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MUC TIEU

Hwéng dan nay nham cung cép chi dan chi tiét cho
cac co quan chuyén mén va tw van cta ho vé quy
trinh thiét 1ap va thwec hién tiéu chuan dich vu cho
cac don vi cung cap dich vu cap thoat nwéc cong
ich (dwéi day goi la Nha cung cép dich vu (SP).

Hwéng dan dwoc chia 1am hai phan: Téng quan vé
tiéu chuan dich vu (chwong 1 — 3) va chi dan chi
tiét hon dé thwec hién ké hoach tiéu chuan dich vu
nay (chwong 4).

LOI CAM ON

Hwéng dan nay dwoc lap cé sir dung “Hwéng dan
Thuwce hién Céng tac Lap ké hoach Quan ly Toan
dién’ — Queensland (Australia)

OBJECTIVE

This guideline is intended to provide detailed guidance for
practitioners and their consultants on the process involved
in establishing and implementing service standards for
public water supply and wastewater disposal service
providers (hereinafter referred to as the Service Provider
(SP)).

This guideline is divided in two main parts: A general
overview on service standards (chapter 1 — 3) and a more
detailed guide for the implementation of such a plan
(chapter 4).

ACKNOWLEDGEMENT
This guideline is adopted from “Guidelines for
Implementing Total Management Planning”

Queensland (Australia).
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Cac ky hiéu viét tat

HDQLTS: Hwéng dan Quan ly tai san

BP CSKH: B phan Cham s6c Khach hang
TCDVKH: Tiéu chuan Dich vu Khach hang
NCCDV: Nha cung cép dich vu

Glossary of terms

AMM: Asset Management Manual
CCU: Customer Care Unit
CSS: Customer Service Standards

SP: Service Provider
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1. TAM QUAN TRONG CUA TIEU CHUAN DICH VU

Ngay nay, khach hang ngay cang tré nén quan tam nhiéu
hon dén nhirng gi ho muén va mong doi tir cac nha cung
cap dich vu cong ich, va cac khach hang st dung dich vu
nwéc cling khdng phai la trwdng hop ngoai lé.

Mac du cac nha cung cép dich vu luén cb gitr sw doc
quyén vé céc dich vu ctia minh va khach hang c6 it lva
chon vé dich vu dwoc cung cép, ban lanh dao cla cac
Nha cung cép dich vu ngay cang bi nhiéu ap lwc trong
viéc phai tinh dén cac s& thich ctia khach hang va khéng
ngrng nang cao chéat lwgng dich vu.

Vi vay, van dé nay ngay cang tré nén quan trong déi VO
tht ca cac nha cung cap dich vy, trong bdi canh hién van
con nhivng han ché vé tai chinh, t6 chic va nhitng khé
khan khac, d& ap dung cac bién phap thich hop nham:

danh gia mong mudn ctia khach hang vé cac dich vu
cta ho;

xac dinh céc tiéu chuén dich vu can duoc cung cép;
va

dat dugc va duy tri cac tiéu chuén dich vy nay mét
cach dong bd.

Do vay, viéc thiét 1ap va duy tri cac tiéu chuén dich vu
phadi dwgc xem la trong tam trong cac hoat déng ctia mét
Nha cung cép dich vy, va cé anh hwéng quan trong dbi
véi cong ty hay ké hoach kinh doanh cta céng ty. Can
thiét 1ap, thwc hién va quan ly chién lwoc cung (rng dich
VU va céc quy hoach co s& ha tang dé dam bao viéc tuan
tha cac tiéu chuan dich vu.

2. MOl QUAN HE KHACH HANG/NHA CUNG CAP
DICH VU

M&i quan hé gitra khach hang va Nha cung cép dich vu
thwdng co lién quan den:

» sdp xép, tb chirc viéc cung cap dich vy, thwong la
khong theo quy woc chung,nhung ciing ¢6 thé duoc
chinh thc hoa doéi véi mét sd6 cac khach hang

thwong mai; va

nghta vu qua lai gita cac bén ma theo doé Nha cung
cép dich vu cung cap cac dich vu va khach hang tra
tién theo nhu cau st dung.

Glong nhw hop ddng thwong mai, & mot mire d6 phu hop,
moi quan hé gilra khach hang va nha cung cép dich vy
ciing la mot sy cam két cé rang budc cua Nha cung cép
dich vu dbi voi khach hang vé san phadm dich vy, dia
diém, cach thirc va thoi gian cung cép dich vu.

Nhirng khai niém quan trong nay khong phai lic nao ciling
rd rang hodc dwoc chap nhan theo cach cung cép dich vu
nwéc truyén thong Tuy nhién, trong twong lai chung sé
tré thanh moét van dé wu tién ctia cac nha cung cép dich
vu.

Tiéu chuan dich vu khach hang phai dé cap dén cac van
de sau:

1.

THE IMPORTANTS OF SERVICE STANDARDS

Consumers are becoming increasingly vocal about
what they want and expect from public service
suppliers, and water service consumers are no
exception.

Even though service providers (SP) usually have a
monopoly over their services and consumers have
little if any choice of supply, SP managements are
coming under increasing pressure to take more
account of customer preferences and progressively
improve the quality of their services.

It is therefore becoming increasingly important for all
SPs, within prevailing financial, organizational and
other constraints, to take reasonable and appropriate
steps to:

e assess what their customers expect of their
services;

o define the standards of service to be provided;
and

e achieve and those

standards.

consistently maintain

The establishment and maintenance of service
standards should thus be seen as central to a SP’s
activities, and a major influence on its corporate or
business plan. A service delivery strategy and
infrastructure  plans  should be  developed,
implemented and managed to ensure these service
standards are met.

2. THE CUSTOMER/SP RELATIONSHIP

The relationship between the consumers and their SP
always involves:

e an arrangement for the supply of services,
which is usually informal but may be formalized
for certain commercial customers; and

e mutual obligations, whereby the SP provides
the services and the customer pays on demand.

Like a commercial contract the relationship should, to
a reasonable degree, also involve a binding
commitment by the SP as to what is to be supplied,
where, how and when.

These fundamental concepts have not always been
evident or recognized in the way water services have
traditionally been delivered. They will, however,
become a priority for SPs in the future.

The customer service standard must state the

following.
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mirc dd dich vu ma nha cung cap can cung cép;

quy trinh két néi dich vy, Iap héa don tién nwéc, do
khoi lwong nwéc tiéu thu bang dong ho, ke toan,
tham khao y kién khach hang, giai quyéet khiéu nai va
tranh chap;

bat c» van dé& nao khac dwoc néu trong huwéng dan,

néu co, duoc quy dinh b&i luat cho viéc soan thao
tiéu chuan dich vu khach hang.

Vi tri cGia m&i bén trong méi quan hé nay c6 thé duoc dic
treng bdi cac yéu té sau

21
Vi tri

Vi tri cta khach hang

cta khach hang st dung dich vu nwéc sach/nwéc

thai thuwdng dwoc dac trwng béi:

2.2

Vi tri
bai:

quyén mong doi mét tiéu chuén dich vu téi thiéu
theo thoéa thuan;

mong mudn luén dwoc thda man vé dich vu cung
cap;

nhan thirc vé cac van dé lién quan dén dich vy
nwéc, cd nhitng van dé duwoc thong bao va khong
dworc théng bao;

trach nhiém thanh toan tién dich vu va tuan tha cac
quy dinh lién quan; va
nhu cau vé viéc dwoc cung cap cac thong tin lam co
s& dé Iwa chon cac dich vu, vi du nhw théng tin vé:

0 nhirng chisb vé strc khde cong dong

0 céc tdc ddng moi trwdng;

o phan tich so sanh téi wu giiva tiéu chuén dich
vu/chi phl’ (vi du nhw d0 tin cay vé dich vu
cung cap nwéc sach/nwéce thai); va

0 cac giadi phap cung cép dich vu thay thé (vi du
nhw sir dung nudc dong chai, xt ly nwdce thai
tai cho so voi xtr ly tap trung).

Vi tri ctia nha cung cép dich vu

cla nha cung cép dich vu thwong duoc déc trung

nghfa vu va sy cam két duy tri tiéu chuan dich vu téi
thiéu;

dap rng dwoc nhu cau cla khach hang va trach
nhiém giai trinh v&i khach hang; va

trach nhiém tuan tha cac quy dinh lién quan;
quyén thi hanh cac quyén han do phap luat quy dinh
trong viéc cung cap dich vy;

nghia vu theo kip cac xu hwéng cua nganh va cac

the level of service to be provided by the service
provider;

the process for service connections, billing,
metering, accounting, customer consultation,
complaints and dispute resolution;

any other matter stated in guidelines, if any,
issued by the law for preparing customer
service standards.

The position of each party within this relationship may
be characterized as follows.

