An introduction to the concepts of service delivery:	Module one
The role of the service authority 		November 2012

1.1 A brief history of rural water supply and decentralisation one:  What is a water service level?
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1.2	From systems to services: a shift from infrastructure to service delivery 
What is it about?
Adopting a service delivery approach is a concept for improving the provision of rural water supply services. It emphasises looking holistically at all the elements – and the linkages between elements – required to provide a certain level of service: both hardware (engineering or construction elements) and software (awareness raising, capacity building, and institutional support elements). 
During this module, participants will be introduced both to the concepts of adopting more service delivery oriented approaches and the analytical framework and tools used by IRC International Water and Sanitation Centre [IRC] to support and apply this approach such as water service levels. The module will also review the different service delivery models that have emerged over the recent years and the changing role of new actors on the scene, such as local private operators. 
Why is it important? 
Over the past decades, millions of dollars have been invested in the water sector around the world. However, due to the lack of attention to the full life-cycle of water services, high-rates of system failure and  ‘slippage’ have been observed. Ultimately, beneficiary populations have fallen back to lower levels of services or reverted to unsafe and unreliable facilities. 
Accepting that there is a distinction between the physical system and the service which these systems deliver is a fundamental starting point of the concepts presented in this module. Taking a service delivery approach has implications for everything from planning to understanding costs and planning for long-term support and rehabilitation in a continuous cycle. The way in which different financing streams, including tariffs, national and local taxes and international aid transfers, are used to meet the full life-cycle costs of a service is a key element of service delivery. 
Learning objectives
1. Participants are aware of challenges to “business as usual” and understand service delivery as a new approach for the water sector.
2. Participants are introduced to the concepts of service delivery and the analytical framework and tools that support this approach.
3. Participants can define different categories of service and are familiar with the idea of a service ladder for water.
4. Participants can recognise the different elements of the life-cycle cost ‘pie’.
5. Participants can identify different service delivery models and recognise the gaps and missing elements of such models in their own country.
Key take home points
[image: http://t3.gstatic.com/images?q=tbn:ANd9GcSKdmEa5wzczmc5idSES4tSvSgDAdVoQrsnN5iFGQXkfwAm1pG_tE5_wXKnDA]   There is a fundamental difference between providing one-off water supply infrastructure and permanent water services. 
[image: http://t3.gstatic.com/images?q=tbn:ANd9GcSKdmEa5wzczmc5idSES4tSvSgDAdVoQrsnN5iFGQXkfwAm1pG_tE5_wXKnDA]    For a water service to work effectively institutional roles need to be clear and relevant functions have to be provided at different institutional levels. 
[image: http://t3.gstatic.com/images?q=tbn:ANd9GcSKdmEa5wzczmc5idSES4tSvSgDAdVoQrsnN5iFGQXkfwAm1pG_tE5_wXKnDA]    A water service is defined by agreed criteria such as accessibility and quantity rather than the technology used; water services can be improved incrementally by moving from basic to higher levels up a ‘service ladder’. 
[image: http://t3.gstatic.com/images?q=tbn:ANd9GcSKdmEa5wzczmc5idSES4tSvSgDAdVoQrsnN5iFGQXkfwAm1pG_tE5_wXKnDA]    The true costs of a water service go beyond the initial capital investment costs and include operation and maintenance (O&M), costs of long-term support and higher level sector costs. 
[image: http://t3.gstatic.com/images?q=tbn:ANd9GcSKdmEa5wzczmc5idSES4tSvSgDAdVoQrsnN5iFGQXkfwAm1pG_tE5_wXKnDA]    A service delivery model describes the level of service, management model, and other aspects of delivery, from national policies and financing mechanisms to district level support and day to day operators 
Handouts
What is service delivery? (WASHCost 1.9)
Service levels (WASHCost)
Service Delivery Models (WASHCost 1.7)
Life-cycle cost (WASHCost 1.2 what are life-cycle cost (LCC) components?) 
‘Professionalising Community-based Management for Rural Water Services’
‘Self-supply: the case for leveraging greater household investment in water supply’
‘Public Private Partnerships for Rural Water Services’
Other reference materials 
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[image: ][image: ]	[image: ]			 
2

image4.jpeg




image5.gif
International Water and Sanitation Centre

TIRC




image6.jpeg
AGUACONSULT




image7.jpeg
triple-s

"WATER i SERVICES THAT LAST





