maintenance of 
pumps

%

Miyahuna 97 98 88 100 22

AW 100 32 91 100 97

YWC 32 38 50 45 57

Corrective 
maintenance 
of pumps

%

Miyahuna 41 48 56 54

AW 51 18 69 54 35

YWC 80 96 73 78 80

Sizing of 
pumps %

Miyahuna 80 95 94 75 71

AW 100 0 100 100 100

YWC 29 37 38 43 43

Table 7:  Response time & repair efficiency 2020-2024

Figure 7: Average unit energy consumption

Figure 8: Power consumption monitoring
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Figure 9: Speed of repair of failures of network
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Aqaba Water (AW) consistently achieved 100% performance across all three years, and 
YWC maintained a steady, good performance in the 93–94% range.

Miyahuna showed a decline in performance in 2024 (approximately 87%), particularly in 
Amman (around 85%) and Zarqa (around 83%), after maintaining high performance in 
the previous two years. This significant deviation indicates operational challenges that 
require immediate attention, as it negatively impacts service continuity and customer 
satisfaction.

Strengthening maintenance programs at Miyahuna (particularly in Amman and Zarqa) is 
recommended to reduce the frequency of network failures, enhance real-time monitoring 
systems, and reinforce resource allocation to ensure sufficient repair teams and materials 
are available during peak failure periods.

Preventive maintenance of pumps is essential to keep the water supply running 
efficiently, especially in areas with intermittent supply like Miyahuna and YWC. In 2024, 
Miyahuna’s performance dropped to about 65% after reaching 100% in 2023, showing 
the need to improve maintenance planning and follow-up. AW continued to perform very 
well, maintaining around 96%. YWC showed a slight improvement to about 60% but still 
needs to improve preventive maintenance.

YWC shows a slight increase in the percentage of pumps repaired through corrective 
maintenance despite maintaining a good level of preventive maintenance. For 
Miyahuna and AW, although some improvement is observed, the percentage of pumps 
requiring corrective maintenance remains relatively high. Both utilities should continue 
strengthening their preventive maintenance programs to further reduce breakdowns.
Overall, all utilities are advised to establish dedicated and skilled maintenance teams to 
effectively perform both preventive and corrective maintenance tasks. 

Miyahuna shows a slight decrease in performance related to the sizing of pumps, which 
may indicate minor mismatches between pump capacity and actual operational demand 
in certain sites. AW, on the other hand, demonstrates excellent results, reflecting strong 
technical design standards and proper capacity assessment. YWC, however, still has 
room for improvement in this area and should consider adopting best practices for pump 
selection and sizing.  All utilities are advised to periodically evaluate pump performance 
to ensure that sizing aligns with system demand, operational conditions, and long-term 
energy efficiency goals.

Figure 10: Preventive maintenance of pumps

Figure 12: Sizing of pumps 
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Figure 10: Corrective maintenance of pumps



38 39

3.2.1.4 Bulk metering 

Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/

note

Operational 
well and 
reservoir 
meters

% Miyahuna 90 93 93 78 80

AW 58 100 70 70 70

YWC 86 90 92 92 95

Calibration 
of well and 
reservoir

% Miyahuna 36 100 27 67 0 

Meters 100 100 97 2 49 

YWC 100 100 91 40 83

Metering of 
import and 
export points

% Miyahuna 100 100 100 98 98

AW 100 100 100 100 100

YWC 83 100 100 100 100

Wells with 
dynamic level 
monitored

% Miyahuna - - - 100 12

AW - - - 55 64

YWC - - - 17 10

Table 8: Bulk metering 2020-2024

AW shows a stable operational performance in the percentage of operational well and 
reservoir meters in 2024. Miyahuna Water Company recorded a slight increase in 2024, 
mainly driven by improvements in the Balqa governorate. YWC demonstrated a positive 
upward trend, achieving the highest operational level among the three utilities.

Ongoing projects by the Water Authority of Jordan (WAJ) and each related utility, 
supported by donor-funded projects, are still under implementation across all utilities, 
enhancing overall system reliability and performance.

Figure 13: Operational well and reservoir meters
All export/import points in AW and YWC are metered. Miyahuna maintained the same 
performance as the previous year.