2.1

The customer’s position

The position of the typical water/wastewater service
customer is characterized by:

the right to expect an agreed minimum standard
of service;

a desire for consistent satisfaction with services
delivered;

a range of perceptions on water service issues,
both informed and uninformed;

the responsibility to make reasonable payment
for services and to comply with relevant
regulations; and

a need for information on which to base
informed choices on services, for instance on:

0 public health implications;
0 environmental impacts;

0 service standard/cost trade-offs (e.g.
for reliability of water/wastewater
supply); and

alternative service delivery approaches
(e.g. use of bottled water, on-site versus
centralized wastewater disposal).

2.2 The Service provider’s position

The position of the typical SP should be characterized

by:

an obligation and commitment to maintain a
minimum standard of service;

the need to be responsive and accountable to
customers;

the responsibility to comply with relevant

regulations;

the right to exercise its statutory powers in
delivering services;

an obligation to keep abreast of industry trends
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don vi hang dau vé cung cép dich vu nay;

DPap rng cac muc tiéu cung cap dich vu: Bat ké loai
hinh dich vu ndo dwoc cung cip, moi nha cung cép dich
vu c6 thé ludn dwoc mong doi hoan thanh cac nghia vu
vé cung cép dich vu ctia ho theo cac cach co ban sau:

e lap ké hoach va xay dung co s& ha tang;

e két nbi khach hang véi mang luéi dich vu:

e do khéi lwong nwéc tiéu thu bang ddng hd do nuéc;
e van hanh va duy tri mang lwi dich vy;

e giadm thiéu chi phi cung cép dich vu;

e thi hanh cac quyén han theo phap luat quy dinh vé
xay dwng co s& ha tang, tiép nhan tai san clia khach
hang v.v..,;

e 4n dinh mi&c phi dich vy va cac loai phi khac;

e lap héa don khach hang va thu tién dich vu;

e thong bao cho khach hang;

e diéu tra khiéu nai vé dich vy;

e  giai quyét tranh chap vé viéc cung cép dich vu; va
e tuan thd cac yéu cau vé quy dinh phap luat.

Thiét lap tiéu chuan dich vu: Ngoai cac quy dinh phap
luat, c6 mot sé ly do can thiét cho thay tai sao Nha cung
cép dich vu can thiét lap mot co s& thdng nhét cho viéc
danh gia hoat déng cung cép dich vu clia minh:

* cung cép “tiéu chuan so sanh” lam thuéc do mirc d6
dap wng cac nhu cau va mong dgi clia khach hang;

e cung cap cho khach hang co s& khach quan dé
danh gia cac dich vu ma ho nhan duwoc;

e giup cho nha cung cép dich vu va khach hang cua
ho trong viéc so sanh cac dich vu cdia minh véi dich
vu clia cac nha cung cép khac, thong qua viéc theo
ddi va so sanh hiéu qua hoat déng (tiéu chi chuan
danh gia hiéu qua hoat déng);

e gilp cho nha cung cép dich vu hoan thanh cac nghia
vy theo phap luat quy dinh va nghia vy bao cao ndi
bo;

Co §c’r nay luén dat dwoc bang cach xac dinh céac tiéu
chuan dich vu phu hep.

A. Giai thich thuat ngiv

Tiéu chuén dich vu: 1a cac chi sd hoat dong twong &ng,
cac muc tiéu, mirc dd dich vu hién tai ma nha cung cép
dich vu mudn dat dwoc va duy tri dwoc cho cac dich vu
cla minh.

Chi sé hiéu qua thwc hién: 1a mot chi dan dinh tinh vé
hiéu qua dich vu hodc cong trinh v& cac mét hiéu suét,
hiéu qua hoac mrc d6 thod man dich vu khi khong (hoac
khong thé) do lvong dwoc nhivng thay déi vé hiéu qua

and best practice;

Meeting service delivery objectives: Irrespective of
the services provided, all SPs can be expected to
meet their service delivery obligations in the following
principal ways:

e planning and establishing infrastructure;

e  connecting customers to service networks;
e metering water supplied;

e operating and sustaining service networks;
e minimizing service delivery costs;

e exercising statutory powers in constructing
infrastructure, entering customer property etc.;

e fixing service tariffs and other charges;

e hilling customers and collecting payments;

e informing customers;

e investigating service complaints;

e resolving disputes over service delivery; and
e complying with regulatory requirements.

Setting Service Standards: Apart from any
legislative requirement, there are some good reasons
why a SP should establish an orderly basis for
evaluating its service delivery:

e to provide “yardsticks” on how well the SP is
meeting the needs and expectations of its
customers;

e to give customers an objective basis for
evaluating the services they receive;

e to help inform the SP and its customers on how
their services compare with those of other SPs,
through comparative performance monitoring
(i.e. benchmarking);

e to help the SP meet its statutory and internal
reporting obligations;

This orderly basis is usually achieved by defining a set
of appropriate service standards.

A. Definitions

Service standard: The quality or objective of a
service that a SP aims to achieve and maintain,
measured in terms of the corresponding performance
indicators, current service levels and targets.

Performance indicator: A qualitative guide on
service or infrastructure performance in terms of
efficiency, effectiveness or compliance where
measurable changes in performance are not (or
cannot be) measured. Any indicator adopted should
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thwe hién. B4t cr chi sb nao dwoc ap dung déu can:
e phu hop véi khach hang va nha cung cép dich vy;
e dé hiéu va dé dién giai;
e dé dinh lwong;
e don gian va khoéng tén kém khi danh gia;

e rd rang va tin cay trong viéc xac dinh hiéu qua hoat
dong;

e phu hop trong viéc xac dinh cac tiéu chuan dich vu
sat thwe; va

e duwoc xac dinh mét cach nhat quan dé hé tro viéc so
sanh hiéu qua hoat déng hop Ié.

Do lweng hiéu qua hoat dong: Do lvdng hiéu qua hoat
dong la moét phwong phap danh gia mang tinh dinh lwong
(d6i khi mang tinh dinh tinh) vé hiéu qua, hiéu suét hay
mérc d6 tuan tha cac yéu cau vé cung cép dich vu. Do
lwdng két qua hoat dong 1a phwong phap danh gia chi tiét
hon so véi viéc ap dung cac chi sb vé hiéu qua hoat dong.

Murc d6 dich vu hién tai: Chat lvong thuc té hay mirc do
dich vu hién tai dat dwoc so véi chi s6 vé hiéu qua hoat
dong twong ng.

Chi tiéu yé hiéu qua hoat déng: Murc do dich vu theo
cac chi s6 hiéu qua hoat déng ctia nha cung cap dich vu
can dat dwoc trong mot khoang thdi gian cu thé.

B. Cac loai tiéu chuan dich vu

Tiéu chuan dich vu co thé la cac tiéu chudn danh gia truc
tiép hoac gian tiép vé dich vu dwoc cung cép, phu thudc
vao dic diém cda dich vu dwoc danh gia cé anh hwéng
trwc tiép hay gian tiép dén khach hang. Céac tiéu chuén
danh gia truc tiép gdbm cac ddc diém ma khach hang cé
thé nhan biét thdy moét cach truc tiép. Mot sb vi du dién
hinh vé cac chi sd danh gia hiéu qua hoat dong truc tiép
va gian tiép duoc trinh bay trong bang duéi day.

Mét tiéu chuan dich vu dwoc xac dinh bang cach an dinh
mot chi tiéu bang sb hay noi cach khac mét chi tiéu mang
tinh dinh lwong cho chi sb v& hiéu qua hoat dong lién
quan. N6 bao gdm muc dé dich vu hién tai, tinh kha thi vé
mat ky thudt va tai chinh trong viéc dat dwoc tiéu chuan
dich vu da dwoc xac dinh, cling nhw cac yéu cau vé quy
dinh phap luat hién hanh va cac yéu cau bat budc khac.

be:
e relevant to customers and the SP;
e easy to understand and interpret;
e easy to quantify;
e simple and cheap to measure;
reliable in

e unambiguous and

performance;

indicating

e suitable for defining realistic service standards;
and

e consistently defined to facilitate valid

performance comparison.

Performance measure: Performance measure is a
quantifiable (sometimes qualitative) measure of the
efficiency, effectiveness or extent of compliance of
providing a service. Performance measures provide a
more precise evaluation of performance than
performance indicators.

Current service level: The actual quality or level of a
service currently being achieved, measured in terms
of the corresponding performance indicator.

Performance target: The service level for various
performance indicators set by a SP to be achieved
within a specified timeframe.

B. Types of service standards

Service standards may involve direct or indirect
measures of the service provided, depending on
whether the characteristic being measured affects the
customer directly or indirectly. Direct measures
involve characteristics that are directly perceptible to
the customer. Some typical examples of direct and
indirect performance indicators are provided in the
following table.

