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National policy
ÅThe right of access

ÅA concept of ómoving up the ladderô
ÅCustomer responsibility

ÅUser charges

ÅOperate in accordance with sound 
business principles

ÅRing fenced service providers



National policy (continued)

ÅPurpose of free basic sanitation is to 
ensure access by poor households to a 
basic level of sanitation service

ÅTechnology to achieve basic sanitation, is 
not defined.



Different approaches to revenue

ÅSanitation services as a commodity ïthis 
means that pricing is based on the total 
economic cost of the service, to ensure 
full cost recovery from each customer, 
with little or no cross -subsidisation

ÅSanitation services as a basic right ïthis 
implies that the services are to be 
available to all and that the price must not 
place the service out of reach of anyone

ÅA combination of the two



Creating an environment for 
payment
ÅClear, easy to understand,  accounts, 

delivered at the same time each month

ÅA good communications strategy, not only 
using print media

ÅCustomer support at the customerôs home
ÅWell located places to query accounts and 

also pay, with short queues !

ÅFast follow-up when an account is in 
arrears

ÅA contact centre, for those who cannot 
travel



An aside on communications
ÅCommunication is not a unidirectional 

process

ÅWe need to understand our customers as 
much as they need to understand our 
policies and processes

ÅRadio, school activities and street theatre

ÅCustomer focus groups (citizenôs voice)
ÅCustomer report cards

ÅCSAôs