Note: Water from private wells is considered imported water

The fluctuations in the percentage of well and reservoir meter calibration for 2024 
occurred because the three utilities confused the concepts of verification and calibration. 
Starting in 2025, it has been agreed with the utilities that verification and calibration will 
be recorded separately.
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Figure 14: Calibration of  well and reservoir meters

Figure 15: Metering of import and export points

0

20

40

60

80

100

Miyahuna AW YWC

%

Calibration of well and reservoir meters

2022 2023 2024

0

20

40

60

80

100

Miyahuna AW YWC

%

Metering of import and export points

2022 2023 2024



40 41

This indicator measured the percentage of owned wells with dynamic water levels 
measured. The year 2023 was the first year of reporting this indicator, following 
discussions with BGR and the water utilities. 

This measurement is necessary to highlight the importance of monitoring groundwater 
resources. 

Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/

note

Non – 
Revenue 

Water

%
Miyahuna 46.1 44.6 42.8 44.7

See annex IIAW 37.0 33.3 33.1 33.8

YWC 49.5 50.3 51.1 47.6

Water 
losses per 
subscriber 

m³/
subscriber/

day

Miyahuna 0.40 0.38 0.36 0.36 0.38

AW 0.65 0.59 0.51 0.59 0.72

YWC 0.39 0.42 0.42 0.37 0.38

Water losses 
per main 

length
m³/km/day

Miyahuna 25.5 24.4 24.5 23.5 24.1

AW 27.5 25.1 21.1 21.9 26.0

YWC 12.4 13.2 13.4 12.2 12.0

Water 
losses per connection 

per day

m³
/connection

/day

Miyahuna 1.16 1.11 1.05 0.99 1.03

AW 1.40 1.26 1.12 1.21 1.50

YWC 0.65 0.67 0.67 0.61 0.63

Inefficiency 
of use 

of water 
resources

%

Miyahuna 19.8 19.4 18.1 21.6 22.2

AW 18.5 16.7 16.4 16.6 19.6

YWC 24.4 24.5 24.9 23.1 23.5

Water 
resources 

use per 
capita/day

%

Miyahuna 125 124 122 129 132

AW 369 364 324 348 347

YWC 97 101 98 95 96

Table 9: Water losses 2020-2024

Figure 16: Wells with dynamic level monitored

0

20

40

60

80

100

120

Miyahuna AW YWC

%
Wells with dynamic level monitored

2023 2024

3.2.1.5 Water Losses

Al - Shallala WWTP-YWC



42 43

Figure 18: Water losses per main lengthFigure 17: Water losses per subscriber 

Figure 19: Water losses per connection per day

These three indicators are straightforward and widely used, and examining their variation 
provides a clearer understanding of loss intensity across the system. Looking at losses 
per subscriber, per kilometer of network, and per connection highlights how efficiently 
each utility manages its customer base, network infrastructure, and service connections, 
offering a more detailed view of where performance is improving or deteriorating.

For the most part, all utilities show a decrease in efficiency across these indicators. 
Miyahuna and AW both demonstrate a decline in efficiency, with all three indicators rising 
noticeably in 2024, indicating increasing losses across subscribers, network length, and 
connections.

In contrast, YWC continued improvement in losses per main length (kilometer) and 
generally stable losses per subscriber and per connection, marked only by minor 
fluctuations.

The water resources used per capita per day measures the average daily volume of water 
supplied per capita. For all three utilities, the figures for 2024 remained almost unchanged 
compared to the previous years, as the increase in water supply corresponded closely 
with population growth.

Miyahuna and YWC remained relatively stable but at consistently high inefficiency 
levels. While AW experienced increasing inefficiency in water use and higher losses. To 
address these issues, it is recommended that all utilities strengthen maintenance and 
rehabilitation of networks, implement accurate monitoring and leak detection systems, 
and adopt advanced metering and data analysis technologies.
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Figure 21: Water resources use per capita/day

Figure 20: Inefficincy of use of water resources
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The figure above shows a comparison between water resources use per capita per day 
and water consumption per capita per day for the year 2024.

Note: For AW, the huge difference between two indicators is due to the big consumption of the 
commercial and industrial customers.

Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/note

Continuity of 
supply % of 

time

Miyahuna 21.3 21.3 21.3 22.6 22.3

AW 100 100 100 100 100

YWC 5.4 5.4 5.4 5.4 5.4

Subscribers 
receiving 
continuous %

Miyahuna 3 1 2 1.2 1.2

AW 93 96 95 100 100

YWC 0 0 0 0 0

Water 
consumption 
per capita
(residential 
subscribers)

Liters
/capita/

day
(lcd)

Miyahuna 54.1 53.6 52.9 58.3 56.3

AW 76.4 87.9 75.3 92.1 74.6

YWC 45.6 46.4 44.1 44.1 42.2

3.2.2 Customer service Performance
3.2.2.1 Supply Mode and Efficiency

Table 10:Supply Mode and Efficiency 2020-2024

The continuity of supply for Aqaba Water Company and Yarmouk Water Company has 
remained stable over the past three years, while Miyahuna shows a slight decrease 
compared to the previous year.

Subscribers receiving continuous supply for the three utilities remains consistent with the 
previous year.

Figure 22: Water resources use per capita per day Vs. Water consumption per capita per day
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Figure 23: Continuity of supply

Figure 24: Subscribers receiving continuous supply
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The three utilities recorded a decrease in LCD compared to the previous year despite an 
increase in total water supplied, mainly due to a decline in the volume of water billed to 
residential subscribers.

Indicator/
year

Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/note

New 
connection 
efficiency

% of 
requests

Miyahuna 84 77 78 79 81

AW 100 100 100 100 100

YWC 88 89 83 89 71

Percentage 
of inactive 
subscribers %

Miyahuna 9.5 10.1 9.6 9.6 9.8

AW 6.7 4.0 4.9 4.9 1.6

YWC 13.4 13.3 14.5 14.5 12.8

Subscriber 
meter 
replacement 
ratio

%

Miyahuna 2.4 3.9 7.4 4.8 38.2

AW 43.4 30.2 1.4 1.9 2.6

YWC 2.6 1.7 0.9 1.7 29.5

Meter 
reading ratio

%

Miyahuna 103 102 100 99 99

AW 98 97 93 97 96

YWC 98 96 100 99 93

3.2.2.2 Commercial & Customer Processes

Table 11: Commercial & Customer Processes 2020-2024

This indicator measures the Percentage of connections type 1 and type 2 installed within 
the specified target time.
Miyahuna shows increase compared to the previous year. While AW remains excellent 
and the highest in efficiency in implementing new connections for all three types. YWC 
showed notable decrease in performing type 1 and 2 connections.
The three utilities reported this indicator based on the installation of the customer meter 
without specifying the target time; due to their direct dependency on other authorities 
(e.g., municipalities, MOPH, etc.), which often leads to delays in finalizing the installation 
of type 2 connections.   
Note: The three types of new connection are defined as:

Type 1 Additional subscription (new water meters)
Type 2 New house connection needed for the new subscription
Type 3 New subscription needs main pipe laying (no target time is set)

Regarding inactive subscribers, the percentage for AW decreased to 1.6% and for YWC to 
12.8%, while for Miyahuna, it slightly increased to 9.8%. This has serious consequences 
on unauthorized consumption and subscriber accounts receivables.

Figure 25: Water consumption per capita (residential subscribers)

Figure 26: New connection efficiency 
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The percentage of meter replacements in Miyahuna rose significantly from 7.4% to 
38.2% in 2024, reflecting a strong positive trend in upgrading old or inaccurate meters.

Aqaba Water (AW) recorded a slight increase from 1.4% to 2.6%, while Yarmouk 
Water Company (YWC) achieved a remarkable milestone by replacing around 100,000 
subscriber meters, a step expected to enhance billing accuracy and improve consumption 
monitoring efficiency.

Miyahuna maintained a relatively stable performance in meter reading ratios, while AW 
showed a slight improvement.
   
In contrast, YWC experienced a significant decline in meter reading ratios during the 
first two quarters of 2024; however, performance began to improve in the third quarter 
following the implementation of an external metering contract.

3.2.2.3 Customer Relationship & satisfaction

Indicator/
year

Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/note

“No Water” 
complaints

No. of 
complaints/

1000
active 

subscribers

Miyahuna 298 381 366 248 255

AW 57 92 115 174 179

YWC 287 239 232 206 252

Billing 
complaints

No. of 
complaints/

1000
active 

subscribers

Miyahuna 19 22 21 24 22

AW 24 61 28 54 50

YWC 18 28 18.4 16.9 30

Table 12: Customer Relationship & satisfaction 2020-2024

In 2024, all three water utilities recorded an increase in “No Water” complaints, alongside 
higher water supply levels—approximately 4% in Miyahuna, 6% in Aqaba Water (AW), 
and 3% in Yarmouk Water Company (YWC). The number of active subscribers also rose 
by about 2%, 11%, and 4%, respectively.