A service standard is defined by assigning a numerical
or otherwise quantifiable target for the relevant
performance indicator. It takes account of the current
service level and the technical and financial feasibility
of achieving the defined standard, as well as any
prevailing regulatory or other mandatory requirements.
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Bang 1: Cac vi du vé cac chi sé danh gia hiéu qua hoat dong trwc tiép va gian tiép

Loai chi sb o
Loai dich vu hiéu qua thyc Cac chi s6 vé hiéu qua hoat dong tiéu biéu
hién
Tatca cac loai | Truc tiép e Tilé phan trdm cac cudc goi dién thoai dworc tré |&i trong vong 20 giay
hinh dich vu X . . s .
’ ) e Tilé phan tram cac thac mac vé héa don dwogc gidi quyét trong 1 ngay
Dich vu cap Truwc tiép e Cac gi6i han vé sb ngay cép nuwéc trong mot ndm
nu,éc SQCh > |1 a PN o PP < X e T2 X by By
(nwerc e Tilé phan tram so lan nglrng cap nuwéce dwoce gidi quyét trong vong 5 gioy
uong)
Gian tiép e S6 lwong cac doan dwdng dng chinh bj v& trén 100 km dwérng dng chinh
e Chi phi van hanh theo k& hoach cho 100 km duwéng éng chinh
Thoat nwéc Truc tiép e Tan suét ngirng dich vy trén 1000 ho thoat nwéc
e S&lwgng don khiéu nai v& mui héi théi trén 1000 hé thoat nwéc
Gian tiép e Tilé dwong éng bi tic va v& trén 100 km dudng dng chinh
e Tan suét dong chay tran trén 100 km cdng thoat nwédc va tuyén cdng ap luc.

Table 1: Examples of direct and indirect performance indicators

Type of
Service type performance Typical performance indicators
Indicator
All services Direct ¢ Percentage of telephone calls answered within 20 seconds
e Percentage of billing inquiries resolved within 1 day
Potable Direct o Number of days restrictions applied per year
water
supply e Percentage of service interruptions responded to within 5 hours
Indirect e Number of main breaks per 100 km of mains
e Scheme operating cost per 100 km of mains
Sewerage Direct ¢ Interruption frequency per 1000 properties
e Odor complaints per 1000 properties
Indirect e Sewer main chokes and breaks per 100 km of main
¢ Frequency of sewage overflows per 100 km of sewer and rising mains
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3. THONG TIN LIEN LAC VOI1 KHACH HANG

3.1 Thong bao cho khach hang

Sw nhan thirc cla khach hang vé cac van dé dich vu
nuwdc thwong dwa trén nhirvng thong tin khdng chinh xac,
va diéu nay c6 thé gay ra nhirng lo ngai khdng can thiét
cling nhw nhirng rao can va mau thuan vé trao déi thong
tin v&i khach hang.

Néu khach hang dwoc thdng tin ddy dd, cac van dé ndi
trén c6 thé dwoc giam thiéu, va thong tin thu thap dwoc tiv
viéc tham khado y kién khach hang sé té ra c6 gia tri hon
véi c& nha cung cép dich vu va sau cung la cho ca ban
than cong ddng s dung dich vu. Diéu nay cé thé dat
dwoc & mot mirc dd nhat dinh néu nha cung cdp nham
vao cac dbi twong khach hang cu thé hodc cac nhém
cong déng. Tuy nhién, vé lau dai, sé hiéu qua hon néu
Nha cung cép dich vu duy tri mét chwong trinh truyén
thdng c6 hé théng; diéu nay sé& dam bao cho toan bd cac
khach hang tiép can dwoc théng tin dang tin cay ma dua
vao do dé dua ra y kién phu hop. Cac van dé tiéu biéu
can théng bao day di cho khach hang bao gém nhiing
van dé sau:

Cac dich vu vé nwéc néi chung:
e cac théng sb chinh vé chat lwvong nwéc;

e loiich va k¥ thuat bao tén ngudn nuwéc;

e cO cAu gia va cac xu huéng vé gia;

e céac yéu t6 lien quan dén chi phi dich vu (vi du nhw
chi phi van hanh, bao dwdng va chi phi hanh chinh,
chi phi khau hao co ban); va

e mbi quan hé gitta mirc dd dich vu, chi phi va tac
ddng mdi trdng.

Dich vu cap nwéc sach:
e céac thong sb chinh vé chét lwong nuwéc

e cac vén dé vé chét lvgng nuoc lién quan dén sirc
khoé cong ddng (k& ca van dé khir trung nwéc)

e cac van dé vé mau séc lien quan dén chét lwong
nwéc,va

Dich vu thoat nwéec:
 anh hudng cla viéc dau ndi va xa nuoc thai ra hé
thong thoat nwéc khdng dang theo quy dinh;

. R ~ « R > “n y. > P
e Uu diém va nhuwgc diém cua viéc tai st» dung nwéc
thai, dac biét la tai str dung lam nwéc sinh hoat; va

e Cac tac dong moi trudng clia viéc thoat nwdc va xi
ly nwée thai.

3. COMMUNICATING WITH CUSTOMER

3.1 Informing customers

Customers’ perceptions of water services issues are
often based on incorrect information, and this can
create unnecessary concerns as well as
communication barriers and conflicts.

If customers are well informed such problems can be
minimized, and input from consultation will prove more
valuable both to the SP and ultimately to the
community itself. This can be achieved to a degree by
the SP targeting particular individuals or community
groups. In the longer term, however, it is more
effective for the SP to maintain a systematic
communication program; this will ensure that all
customers have access to authoritative information on
which to form soundly based opinions. Typical issues
on which customers need to be well informed include
the following:

Water services generally:
e key water quality parameters;

e the benefits and water

conservation

techniques  of

e  pricing structures and trends;

e factors contributing to service costs (e.g. system
operation, maintenance and administration new
capital works depreciation); and

e the relationships between level of service, cost
and environmental impact.

Potable water supply:
o key water quality parameters

e public health aspects of water quality (including
disinfection);

e amenity/aesthetic aspects of water quality; and

Sewerage:

e the impacts of illegal connections and

discharges to sewerage:

e the advantages and disadvantages of effluent
reuse, especially potable reuse; and

e the environmental impacts of effluent disposal
and links with level of sewage treatment.
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3.2 Tham khao y kién khach hang

Cén tham khao y kién khach hang vé cac van dé dich vy,
vi du tham khao y kién khach hang vé:

e Quan diém dbi v&i cac dé xuét lap quy hoach chinh;

e Mong doi cla khach hang vé mirc d6 dich vu va kha
nang chi tra;

e Mdirc d6 thod man v&i cac dich vu hién tai; va

e Quan diém vé tac dong mdi trwdng, xa hoi va kinh té
clia cac hoat d(f),ng va cong trinh hién tai va twong lai
cua nha cung cap dich vu.

Cac phwong an veé thong tin lién lac vé&i khach hang
A. Cac phwong phap tiép can truyén théng

Glri cac tai liéu quang cao, v.v.. qua dwdng bwu dién
cung v6&i thédng bao tién dich vu hodc hoa don 1a mot
phwong phap phd bién théng tin theo 16i truyén théng ctia
Nha cung cép dich vu t&i khach hang. Pay la phuong
phap c6 chi phi twong déi thap, nhung ciing cé thé sé
khong dem lai két qua theo mong mudn.

Thong tin ludn ludn sdn cé tai quay dich vu khach hang,
dw&i dang tai liéu quang cao va ap phich quang cao. bay
thwdng 1a cac phwong tién duy nhat duwoc cac nha cung
cép dich vu quy mé nhé ap dung.

B. Tham khao y kién

Quan diém va mong doi ctia khach hang c6 thé dwoc xac
dinh moét cach dinh lwgng thong qua khao sat va moét cach
dinh tinh thdong qua cac uy ban khach hang, ca hai
phwong phap nay déu doi héi ap dung chuyén mén phu
hop va lap ké hoach ky lwéng dé cé dwoc cac két qua cod
gia tri.

Khao sat cé thé duoc tién hanh bang hinh thirc phéng
van, goi dién thoai hodc gri bang cau héi bang duwdng
bwu dién v&i muc dich:

e danh gia khach quan vé nhan thirc clia khach hang
vé cung cap dich vuy;

e xac dinh cac dac diém chinh cla dich vu

e xac dinh chi tiét hon nhu ciu va mdi quan tam cla
khach hang; va

e xac dinh nhi*ng co héi cai tién, nang cép dich vu.

Cac uy ban khach hang hay cac td chirc co s& 1a cac
nhém dai dién can dwoc nha cung cap dich vu quan tam,
lwu y. Nha cung cép dich vu cé thé st dung cac nhom dai
dién nay cho muc dich tham khao y kién tir khach hang
nhwng hiéu qua nhét 13 4p dung kénh théng tin lién lac hai
chiéu, cad tham khao y kién tir khach hang va phd bién
thong tin cho khach hang. Ho thwong ddm nhan cac vai
trd sau trong qua trinh tham khao y kién khach hang:

e danh giad sy phan wng cla khach hang vé nhiing

3.2 Consulting customers

Consumers should be consulted on a range of service
issues, for example to obtain their:

e views on major planning proposals;

e expectations regarding service levels and

willingness to pay;
o level of satisfaction with existing services; and

e views on the likely environmental, social and
economic impacts of existing and proposed SP
practices and infrastructure.

