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This manual is part of a Utility Management Series for 

Small Towns. It can be used either as a training module to 

support the delivery of capacity building programmes in 

utility management and operations or as a reference man-

ual to guide operations and maintenance staff in design-

ing and implementing programmes to reduce the rate of 

Unaccounted-For-Water. When used by urban water utili-

ties, the manual should be widely circulated to ensure that 

all staff and Supervisors involved/working in concerned 

Departments/Sections receive a copy. This will ensure a sys-

tematic and consistent approach to the implementation of 

an Illegal Water Use Reduction Strategy. 
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Disclaimer
The designations employed and the presentation of the material in this pub-
lication do not imply the expression of any opinion whatsoever on the part 
of the Secretariat of the United Nations concerning the legal status of any 
country, territory, city or area, or of its authorities, or concerning delimitation 
of its frontiers or boundaries, or regarding its economic system or degree of 
development. The analysis, conclusions and recommendations of this publica-
tion do not necessarily reflect the view of the United Nations Human Settle-
ments Programme, the Governing Council of the United Human Settlements 
Programme, or its Member States.
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FOREWORD

Municipal authorities and urban service providers are being increasingly 
challenged to deliver sustainable services in 
a rapidly urbanizing world with complex 
problems resulting from the interplay of 
climate change, resource constraints and 
the adverse effects of a sluggish world 
economy. The need to improve the coverage 
and efficiency of  urban basic services, such 
as water supply, sanitation, energy, drainage 
and transportation,  has never been greater.

It is now well recognized that the essential 
pre-condition for improvements in 
the delivery of urban services, is to establish effective and well run 
institutions within the framework of a policy environment that promotes 
investment, a commercial approach to service delivery, managerial 
autonomy and accountability to key stakeholders, including customers 
and the Government. 

With its mandate to promote sustainable urbanization, UN-Habitat 
has been in the forefront of international efforts to build the capacity 
of urban water utilities to face the challenges of expanding access to 
water and sanitation while improving the efficiency of service delivery. 
Through its regional and national programmes and the Global Water 
Operators Partnership Alliance, UN-Habitat provides capacity building 
for urban water utilities with a focus on business planning, water 
demand management, improving billing and revenue efficiency, energy 
audits and planning for climate change adaptation. 
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The Lake Victoria Region Water and Sanitation Initiative is one of the 
regional programmes in Africa that has demonstrated the effectiveness 
of integrating capacity building for urban water utilities with modest 
investments to improve infrastructure. The first phase of the Initiative 
has now been completed with impressive improvements in extending 
access to water and sanitation while enhancing the managerial  capacity 
and operational efficiency of the utilities in the ten pilot towns in 
Kenya, Uganda and Tanzania. The utilities which have benefited 
from the capacity building programme have experienced significant 
improvements in performance in key areas such as revenue enhancement, 
an expanded customer base and reductions in non-revenue water.

The six training manuals which are included in this Compendium of 
Training Materials are based on the practical experience of delivering 
the capacity building programme for urban water utilities in the Lake 
Victoria Towns. They encompass the key areas of utility management 
and operations and it is hoped that they  will contribute to the knowledge 
base of training approaches and best practices in the water utility sector 
in small urban centers. 

Joan Clos
Under-Secretary-General, United Nations
Executive Director, UN-Habitat
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PREFACE

Small water utilities face unique 
challenges in delivering water and 
sanitation services to their customers. 
With a limited revenue base and few 
opportunities to benefit from economies 
of scale, they often suffer from severe 
skill shortages and a long legacy of 
underinvestment in infrastructure and 
capacity enhancement. To overcome 
these challenges, the small utilities need 

to maximize their operating efficiencies and ensure optimum utilization 
of their assets. 

Since the year 2006, UN-Habitat has been working with national and 
regional partners in East Africa to implement the Lake Victoria Water 
and Sanitation Initiative (LVWATSAN) which seeks to address the water 
and sanitation needs of small secondary towns in the Lake Victoria 
Basin. A capacity development programme in utility management and 
operations has become an integral component of this Initiative, which 
was started in 10 towns and is now being expanded to another 15 towns 
in the 5 East African Countries which share the Lake Victoria Basin.

The implementation of LVWATSAN has generated a solid body of 
knowledge and experience in enhancing the capacity of small utilities 
to improve their financial viability and operating efficiencies. This 
experience has been applied to produce a series of Manuals which can 
be used as training materials to improve the operating performance of 
small utilities. 
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The Block Mapping Procedures Manual is part of a Compendium of 
Training Manuals for Small Water Utilities, produced by UN-Habitat 
in six (6) volumes, as follows: 

Volume 1: Finance Policies and Procedures Manual
Volume 2: Customer Services User Manual
Volume 3: Block Mapping Procedures Manual
Volume 4: Water Audit Manual
Volume 5: Leakage Control Manual 
Volume 6: Reduction of Illegal Water Use Manual

The Manuals were produced through a collaborative effort between UN-
Habitat and the National Water and Sewerage Corporation of Uganda 
within the framework of a fast track capacity building programme in 
utility management and operations which targeted seven small utilities 
in the towns around Lake Victoria.

Robert Goodwin
Unit Leader, Water and Sanitation 
Urban Basic Services Branch
UN-Habitat
Nairobi, Kenya
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