Strongly recommended for the three water utilities to strengthen their efforts in managing 
water distribution to effectively address supply issues and enhance customer satisfaction. 

Figure 29: Meter reading ratio

Figure 28: Subscriber meter replacement ratio 
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Figure 30: “No Water” complaints per 1,000 subscribers
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Miyahuna and AW show a decrease in billing complaints, indicating the successful 
adaptation and implementation of monthly billing for the second consecutive year, which 
led to greater customer acceptance of their bills.

YWC shows a notable increase in the number of billing complaints due to the 
implementation of the monthly billing system in 2024.

3.2.3 Financial Performance
3.2.3.1 Financial Efficiency (Liquidity)

Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/note

Collection 
Efficiency 
(Customers)

% Miyahuna 87.9 95.6 95.9 90.0 371.1

AW 88.9 91.6 80.8 90.0 105.6

YWC 72 73 87.2 83.0 98.2

Collection ratio % Miyahuna 86.1 91.6 88.5 97.6 383.3

AW 84.2 88.5 74.6 79.7 91.8

YWC 84.4 74.8 81.2 85.3 98.2

Delay in 
accounts receivable

month Miyahuna 7.7 7.4 7.9 8.52 8.61

AW 8.1 8.5 9.4 9.68 8.85

YWC 17.6 18.4 23.5 22.62 24.41

Operating cost 
coverage ratio
(collection)

% Miyahuna 77.1 89.7 88.5 87.4 276.6

AW 71.6 90.3 85.3 91.7 96.6

YWC 45.8 45.7 45.0 47.0 55.7

Collection efficiency measures how effectively the utilities collect billing revenue from 
customers for water and wastewater services. It reflects the ability to recover outstanding 
debts, making it a key indicator for assessing utilities’ liquidity.

Table 13: Financial Efficiency (Liquidity) 2020-2024
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Figure 31: Billing complaints

Figure 32: Collection Efficiency (Customers)
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Miyahuna showed a recorded improvement in collection efficiency from 90.9% in 2023 to 
371.1% in 2024. However, the credibility of this figure is compromised due to inaccuracies 
in the financial data submitted, particularly regarding collections from residential and non-
residential customers. Despite multiple opportunities provided to Miyahuna to review and 
validate its financial data, the required level of accuracy was not achieved.

Meanwhile, AW improved from 90.0% in 2023 to 105.6% in 2024, and YWC improved 
from 83.0% in 2023 to 98.18% in 2024.

This indicator is a financial metric that measures the efficiency of utilities’ total collections 
from their total billing (a measure of liquidity), and it indicates how quickly the utility can 
convert its bills into cash.

Miyahuna’s collection ratio has improved dramatically from 97.6% in 2023 to 383.3% 
in 2024. However, the credibility of this indicator is not good due to inaccuracies in the 
financial data submitted for this indicator, particularly in collection from residential and 
non-residential customers.

While the AW ratio had a major improvement from 79.7% in 2023 to 91.8% in 2024, this 
was due to the increase in collection by 15% while billing stayed almost the same; YWC 
has also showed major improvement from 85.3% in 2023 to 98.2% in 2024, and this was 
due to the increase in collection by 19% while revenue increased by only 3%.

Delay in accounts receivable measures the collection period, which is the amount 
of time it takes for the utility to collect payment from customers after bills are issued. 
It is an important metric in financial management and cash flow analysis, as it 
helps the utility understand how efficiently it is managing its accounts receivable. 

In Miyahuna, the delay of receivables increased from 8.52 months in 2023 to 8.61 months 
in 2024. However, the credibility of this indicator is not good due to inaccuracies in the billing 
data submitted for this indicator, particularly in billing for illegal usage and billing for tanker sales. 

While it decreased in AW from 9.68 months in 2023 to 8.85 months in 2024, it increased 
in YWC from 22.62 months in 2023 to 24.41 months in 2024.
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Figure 33: Collection Ratio

Figure 34: Delay in accounts receivable

Figure 35: Operating cost coverage ratio (collection)
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The Operating Cost Coverage Ratio (Collection) is a financial metric used to assess 
a company’s ability to cover its operating expenses with its collections. It measures how 
well the company can pay for its day-to-day operational costs using the collected revenue. 