Options for customer communication
A. Traditional approaches

Mail-outs of brochures etc. with rate notices or bills
are a traditional approach to the mass distribution of
information by SPs. It is a relatively cheap approach,
but it may also be somewhat ineffectual.

Information is usually also made available at the
customer service counter, in the form of brochures
and posters. This is often the sole means employed
by smaller SPs.

B. Consultation

The views and expectations of customers can be
determined quantitatively through surveys, and
qualitatively through customer committees, both of
which require application of the right expertise and
careful planning to yield valid results.

Surveys may be conducted by interview, telephone or
mail with the aim of:

e objectively measuring customer perceptions of
service delivery;

e identifying key service characteristics;

e identifying more precisely the needs and

concerns of customers; and

e identifying opportunities for improvement.

Customer committees or grass root organizations are
representative liaison groups that shall be engaged by
the SP. They can be used solely for consultation
purposes, but are most efficiently used as two-way
communication channels, for both consultation and
disseminating information. They usually assume the
following roles in consultation:

e gauging customer reaction on predefined topics
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van dé thudc vé lgi ich cta ho da dwoc xac dinh &
trén;

 xac dinh mong doi hay yéu cu clia khach hang vé
san pham, hé théng hoéc dich vu;

e xac dinh va sdp xép thr tw wu tién cho cac mébi quan
tam clia khach hang; va

e danh gia kha nang sén sang chi trd ctia khach hang
cho cac mirc d6 dich vu.

Néu cac Uy ban hodc cac tb chirc co s& duwoc lwa chon
va td chirc mot cach phu hop, ho co6 thé tré thanh mot
hé théng truyén théng hiru hiéu hon 1a cac phuwong
phép tiép can truyén théng.

Vén dé nay sé duoc thdo luan day dd trong muc “Tham
khao y kién khach hang” & phan dwéi day.

4. CHiDAN THUC HIEN

M&i nha cung cép dich vu can soan thdo va 1ap ho so
vé muc tiéu dich vu khach hang, lam co s& cho:

e cac ké hoach chién lvoc va quan ly hoat dong; va

e trinh bay sy cam két cGa minh vé dich vu khach
hang.

Thuc chét, diéu nay lién quan dén viéc thiét 1ap cac tiéu
chuén dich vu chinh thirc cung véi viéc tham khao y kién
cac nhém khach hang phu hop. Trong cac phan du¢i day,
thuat ngt Tiéu chuan Dich vu Khach hang (TCDVKH) sé
dwoc st dung.

BO phan Cham soc khach hang (CSKH) cua Nha cung
cap dich vy can kiem sqét day du viéc thiét lap, ap dung
va theo dbi cac tiéu chuan dich vu.

Hinh 1 (& trang tiép theo) mé ta quy trinh thich hgp cho
viéc thiét 1ap cac tiéu chuan dich vu chinh thirc.

Phan con lai ctia hudng dan nay sé dé cap lan luot tirng
bwéc trong quy trinh soan thao tiéu chuan dich vu.

of interest;

e identifying customer expectations or
requirements of a product, system or service;

e identifying and prioritizing areas of concern to
customers; and

e evaluating customer willingness to pay for
varying service levels.

If they are suitably selected and constituted, customer
committees or grass root organizations can prove a
more effective communication mechanism than more
traditional approaches.

This issue will be fully discussed in the paragraph
“Consulting Customers” in the following part.

4. IMPLEMENTATION GUIDE

Each SP should develop and document a set of
customer service delivery objectives as a basis for:

e jts strategic and operational
initiatives; and

management

e demonstrating its commitment to customer

service.

In essence, this involves establishing formalized
service standards, in consultation with customer
groups where appropriate. In the following
paragraphs the term Customer Service Standards

(CSS) will be used.

The SP’s Customer Care Unit (CCU) should be in full
control of the formalization, application and monitoring
of service standards.

Figure 1 (next page) illustrates a suitable process for
developing formalized service standards.

The remainder of this guideline deals with each step in
this process in turn.
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Hinh 1: Quy trinh thiét Iap va thuc hién céc tiéu chuén dich vu /
Figure 1: Process for establishing and implementing service standards

s N
w| Budc 1: Lua chon cac chisé dich vu/ Step 1:
= Selecting Service Indicators
- v J/
e N
Budéc 2: Danh gia cac mirc do dich vu hién tai/
Step 2 Review ing current service levels
- * J/
e N
Budc 3: Thiét I8p céac tiéu chudn dich vu ban du
/ Step 3: Establishing tentative service standards
- * J/
e N
Budc 4: Tham khéo y kién khach hang / Step 4:
Consulting customers
- J/
s v N
Budc 5: Lap tai liéu vé céc tiéu chudn dich vu/
Step 5: Documenting adopted service standards
- J/

Cac mic do6 dich vu hién
tai c6 dap Ung dudc cac
tiéu chudn khong ? / Do
current service levels
meet standards?

Cd/ Yes

Step 6: Inplementing service improvement
strategies

v

Buéc 7: Banh gia hiéu qua dich vu / Step 7:
Evaluating service performance

Viéc danh gia cac
tiéu chuén dich vu
c6 phit hgp khong?/
Is review of service
standards due?

Buéc 6: Thuc hién cac chién lugc cai tién dich vu /J

Co/Yes

(Buﬁc 8 Danh gid cac tiéu chudn dich vu? / Step
L 8 Reviewing service standards

Bwéc 1: Lwa chon cac chi s dich vu Step 1: Selecting Service Indicators

Bwéc dau tién 1a lwa chon cac chi sd dai dién trwc  The first step is to select a range of representative direct
tiép va gian tiép, lam co s& dé xac dinh cac tieu and indirect service indicators as the basis on which to de-
chuan. fine the standards.

Cac chi sé dich vu thuwdng dwoc phan loai theo cac  Service indicators are usually categorized according to the
d&c diém dich vu dwoc danh gia. Mot sb dac diém  service characteristic being assessed. Some commonly
phd bién cta dich vu va mét sé chi sé dich vu lién used service characteristics and associated service indica-

quan duoc liét ké trong Bang 2 dudi day. tors are listed in Table 2 below.

Céc chi sb dich vu dwgc Iwa chon thwong la chi sé The range of service indicators selected will usually in-
co ban va chi sb tuy chon. Céac chi sd co ban 1a clude both basic and discretionary indicators. The basic
nhitng chi s6 ma nha cung cép dich vu cho rdng ©nesare those that the SP considers necessary for provid-
can thiét d& dwa ra murc do dich vu phu hop, va ing an appropriate level of service, and which should also
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phai tuan tha theo quy dinh hodc cac yéu cau téi
thiéu khac. Nha cung cap c6 thé lwa chon thém bat
ky chi s6 dich vu tuy chon nao theo y muébn cua
minh. Lwu y rdng sau d6 nha cung cap dich vu c6
thé két hop bét ky chi s6 nao trong sé nhirng chi sb
nay vao tiéu chuan dich vu khach hang theo quy
dinh.

A. Cac chisé dich vu co ban

Cac chi sb dich vu co ban trong hwéng dan nay
bao gom:

e nhitng chi sb tap trung vao viéc cung cép
dich vu dang tin cay, phu hgp va an toan;

e nhirng chi sé lam co s& dé xac dinh céac tiéu
chuén quy dinh, chi s vé thoa thuan dich vu
v@i khach hang hoac khao sat so sanh (luat
vé cap nuwéc va thoat nwéc, hodc cac quy
dinh vé y té).

B. Cac chi sé dich vu bé sung

Nha cung cép dich vu lwa chon céac chi sb dich vu
bb sung cao hon hodc thdp hon chi sb dich vu co
ban. S6 lwgng va ban chét ctia cac chi sé duoc lya
chon nay phu thudc vao:

e tién bo cla nha cung cép dich vu trong viéc
xac dinh cé;c mlﬁrc ddé dich vu yé chinh thirc
hoa cam két vé dich vy cung cap;

e khi mot chi s dwoc xem c6 tdm quan trong
tiém nang va/hoac la lgi ich clia khach hang
va do vay can phai dwoc ap dung trong viéc
thiét 1ap céac tiéu chuan dich vu;

e Quy mé cla co s& di¥ lieu vé chi sb dich vu
cua Nha cung cap dich vy; va

 Kién thirc va nhan thirc cia Nha cung cép
dich vu vé mtrc do dich vu hién tai va mirc do
chap nhan ctia khach hang.

meet any regulation or other minimum requirements that
apply to the SP. Any number of additional discretionary
service indicators may be chosen solely at the SP’s discre-
tion. It should be noted that the SP could subsequently in-
corporate any of these into a statutory customer service
standard.

A. Basic service indicators
Basic indicators considered in these guidelines include:

o those that focus on providing a reliable, adequate
and safe service;

e those for which regulatory standards have been
specified, for customer service agreement or for
comparative surveys (standard water supply and
sewerage laws, or health regulations).

B. Additional service indicators

A SP may select a number of additional service indicators
over and above the basic indicators listed above. The
number and nature of such indicators chosen will depend
on:

e progress made by the SP in determining current ser-
vice levels and formalizing its service commitment;

o whether the indicator is considered to be of potential
significance and/or interest to customers and conse-
quently should be included in establishing service
standards;

o the breadth and depth of the SP’s database in re-
spect of service indicators; and

o the SP’s knowledge and perceptions of current ser-
vice levels and associated levels of customer accep-
tance.

10
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Bang 2: Cac dac diém cua dich vu va cac chi sé dich vu tiéu biéu (chi la vi du minh hoa)

Loai dich vu

Pic diém dich vu

Cac chi sé dich vu tiéu biéu

Tt ca cac loai
dich vu

muc dé dap ng

ti 1& (%) cac cudc goi bang dién thoai dwoc tra I&i trong vong 20 gidy
% cac thac méc vé hoa don dwoc giai quyét trong vong 1 ngay
% cac don khiéu nai dwoc gidi quyét trong vong 5 ngay

Céap nwéc sach

Chét lvong cap
nwéc

Mtrc d6 tuan thi cac tiéu chudn vé chéat lwgng vi sinh trong nwéc sach

Mtrc d6 tuan thi cac tiéu chudn vé dic tinh vat Iy/hoa hoc clia nwéc sach

Ap luc va lwu
lwgng dong chay

Ap lyc tinh t6i thiéu (cot nwdc tinh theo mét) va/hoac Iuu lvgng dong chay
(lit'phat) tai diém dau ndi.

Do tin cay cla dich
vu

Gidi han sb ngay cap nwdc trong mot nam

% cac lan ngirng dich vu dwoc phuc hdi trong vong 5 gic»

% ho d4u ndi vao hé thdng thoat nudc cé lwu lwong/ap lwe dong chay yéu
Sé lwong cac hd déu ndi bi ngirng dich vu ma khéng dwoc bao trwde

Cac sy ¢ lam ngung dich vu cAp nwéc ngoai dy kién (s6 lvong dau néi trén
100 km dwéng ong chinh)

% cac ho dau ndi nhiéu 1an bi ngrng dich vu cip nwéc (1,2,3,4,5 hodc nhiéu
hon)

Sw ¢b v& ngirng dich vu cap nwédc theo ké hoach va ngoai dw kién
Téng s6 thoi gian trung binh ctia viéc ngirng dich vu cap nwéc (sé gid)
Tan suat ngirng dich vu cip nwéc trén 1000 khach hang

Sé lwgng céac chd vé trén 100 km dwéng 6ng chinh

Thét thoat nwdc trong hé thdng cap nwéce (lit/hd dau ndi/ngay)

Thoi gian tra |&i/giai quyét sw cb (gid).

Mcrc d6 hai long
clia khach hang

Sé ho khiéu nai vé& chét lwong nwéc trén 1000 hd
Sé lwong cac sy ¢b vé chét lwong nuéc sach
S6 hé khiéu nai vé ap lyc nuwéc (dwdi 1 bare) trén 1000 ho.

% phiéu diéu tra tra 1&i tich cwc

Thoat nwéoc

Do tin cay cla dich
vu

Sé lwong dong chay tran &nh hwéng dén cac hd dau néi vao hé thdng thoat
nwéce trén 1000 hd

% cac lan ngirng dich vu duoc phuc hdi trong vong 5 gio.
Tan suat ngirng dich vu trén 1000 hd dau nbi.

Ti lé dwérng dng bi tac va vé trén 100 km dwéng éng chinh
Ti lé gitra dong chay vao va luvu lwong thdm

Thoi gian tra |&i/giai quyét sw cb (gid).

Sy hai long clia
khach hang

T7 1& s6 ho khiéu nai v& mui héi théi trén 1000 ho.

ti 1& phiéu khao sat dwoc tra |&i tich cuc.

Tac déng moi
trwdng

Téng khéi lwong dong chay tran trén 100km céng chinh va tuyén céng ap luc.

Khéi lvgng dong chay tran khong cho phép trén 100 km cong chinh va tuyén
cong ap lwc.

Murc d6 tuan thi vé tiéu chudn nwéc thadi clia nha may x& ly nwéc thai.

11
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Table 2: Service characteristics and typical service indicators (Sample only)

Type_ of Servicg . Typical service indicators
service characteristic
All services Responsiveness e % telephone calls answered within 20 seconds
¢ % billing inquiries resolved within one day
e % written complaints responded to within 5 days
Potable water Quality of supply e Degree of compliance with microbiological quality standards
supply e Degree of compliance with physical/chemical characteristic standards
Supply pressure e  Minimum static pressure (metres head) and/or flow (litres/min) at connection
and flow
Reliability of e Number of days restrictions applied per year
services e % service interruptions restored within 5 hours
e % of connections with deficient flow/pressure
e Number of connections experiencing an unplanned interruption
e Events/incidents causing an unplanned interruption to customers (number per
100 km main)
e % connections experiencing more than (1,2,3,4,5 or more) interruptions
e Relative incidence of planned and unplanned interruptions
e Overall average duration of service interruption (hrs)
e Interruption frequency per 1000 properties
e Number of main breaks per 100 km of mains
o System water loss (litres/connection/day)
e Response/reaction time in hrs.
Customer e Quality complaints per 1000 properties
satisfaction e  Number of drinking water quality incidents
e Confirmed pressure complaints (less 1 bar) per 1000 properties.
e % positive survey returns.
Sewerage Religbility of e Sewage overflows affecting customer properties per 1000 properties
services e % service interruptions restored to within 5 hours.
e  Overall average duration of service interruption (hours).
e Interruption frequency per 1000 properties.
e Sewer main chokes and breaks per 100 km of mains.
o Sewer inflow and infiltration (ratio)
e Response/reaction time in hrs
Customer e  Odor complaints per 1000 properties.
satisfaction e % positive survey returns.
Environmental e Overall sewage overflows per 100 km of sewer and rising mains.
impact e Unlicensed sewage overflows per 100 km of sewer and rising mains.
e Degree of compliance of treatment plant effluent.

12
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Bwéc 2: BDanh gia cac mwrc dd dich vu hién tai

A. Danh gia cac mirc dd dich vu

Déi v&i nhiéu chi sb dich vu (nhw d6 tin cay cda dich vu, ti
lé don khiéu nai), nhiéu théng tin can thiét dé danh gia mac
dé dich vu hién tai co san trong cac bao cao vé cbng tac
van hanh va bdo dwdng va sé dang ky khiéu nai. Néu
khéng c6 nhirng théng tin nay, cé thé phai nang cip hé
thdng thong tin ciia Nha cung cép dich vu dé c6 duoc
nhirng thdng tin can thiét.

Déi v&i mot sé chi sé dich vu (nhw chét lwong nwéc, ap luc
nuwéc, mirc do hai long clia khach hang theo két qua danh
gi4 cla khao sat khach hang), cé thé phai trién khai cac
chuwong trinh giam sat d&c biét. Cac chi sé nay phai dwa ra
dwoc birc tranh day dd (ca vé khéng gian va thai gian) cua
cac mirc dod dich vu hién tai. Can lwu y khi lwa chon dia
diém giam sat trong mang lwéi dich vu, noi ma chat lwong
nuéc dwoc biét hodc bi nghi ngd la thap hon so vaéi tiéu
chuén binh thuwéng, vi du nhw dwa trén cac don khiéu nai.

Dé gidm thiéu chi phi danh gia, cac chi sé dich vu dwoc lva
chon phai 1a nhitng chi sb lam co s& dé xac dinh mirc mirc
dd dich vu hién tai nhu mét phan cla cac hoat ddng quan
ly tai san, ma khéng can phai thyc hién cac chwong trinh
kiém tra d&c biét. Diéu nay néu bat dwoc tAm quan trong
cuia viéc két hop cong tac lap bao cao hiéu qua hoat dong
vao co ché hoat dong binh thwdng clia nha cung cép dich
vu.