Miyahuna’s recovery from collections increased from 87.4% in 2023 
to 276.6% in 2024. However, the credibility of this indicator is not good 
due to inaccuracies in the financial data submitted for this indicator, 
particularly in collections from residential and non-residential customers. 

AW recovery increased from 91.7% in 2023 to 96.6% in 2024, since 
collections increased by 15%, while operational costs increased by only 9%. 

For YWC, recovery increased from 47.0% in 2023 to 55.7% in 2024, since collections 
increased by 19%, while operational costs stayed almost the same.

3.2.3.2 Financial Sustainability (Profitability)

Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/note

Operating cost 
coverage ratio
(revenues)

% Miyahuna 90.1 99.9 100.3 100.9 114.8

AW 122.0 134.5 119.9 122.5 117.7

YWC 58.3 63.4 60.8 56.0 73.5

Electricity 
costs as 
percentage of
total O&M 
costs

% Miyahuna 52 48 43.8 39.2 37.6

AW 19 20 21.2 20.3 18.2

YWC 52 45 40.2 40.6 40.7

The Operating Cost Coverage Ratio (revenues) helps in assessing a utility’s ability to 
cover its operation and maintenance costs using its total revenue (revenues from water 
and wastewater services as well as other revenues including grants), measuring their 
operational efficiency and sustainability.

Miyahuna and YWC showed a major improvement of the operating cost coverage ratio 
in 2024. Miyahuna’s increased from 100.95% in 2023 to 114.83% in 2024, since revenue 
increased by 16% while O&M increased by only 2%. YWC’s coverage increased from 
56.0% in 2023 to 73.5% in 2024, due to a 31% increase in revenue with almost the same 
O&M costs as the previous year.

AW showed a decrease in coverage from 122.5% in 2023 to 117.7% in 2024, since revenue 
increased by 5% while the O&M costs increased by 9%.

In general, the Operating Cost Coverage Ratio considers all utility revenues, including 
grants. If grants are excluded from the calculation, the ratio provides a clearer view of the 
utility’s ability to cover operation and maintenance costs from its core service activities. 
Under this approach, the ratio would be 105% for Miyahuna, 60% for Yarmouk Water 
Company, and 109% for Aqaba Water in 2024.

Indicator/year Unit Utility 2024 Quality of 
indicator/note

Operating cost coverage 
ratio
(revenues excluding 
grants)

% Miyahuna 371.1

AW 105.6

YWC 60

Table 14:Financial Sustainability (Profitability) 2020-2024 Table 15:Operating cost coverage ratio (revenues excluding grants)

Figure 36: Operating cost coverage ratio (revenues)
Figure 37: Operating cost coverage ratio (revenues excluding grants)/2024
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Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/note

Average water 
and wastewater
revenue 
for billed 
consumption

JOD/m³

Miyahuna 0.83 0.82 0.79 0.82 0.80

AW 0.89 0.95 1.17 1.12 1.12

YWC 0.72 0.73 0.68 0.69 0.69

Unit operating 
cost water and
wastewater 
services

JOD/m³

Miyahuna 1.06 0.99 0.93 1.06 1.06

AW 1.10 0.97 1.11 1.10 1.21

YWC 1.30 1.39 1.43 1.36 1.34

Electricity costs as a percentage of total O&M costs measures the 
importance and impact of electricity costs relative to the total O&M costs. 

Miyahuna’s electricity percentage decreased from 39.2% in 2023 to 
37.6% in 2024,and AW’s decreased from 20.3% in 2023 to 18.2% in 
2024,while YWC’s slightly increased from 40.6% in 2023 to 40.7% in 2024. 

The electricity cost percentage shows a higher dependency on electricity for Miyahuna 
and YWC, with around 38% for Miyahuna and 41% for YWC, while the AW percentage is 
around 21%. This is due to the difference in pumping requirements because of differing 
topography, allocation of sources, and subscriber distribution.

3.2.3.3 Unit Profitability- JOD/m³

Average water and wastewater revenue for billed consumption measures revenue 
from billing per cubic metre; it shows the average of different customer types and 
consumption patterns, and it also has a great impact on utilities’ sustainability. 