B. Danh gia mirc do dich vu

Sau khi da thiét 1ap dwoc cac mirc dod dich vu, cé thé so
sanh cac mirc do dich vu hién tai v&i cac tiéu chuan dich vu
tdi thiéu hodc cac tiéu chi chuan khac co lién quan. Déi voi
nhirng chi s& ma chwa cé cac tiéu chuén dich vu téi thiéu
duoc lap ra, thi trong mot sb trudng hop tiéu chi chuén co
thé I1a chi s6 bao hiéu trwdc, nhung chwa dwoc chinh thire
hoa (vi du nhw tiéu chudn vé vi sinh dbi v&i dich vu cap
nuwdc sach). N6i cach khac, co thé so sanh cac murc dd
dich vu hién tai v&i cac tieu chuan dich vu cua cac co quan
khac va dwoc dé cap trong cac bao cao nam.

C. Két qua danh gia

Dé thiét 1ap cac tiéu chuan dich vy ban dau, két qua cua
cac chi so dich vu khac nhau cé thé dwgc phan nhém theo
cac murc do dich vu hién tai:

e Nhom célc chi s6 dép l'fng, dwoc hoac cao hon so vp’i
tiéu chuan dich vu toi thiéu hoac cac tiéu chi chuan
khac c6 lién quan; hoac

e Khéng dap wng duoc tiéu chudn dich vu téi thiéu
hoac tiéu chi chuan khac cé lién quan.

Céc chién luoc cai tién dich vu dé cap & phan sau dwoc
thao luan trong buéc 8: Banh gia cac tiéu chuan dich vu.

Step 2: Reviewing current service levels
A.  Evaluating service levels

For many service indicators (e.g. reliability of
service, frequency of complaints) much of the
information needed for evaluating current service
levels should already be available from routine
operation and maintenance reports and complaint
registers. If not, the SP’s information system may
need to be upgraded to obtain the necessary
information.

For some service indicators (e.g. water quality, water
pressure, customer satisfaction as measured by
customer surveys), special monitoring programs may
need to be developed. These must provide a
statistically representative and valid picture (in both
space and time) of current service levels. Care
should be taken when selecting monitoring locations
within the service network to include areas where
quality of service is known or suspected to be lower
than normal, for example on the basis of complaints.

In order minimize evaluation costs, the service
indicators selected should, as far as possible, be
ones for which data on current service levels can be
obtained as part of normal asset management
activities, without the need for special-purpose
monitoring programs. This highlights the importance
of integrating performance reporting into routine
operational regimes.

B. Reviewing service levels

Once established, current service levels can be
compared with minimum service standards or other
relevant benchmarks. For those indicators for which
no minimum service standards have been set, the
benchmark may, in some instances, be one that has
been foreshadowed but not yet formalized (e.g. a
microbiological standard for potable water supplies).
Otherwise the current service levels can be
compared with service standards adopted by other
agencies and reported in annual reports.

C. Outcome of review

service
service
whether

For purposes of establishing tentative
standards, the results for the various
indicators can be grouped according to
current service levels:

e meet or better the minimum service standard
or other relevant benchmark; or

e fail to meet the minimum service standard or
other relevant benchmark.

Service improvement strategies to address the latter
point are discussed in Step 8: Review service
standards.
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Bwéc 3: Thiét 1ap cac tiéu chuan dich vu ban diu

A. Thiét lap cac tiéu chuan ban dau

Khi thiét 1ap cac tiéu chudn ban dau, sau khi danh gia cac
mtrc d6 dich vu hién tai, can xem xét dén cac van dé sau:

Tinh phu hop cta tiéu chuan: Trach nhiém cuia cac nha
cung cép dich vu 1a thiét 1ap cac tiéu chuén dich vu phu
hop véi diéu kién cu thé cha cdng ty minh, chwa ké dén
nhirng tiéu chuén do cac co quan cé thAm quyén quy dinh.
Phai tham khéo y kién khach hang khi thiét lap cac tiéu
chuén dich vu.

Cac tiéu chuan cao hon hodc thap hon: Cac nha cung
cép dich vu c6 thé lwa chon dé ap dung céc tiéu chuén dich
vu trén mirc tieu chuan téi thiéu hodc cac tiéu chi chuén
khac c6 lién quan. Ho ciing c6 thé ap dung céc tiéu chuan
dich vu dwéi mire d6 dich vu hién tai ctia ho, vi du nhw cac
tiéu chuan dich vu twong dbi cao so véi cac tiéu chuan toi
thiéu hodc cac tieu chi chuan hién hanh, thi liéu khach
hang c6 ch&p nhan sy gidm bét mire d6 dich vu khong.

Xem xét cac tiéu chuan thay thé: Cac tiéu chuan dich vu
cao hon thwong doi héi chi phi cao hon va déi khi lam gia
téng cac tac ddong méi trudng, vi vay Nha cung cép dich vu
nén xac dinh mot sd cac tiéu chudn ban dau thay thé cho
mot hodc nhiéu chi sé dich vu dé 13y y kién tham khao tu
khach hang. Sau d6 danh gia tinh kha thi va chi phi cho
trng tiéu chudn dich vu trwéc khi hoan chinh cac tiéu
chuan dich vu.

B. Danh gia tinh kha thi cua viéc dat dwoc cac tiéu
chuan ban dau

Trwée khi thu thap y kién tir khach hang vé céc tiéu chuén
dich vu ban dau, Nha cung cép dich vu can can nhac nhu
cau thu thap théng tin hd tro phu hop dé gitp nha cung cép
dich vu va khach hang cla ho trong viéc dwa ra dwgc cac
két luan chinh thirc vé cac tiéu chuén dich vu. Théng tin
nay thudng bao gébm:

e céc chi sb tai chinh dap &ng cac tiéu chuan;
* cac ké hoach phat trién ma chung co thé anh huéng
dén tinh kha thi cta viéc dat dwoc cac tiéu chuan; va
e Cac tac dong moi trwdng cé thé xay ra.
Cac chi s6 tai chinh: Cac chi sb tai chinh c6 thé anh
hwéng dén:
e Chi phi hang nam; va

e Cac chuong trinh dau tw co ban hodc stra chira va
thay thé .
Cén danh gia cac tac dong nhw vay dé biét xem ligu cac
tiéu chuan ban dau va cac phwong an da xac dinh:
e 6 vuwot qua mrc dd dich vu hién tai khéng, trong

trwdng hop nay cé thé dy bao duwoc tac dong tai
chinh la lam tang chi phi; hoac

e o thép hon mrc d6 cjich vy hién tai khdng, trong
trwong hop nay cd thé dw bao dwoc tac dong tai

Step 3: Establishing tentative service standards

A. Formulating tentative standards

Formulating tentative standards, after reviewing

current service levels, involves considering the
following:
Appropriateness of standards: It is the

responsibility of SPs to set service standards that
are  appropriate to their own  particular
circumstances, regardless of those adopted by other
authorities. Standards should be set in consultation
with their customers.

Higher or lower standards: SPs may choose to
adopt service standards above any applicable
minimum service standards or other relevant
benchmarks. They may also arbitrarily adopt service
standards below their own current service levels, for
example where these are relatively high compared to
prevailing minimum standards or benchmarks, and if
the reduction in service level is acceptable to
customers.

Considering alternative standards: Higher service
standards usually involve higher costs and
sometimes increased environmental impact, so it is
advisable for the SP to define for consultation
purposes a number of alternative tentative standards
for one or more service indicators. The feasibility
and cost of each alternative would then be assessed
before the standards were finalized.

B. Assessing feasibility of achieving tentative
standards

Before seeking customer input on tentative service
standards, the SP should consider the need to
compile appropriate supporting information to help
the SP and customers both arrive at fully informed
conclusions. This information will usually include:

e financial the

standards;

implications  of meeting

e planned developments that may affect the
feasibility of achieving the standards; and

e possible environmental impacts.

Financial implications: These include possible
impacts on:

e annual charges; and

e capital or replacement programs.

Such impacts should be assessed whether or not the
tentative standards and defined alternatives:

e exceed the relevant current service levels, in
which case the financial impact can be
expected to involve additional costs; or

e are below current service levels, in which case
the financial impact can be expected to involve
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chinh la tiét kiém dwoc chi phi.

Mot sb thi tuc kiém toan ludn can thiét dé& xac dinh cac anh
hwéng vé chi phi cia cac chi sé dich vu c6 lién quan dén
quy trinh van hanh (nhw th&i gian ngung dich vu hoac cac
lan tra 1&i dién thoai).

Viéc xac dinh cac anh hwéng vé tai chinh clta cac chi sb
dich vu cd lién quan dén nang lwc cong trinh (nhw ap luc
nuwéc cap téi thiéu, tan suét dong chay tran xay ra) sé luén
can thiét cho viéc chuén bj bao cédo lap ké hoach.

Anh hwéng cua cac ké hoach phat trién: Cac ké hoach
phét trién ctia Nha cung cép dich vu ma cé thé anh huéng
dén tinh kha thi cda viéc dat dwoc céac tiéu chudn ban dau
c6 thé bao gom:

e ké hoach dau twv xay dwng cong trinh chi yéu dé duy
tri cac mirc d6 dich vu hién tai;

e hoan thanh céc cong trinh b6 sung theo tién d nham
nang cao dang ké muirc dé dich vy; hoac

e Duwa vao ap dung cac tiéu chudn mé&i hodc cac yéu
cau mai theo thdng bao clia chinh pha.