Despite the increase in tariff in December 2023, the average water and 
wastewater revenue for billed consumption decreased slightly for Miyahuna 
from 0.82 JOD/m³ in 2023 to 0.80 JOD/m³ in 2024. However, the credibility of 
this indicator is not good due to inaccuracies in the billing data submitted for 
this indicator, particularly in billing for illegal usage and billing for tanker sales. 

While YWC and AW were stable—AW at 1.12 JOD/m³, and YWC at 0.69 JOD/m³—this 
could be due to a change in customers’ consumption patterns.

Table 16:Unit Profitability- JOD/m³ 2020-2024

Figure 38: Electricity costs as percentage of total O&M costs
Figure 39: Average water and wastewater revenue for billed consumption
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Figure 40: Unit operating cost water and wastewater services
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The unit operating cost of water and wastewater services measures O&M cost per cubic 
metre, and it depends on several factors, including the type of treatment process, scale of 
operation, energy consumption, labour costs, chemicals used and maintenance needs. 

The unit operating cost of water and wastewater services was stable in Miyahuna at 1.06 
JOD/m³ for 2023 and 2024, since both O&M costs and the authorized water consumption 
increased by 2%. In AW, it increased from 1.10 JOD/m³ in 2023 to 1.21 JOD/m³ in 2024; 
this was due to the decrease of 2% in billed authorized consumption and the 9% increase 
in O&M cost. 

In YWC, it decreased from 1.36 JOD/m³ in 2023 to 1.34 JOD/m³ in 2024; this was due to 
the increase of 2% in billed authorized consumption while the O&M cost stayed almost 
the same.

Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/note

Employees 
per 1000 
subscribers
Water & 
Wastewater 
(W&WW)

No
/1000
Subs

Miyahuna 1.3 1.3 1.2 1.7 1.4

AW 4.3 4.2 4.0 4.0 8.7

YWC 2.6 2.6 2.4 2.2 2.4

Employees 
per 1000 
subscribers 
(Water)  W

No
/1000
Subs

Miyahuna 2.4 2.3 2.2 3.0 2.5

AW 8 7.8 7.3 7.5 16.4

YWC 3.9 3.7 3.4 3.1 3.4

3.2.4 Human resources Performance
3.2.4.1 Staff Utilization 

Miyahuna and YWC approximately maintained the same number of 
employees per 1,000 subscribers compared with the previous year. 

AW, however, recorded a notable increase in the number of employees per 1,000 
subscribers in 2024 — a 14% increase in total employees. The main reason is that AW 
signed management contracts with WAJ for the operation and maintenance of WWTPs 
and lifting stations at the beginning of 2024, which created a significant gap compared 
with the previous year.

Table 17:Staff Utilization & Efficiency 2020-2024

Figure 41: Employees per 1000 
subscribers (W&WW)

Figure 42: Employees per 1000 subscribers W
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Indicator/year Unit Utility 2020 2021 2022 2023 2024 Quality of 
indicator/note

Training per 
employee Hr/

employees

Miyahuna 2.2 5 7.6 6.4 8.5

AW 14.1 13.8 15.3 15.8 14.1

YWC 0.7 0.8 2.4 3.8 2.0

Percentage of 
staff trained %

Miyahuna 11 29 43 46 68

AW 42 84 85 83 56

YWC 7 6 7 16 19

3.2.4.2 Staff Efficiency

Miyahuna recorded an increase in both training hours per employee and the percentage 
of staff trained. In contrast, AW showed a decrease in these indicators, which was 
expected due to the reasons mentioned under the “employees per 1,000 subscribers” 
indicator.

YWC, on the other hand, showed an increase in the percentage of staff trained but a 
decrease in training hours per employee. Consequently, YWC had the lowest results 
for both indicators, highlighting the need to strengthen employee training programs and 
enhance staff skills.

Table 18: Staff Efficiency 2020-2024
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Figure 44: Percentage of staff trainedFigure 43: Training per employee

Recommendations

All utilities are advised to identify and implement potential measures to increase
revenues and reduce operating costs, with particular emphasis on strengthening
billing and collection efficiency.

All utilities are advised to place greater focus on optimizing energy consumption
and reducing dependency on conventional electricity sources.

All utilities are advised to establish dedicated and skilled maintenance teams to
effectively perform both preventive and corrective maintenance tasks.

All utilities are advised to strengthen the management and maintenance of
SCADA systems due to their critical role in providing a comprehensive view
of the entire network, enhancing data integration, and enabling more efficient
control and decision-making at higher levels within the utilities.