Cac tac déong mai trweng: Co thé cd nhivng tac ddng moi
trwdng (hodc tich cuwc hodc tiéu cuc) lién quan dén viéc
dap (rng cac tiéu chudn ban dau va tiéu chuan thay thé. Co
thé can phai lap mot bao cdo danh gia tac dong moi
trwong.

M6t khi Nha cung cép dich vu quyét dinh s& lap cac tiéu
chuén dich vu ban dau thay thé va cung cap thém thong tin
cho khach hang vé tirng tiéu chuan dich vu nay, diéu nay
chéc sé& con phai phu thudc vao céac yéu tb sau:

e quy md cla nha cung cép dich vu va dic diém cla
khach hang;

 nhan thirc clia nha cung cép dich vu Vvé lgi ich cla
khach hang va mic @6 quan tdm cla khach hang vé
cac tiéu chuan dich vu; va

e Phuwong phap so sanh cac tiéu chudn ban dau nay
vOi cac rpt’fc g’cf) dich vu hién tai va v&i cac tiéu chuan
dich vu t6i thiéu dang dwgc ap dung.

Bwéc 4: Tham khao v kién ctia khach hang

A. Sw can thiét cia viéc tham khao y kién khach hang

V&i nhirng ly do da néu trong Boan 5 “Thong tin lién lac voi
khach hang”, cac nha cung cap dich vu can khuyen khich
khach hang tham gia vao cac van dé cung cap dich vu, tw
nhirng quyét dinh 1ap k& hoach quan trong dén nhitng wu
tién vé loai va mirc dd dich vu. Khi quyét dinh cac tiéu
chuén dich vy, théng tin dau vao va sw dong thuan cda
khach hang cé thé nang cao dang ké hiéu qua vé chi phi
cho viéc cung cép dich vu clia nha cung cép.

savings.

Some form of operational audit will usually be
necessary to determine the cost implications of
service indicators that relate to operational
processes (e.g. duration of service interruption or
telephone response times).

Determining the financial implications of service
indicators that relate to infrastructure capabilities
(e.g. minimum supply pressure, sewer overflow
frequency) will usually necessitate the preparation of
a planning report.

Effect of planned developments: Planned
developments anticipated by the SP that could
impinge on the feasibility of achieving the tentative
and alternative standards might include:

e programmed major capital expenditure for
maintaining current service levels;

e completion of augmentation works in progress
which will significantly increase service levels;
or

e the introduction of new regulatory standards or
Departmental requirements, as foreshadowed
by government.

Environmental impacts: There may be
environmental impacts (either positive or negative)
associated with meeting the tentative and alternative
standards. It may be necessary to prepare an
environmental impact assessment report.

Whether or not a SP decides to define alternative
tentative standards and to provide its customers with
supplementary information on each will probably
depend on:

e the size of the SP and its customer profile;

e the SP’s perceptions of customers’ interest
and level of concern over service standards
issues; and

e how the tentative standards compare with

current service levels and any applicable
minimum service standards.

Step 4: Consulting customers

A. Need for consultation

For the reasons discussed in Paragraph b5:
“Communicating with customers” of the overview
SPs should involve their customers in a range of
service delivery issues, from major planning
decisions to preferences for particular types and
levels of service. In decisions on service standards,
input and agreement from the customer can
significantly improve the cost-effectiveness of a SP’s
service delivery.
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B. Ho so khach hang

Hb so khach hang déi véi mot dich vu cu thé 1a tap hop cac
thong tin thong ké vé khach hang do nha cung cép dich vu
thu thap dwoc, bao gdm phan loai khach hang, sb lwong
khach hang va d&c diém cta khach hang trong tirng loai
khach hang.

Mbi Nha cung cép dich vu can thiét 1ap va lién tuc cap nhat
hd so khach hang ctia minh, bao gém tat ca cac loai khach
hang (nhw khach hang hd gia dinh, khach hang thwong
mai, cong nghiép va khach hang khu vwc néng thén). HO
so khach hang chinh x&c 1a yéu té quyét dinh dan dén két
qua tham khao y kién khach hang hiéu qua dwa trén cac ky
thuat chon mau dai dién.

Dbi v&i mot chi sé dich vu cu thé, hdé so khach hang phu
hop c6 thé dwoc sir dung dé thiét ké cac khao sat khach
hang va thiét 1ap cac uy ban khach hang nham dam bao
rang két qua tham khao y kién khach hang Ia hop Iy va
mang tinh dai dién.

C. DPanh gia mong muén va sé thich ctia khach hang

Viéc ndm bat dwoc cac mong mudn, nhan thirc va sé thich
cta khach hang sé giup Nha cung cép dich vu dam bao
rang cong tac lap ké hoach clia ho sé& phan anh dwoc quan
diém vé sy thay dbi va nhu cau cla cong dong vé dich vu.

Tét nhét, viéc tham khao y kién khach hang can duwoc thyc
hién lién tuc,hon la chi t chirc thwe hién mot 1an theo mot
sy kién dac biét. Thanh lap cac uy ban khach hang
“thwéng trwc” théng qua cac td chirc co s&, theo do cac
Nha cung cép dich vu cé thé lién hé vé toan bo cac van dé
can dat dwoc, va cac nha cung cép dich vu cling nén tang
cwédng tinh nhat quan va tinh hiéu lwc ctia cac quyét dinh
cé anh hwédng dén viéc cung cap dich vu. Tuy nhién, uy
ban khach hang nén hop khéng qua mét 1an trong ndm (chi
hop nhiéu hon néu that sy can thiét).

Tan xuét thwe hién va cach thirc tham khao y kién khach
hang vé cac van dé dich vu khach hang sé phu thudc vao
ban chét cta van dé, dac diém va quy md té chirc ctiia Nha
cung cép dich vu, nhan thirc ciia Nha cung cép dich vu vé
mong mudn clia cdng ddng,va moi yéu cau vé luat dinh c6
lién quan can phai dwoc tham khao.

Nhiéu Nha cung cép dich vu da thiét 1ap s hiéu biét hop ly

vé cac s& thich cia khach hang cGa minh va da tang

cuwong sy hidu biét & mirc d6 phu hop clia mét bd phan

khach hang vé& cac dich vu nuwéc. DI véi cac van dé

nay,co6 18 Nha cung cép dich vu da can nhéc sé& thich cla

khach hang khi thiét 1ap cac tiéu chuén dich vu ban dau dé

tham khao y kién khach hang.

Khi d6, muc dich cla viéc tham khao y kién khach hang c6

thé bao gdm:

e xac dinh hay xac nhan cac tiéu chi d& dwa vao d6

khach hang danh gia va so sanh cac phwong an vé
cung cap dich vu

B. Customer profiles

A customer profile for a particular service is a set of
statistics compiled by a SP, covering all customer
categories and including the number and nature of
customers within each category.

Each SP should establish and maintain up-to-date
profiles covering all categories of its customers (e.g.

residential, commercial, industrial and rural).
Accurate customer profiles are a prerequisite to
effective  customer  consultation based on
representative sampling techniques.

For a particular service indicator, the relevant
customer profile(s) can be used in designing
customer surveys and establishing customer

committees so as to ensure that consultation results
in valid, representative outcomes.

C. Assessing customers’ expectations and
preferences

Developing an understanding of customers’
expectations, perceptions and preferences will help
to ensure that a SP’s planning reflects the changing
views and needs of the community it serves.

Preferably, consultation with customers should be an
ongoing process, rather than a once-off special
event. Establishing “standing” customer committees
through grass root organizations with which the SP
liaises on a wide range of issues should achieve this,
and should also improve the consistency and validity
of the SP’s decisions affecting service delivery.
Nevertheless, such committees would be expected
to convene no more than once a year (more often
only as required).

The frequency and type of consultation carried out
on customer service issues will depend, however, on
the nature of the issues, the nature and size of the
SP organization, the SP’s perceptions as to the
community’s desire to be consulted, and any
relevant regulatory requirements regarding the need
to consult.

Many SPs will have already developed a reasonable
understanding of their customers’ preferences and
fostered a suitable level of understanding of water
services issues on the part of customers. In these
cases it is likely that the SP has already taken
account of these preferences in formulating tentative
service standards for customer consultation.

The aims of consultation could then include:

e identifying or confirming criteria on which
customers evaluate and compare service
delivery options;
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e tim hiéu v& mot sé s& thich cla khach hang vé céac
tiéu chuan dich vu thay thé da dwoc xac dinh, xem
xét cac thong tin hd tro ctia nha cung cép dich vu vé
chi phi va tac déng méi trwong; va

e thdng nhat vé& cac tiéu chuan dich vu can ap dung.