All utilities are advised to evaluate periodically pump performance to ensure
that sizing aligns with system demand, operational conditions, and long-term
energy efficiency goals.

All utilities are advised to strengthen efforts in managing water distribution to 
effectively address supply issues and enhance customer satisfaction.

Miyahuna is advised to submit accurate financial data, ensuring a high level of 
reliability and credibility of financial performance indicators.

Miyahuna should strengthen maintenance programs to reduce the frequency 
of network failures, enhance real-time monitoring systems, and reinforce 
resource allocation to ensure that sufficient repair teams and materials are 
available during peak failure periods.

YWC is advised to segregate water operations expenses from wastewater 
operation expenses.

AW is advised  to segregate the collection of billing from other collections in the 
accounting and billing system.
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Indicator Name Definition Formula

“No water” complaints 
per 1000 subscribers

Number of  “no water” complaints per 1000 
active subscribers during reporting period

=Complaints of “No Water Supply” / (Active 
s u b s c r i b e r s * 1 0 0 0 )

Average unit energy 
consumption Electricity consumption per m³ supplied =Electricity consumption / (Water produced + Imported 

treated water - Exported treated water)

Average water and 
wastewater revenue for 
billed consumption

Water and wastewater sales revenue from 
residential and non-residential subscribers 
(exported water excluded) per m³ of authorized 
consumption

= (Residential water sales (amount) + Non-residential water 
sales (amount) + Billing for illegal usage + Reductions 
in billing +Billing for tanker sales + Billing for residential 
wastewater + Billing for non-residential wastewater) / 
(Residential billed volume + Non-residential billed volume 
+ Volume billed for illegal usage + Volume provided 
through tankers)

Billing complaints
Average number of billing complaints and 
queries per 1.000 water subscribers during 
reporting period

=Billing complaints / Total water subscribers

Collection Efficiency 
(Customers)

Percentage of revenues collected from 
residential and non-residential customers 
during period

= (Collected amount from bills of residential & non-
residential customers + collected amounts of sewerage 
charges from private tankers sales + collected amounts from 
annual sewerage. agreement) / (Amount Billed in Period - 
billed amount for exported water - Other Billing)*100

Collection ratio
Percentage of revenues collected from billed 
amounts during reporting period including 
exported water and other billing

=Total collection / Amount billed in period * 100

Continuity of supply Percentage of hours when the (intermittent 
supply) system is pressurized

=Number of hours per week that the system is pressurized 
/ (7*24) * 100

Corrective maintenance 
of pumps

Percentage of pumps fixed by corrective 
maintenance

=Production and distribution pumps corrective 
maintenance / Production and distribution pumps * 100

Delay in accounts 
receivable

Accounts receivable at reporting date compared 
to revenues during reporting period =Total accounts receivable /  (Amount billed in period / 12)

Effluent quality 
compliance

Percentage compliance of effluent quality test 
results with standards

=Compliant effluent quality tests / Wastewater effluent 
tests conducted * 100

Electricity costs as 
percentage of total O&M 
costs

Electricity costs as percentage of total Operation 
and Maintenance

=Total electricity costs / Total operation and maintenance 
costs water and wastewater  services * 100

Employees per 1000 
subscribers(W&WW)

Number of full time equivalent employees 
per 1000 water subscribers and wastewater 
subscribers

=Total number of employees / ((Total water subscribers + 
Total sewer subscribers) /1000))

Employees per 1000 
subscribers W

Number of full-time equivalent employees per 
1000 water subscribers

=Total number of water employees / ((Total water 
subscribers /1000)

Inefficiency of use of 
water resources

Real losses during the assessment period / 
System input volume during the assessment 
period *100

=(Water produced +  Imported treated water -  Exported 
treated water  - Billed consumption) / ( Water produced + 
Imported treated water - Exported treated water) * 100) * 
(Real water losses/100)

Meter reading ratio Percentage of active customers whose meter 
has been read during reporting period =Customer meters read / Active subscribers *100

Metering of import and 
export points Percentage of metered import and export points

=(Number of metered import points + Number of metered 
export points) / (Number of import points + Number of 
export points) * 100

Microbiological water 
quality compliance

Percentage of the total number of 
microbiological tests of treated water performed 
that comply with the applicable standards.

=(Compliant microbiological tests/Microbiological water 
quality tests performed) * 100

New connection 
efficiency

Percentage of connections installed within the 
specified target time

=New water connections type 1 and type 2 within a target 
time / New water connections type 1 and type 2 requested 
* 100

Non-Revenue Water Percentage of system input volume not being 
billed

=(Water distributed - Billed authorized consumption) / 
(Water distributed) * 100

Annex I: Calculation of indicators used in this report 

ANNEXES
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Operating cost coverage 
ratio (collection)

Total collection compared to total operation and 
maintenance costs

=Total collection / Total operation and maintenance 
costs water and wastewater  services * 100

Operating cost coverage 
ratio (revenues)

Total revenues compared to total operation and 
maintenance costs

=Total revenues / Total operation and maintenance 
costs water and wastewater  services * 100

Operational well and 
reservoir meters

Percentage of wells and reservoirs with operational 
meters

=Number of operational reservoir meters / Number 
of metered reservoirs

Percentage of staff 
trained Percentage of staff trained during reporting period

=Total number of staff that participated in internal or 
external training / Total number of employees (full-
time equivalent) * 100

Physical-chemical water 
quality compliance

Percentage of the total number of physical-chemical 
tests of treated water performed that comply with 
the applicable standards.

=Compliant physical-chemical tests / Physical-
chemical water quality tests performed * 100

Power consumption 
monitoring

Percentage of pumps monitored for power 
co n s u m p t i o n

  = Production and distribution pumps monitored / 
Production and distribution pumps * 100

Preventive maintenance 
of pumps

Percentage of pumps covered by preventive 
maintenance

=Production and distribution pumps preventive 
maintenance / Production and distribution pumps 
* 100

Renewable energy 
utilization Percentage of renewable energy used

=((Photovoltaic energy produced + Hydro power 
produced + Wind energy produced + Biogas energy 
produced) / Electricity consumption) * 100

Sizing of pumps Percentage of pumps running at the right sizing =Production and distribution pumps sizing / 
Production and distribution pumps * 100

Speed of repair of 
failures

Percentage of network and water service 
connection failures repaired within target time

=( Network failures repaired in target time) + 
(Service connection failures repaired in target time) 
/ (Network failures + Water service connection 
failures) * 100

Subscriber meter 
replacement ratio

Percentage of subscriber meters replaced during 
reporting period

=Subscriber meters replaced during reporting 
period / Subscriber meters * 100

Subscribers receiving 
continuous supply

Percentage of subscribers receiving 24 hours supply 
7 days per week except for interruptions due to 
major maintenance or repair interventions

=Subscribers receiving continuous supply / Total 
water subscribers * 100

Training per employee Number of training hours per employee during 
reporting period

=Total number of training hours in reporting period / 
Total number of employees

Unit operating cost 
water and wastewater 
services

Operating costs of water and wastewater services 
per m³ authorized consumption

Total operation, maintenance and administration 
costs water and wastewater services /  Authorized 
consumption

Water consumption 
per capita (residential 
subscribers)

Average daily water consumption per capita

quarterly = Residential billed volume*1000/90/
Population supplied (water)
annually = Residential billed volume*1000/365/
Population supplied (water)

Water loss per 
subscriber

Total (apparent and real) losses, expressed in 
terms of annual volume of supplied water lost per 
subscriber per day

=(Water supplied -(Authorized consumption-
Exported water)) / Total water subscribers) * 1000 / 
365

Water losses per 
connection per day

Total real losses, expressed in terms of annual 
volume of supplied water lost per connection per 
day

=((Water supplied -(Authorized Consumption-
Exported water)))*Real losses / Total connections * 
1000 / 365

Water losses per mains 
length

Total (apparent and real) losses, expressed in terms 
of annual volume of distributed water lost per 
mains length.

=(Water distributed -Authorized consumption) / 
Length of water network ) / 365

Water resources use per 
capita/day Average daily volume of water supplied per capita

=(Water produced +  Imported treated water -  
Exported treated water) / (Resident population) * 
1000 / 365

Water quality tests 
performed

Percentage of treated water tests required by 
applicable standards that are carried out.

= Water quality tests performed / Water quality tests 
required * 100

Wells with dynamic level 
measured

Percentage of owned wells with dynamic water 
level measured during reporting period

= Total number of owned wells with water level 
monitored/ Total number of owned wells

Annex II: Non-Revenue Water Central Unit (CNRW) report-Reporting Period: 
3rd assessment year
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