D. Cac phwong phap tham khao y kién

Nhiéu Nha cung cép dich vu I&n da thiét 1ap quy trinh tham
khdo y kién khach hang. Nhirtng dé xuét dwéi day nham
gilip cac nha cung cép dich vu nay xac dinh xem liéu quy
trinh tham khao y kién khach hang ctia ho ¢ phu hop cho
viéc danh gia cac tieu chuan dich vu khoéng va gilp cac nha
cung cép dich vu nhd trong viéc thiét l1ap cac tiéu chuan
phu hop.

Phwong phap tham khao y kién khach hang dwoc ap dung
c6 thé bao gdm viéc s&r dung bang cau hdi don gian dwa
trén mot s6 phwong an tiéu chuan dich vy, théng qua cac
uy ban khach hang cu thé, dén viéc té chirc cac dién dan
khach hang thwong xuyén. DPé xac dinh ra phwong phap
tham khao y kién khach hang phu hop nhét, Nha cung cép
dich vu can xem xét cac van dé sau:

e muic dd cac ngudn lyc cd san;

e chét luong thong tin hién co vé cac mong doi va s&
thich cia khach hang, cac phwong an tiéu chuan dich
vy ban dau va nhirng tac dong di kém;

e muic do phirc tap trong quy trinh lap ké hoach cua
nha cung cap dich vy; va

e Cac nghia vy phap ly hoac luat dinh vé tham khao y
kién khéqh hang, hoac it nhat la xem xét viéc tham
khao y kién khach hang.

Cac vi du: Khi khach hang dwgc quan tdm va dwoc thdong
bao day dud, chat lugng thdng tin vé cac phuong an tiéu
chuén dich vu tbt va chi phi cao, thi viéc s& dung cac uy
ban khach hang la thich hop dé phd bién day da théng tin
vé cac van dé ky thuat, tai chinh va mai trwong.

Néu thiéu théng tin chi tiét, cac ngudn lwc han hep, co s&
khach hang nhé va/hodc khach hang khéng dwoc cung cap
day da théng tin va khéng duwoc quan tam day du, thi viéc
danh gia cé thé dwoc thwc hién bang phuwong phap st
dung bang cau héi khdo sat khach hang dé cé duoc sy
hiéu biét cu thé hon vé cac mong doi clia khach hang, murc
dd nhan thire va cac théng tin con thiéu.

Str dung cac uy ban khach hang: Néu s dung mét uy
ban khach hang, can chuan bij tai liéu dé gitp cac thanh
vién tham gia uy ban khach hang hiéu dwoc van dé, tai liéu
nay phai md ta cac van dé nhu:

e muc dich cla viéc tham khao y kién khach hang;

e cong trinh lién quan viéc cung cép dich vy;

e cac chi sb dich vu phu hop duoc dé xuét;

e ascertaining customers relative preferences
for any defined alternative service standards,
taking account of any supporting information
prepared by the SP on cost and environmental
impacts; and

e reaching agreement on service standards to
be adopted.

D. Alternative consultation approaches

Many of the larger SP organizations will have
already established customer consultation
processes. The following suggestions are intended
to help these SPs to determine whether their
consultation processes are suitable for service
standards reviews, and to help smaller SPs to
establish suitable ones.

The consultation approach adopted can range from
a simple questionnaire based on a limited number of
service standards options, through the use of ad hoc
customer committees, to the convening of regular
customer forums. In deciding on the most
appropriate approach to consultation, the SP should
consider:

e the level of resources available;

e the quality of information already available on
customer expectations and preferences, and
on tentative service standards options and
associated impacts;

e the level of sophistication of the SP’s planning
processes; and

e legal or regulatory obligations to consult, or at
least to consider consulting, its customers.

Examples: When customers are interested and well
informed and the quality of information on service
standards options and costs is high, the use of
customer committees is appropriate for imparting a
full understanding of the technical, financial and
environmental issues.

If the available information is limited in detail, there
are limited resources available, the customer base is
small, and/or customers are perceived to be ill-
informed and uninterested, the review may be best
initiated via a customer survey questionnaire to gain
insight into expectations and the extent of perception
and information gaps.

Using customer committees: |If a customer
committee is used, information sheets should be
prepared to help the participants understand the
issues, describing, for example:

e the purpose of consultation;

e the infrastructure involved in delivering the
services;

e the relevant service indicators proposed,;
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e cac m‘L'PC do dich vu hién tai, cac tiéy chuén dich vu
ban dau thay thé, va tac dong dv kién cla ting tiéu
chuan dich vu, va

e Cac yéu t6 chinh dé dwa ra cac quyét dinh vé tiéu
chuan dich vu (nhw yéu cau ky thuat, nhirng han che
phap luat, thai dé khach hang, han ché tai chinh).

Théng thwong, cac uy ban khach hang nén cé 7 hoac 8
ngudi d& ddm bao cé nhirng quan diém, y kién khac nhau.
Viéc thao luan gilra cac thanh vién trong uy ban khach
hang cé thé:

e xac dinh trinh do kién thirc va hiéu biét cta khach
hang;

e hiéu dwoc suy nghi ciia khach hang vé dich vu, cac
tiéu chi dé xac dinh moét dich vu thich hop; va

e xac dinh cac tiéu chuén dich vu ma khach hang chap
nhan va c6 kha nang chi tra.

Két qua cua viéc tham khao y kién: Trong hinh 1, quy
trinh tham khao y kién khach hang phai dua ra duoc cac
tiéu chuan dich vu da dwoc tham khao y kién khach hang,
ho&c it nhat la cac tiéu chuan tam thoi sé dwoc ap dung
cho dén khi nha cung cép dich vu tién hanh tham khao y
kién khach hang.

Céc tiéu chudn da duoc tham khdo y kién tw khach can
dwoc Nha cung cap djch vu ap dung kip th&i, soan thao
thanh tai liéu va phd bién t&i khach hang.

Bwéc 5: Lap cac vin ban vé tiéu chuan dich vu ap
dung
A. Muc dich

Viéc 1ap cac van ban tiéu chuan dich clia Nha cung cép
dich vu nham muc dich:

 thé hién cam két cia Nha cung cép dich vy di voi
cac két qua dich vu da xac dinh;

e thong bao cho khach hang vé murc d6 dich vu ma ho
c6 thé mong dei tir nha cung cap dich vy;

e cung cap cho khach hang co s& ré rang va khach

quan dé danh gia “gia tri clia dong tién”;
e cung clp cac tiéu chi chuan dé danh gia va lap bao
cao veé dich vu dwoc cung cap

e giup nha cung cép dich vu hoan thanh cac nghia vu
vé lap bao cao theo luat dinh.

B. Mudrc do lap cac van ban

Duw kién, it nhat cac van ban can bao gém:

e cac tiéu chuan dich vu dwoc ap dung; va

e quy trinh, thd tuc vé ,két ndi dich vu, 1ap hoa don, do
khoi lwong nwéc, ké toan, tham khdo y kién khach

e current levels of service, alternative tentative
service standards, and the anticipated impacts
of each; and

e the key factors that drive decisions on service
standards (e.g. technical needs, legal
constraints, customer attitudes, financial
constraints).

Customer committees should generally involve 7 or
8 people specifically selected to ensure different
views are presented. Committee discussions can:

e find out what level of knowledge and
understanding customers have;

e understand the customer’s way of thinking
regarding the service, and criteria for
identifying an acceptable service; and

e determine what service standards customers
perceive as acceptable and affordable.

Outcome of consultation: Within the context of
Figure 1, customer consultation as described above
should lead to a set of customer-endorsed service
standards, or at least interim standards to be
adopted pending a program of further work by the
SP followed by a further round of consultation.

The endorsed standards should in due course be
formally adopted, documented and promoted by the
SP.

Step 5: Documenting adopted service standards

A. Purpose

The purpose of formally documenting a SP’s
adopted service standards is to:

e demonstrate the SP’s commitment to defined
service outcomes;

e inform customers of the levels of service they
can expect;

e provide customers with a transparent and
objective basis for evaluating “value for
money”;

e provide specific benchmarks for evaluating
and reporting on services provided; and

e help the SP to meet its statutory reporting
obligations.

B. Level of documentation

The documentation could be expected to cover at
least:

e the adopted service standards; and

e the process for service connections, billing,
metering, accounting, customer consultation,
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hang, giai quyét khiéu nai va tranh chép.

Cac tiéu chuan dich vu duoc lap thanh tai liéu s& bao gém
ca cac chi so co ban va chi s6 bo sung, nhw da trinh bay &
“Bwéce 1: Lwa chon céac chi so6 dich vu”.

Pham vi clia tai liéu tiéu chuan dich vu can dé cap dén cac
van dé quan trong khac néu phu hgp trong viéc lién hé voi
khach hang nhu:

e nghia vu thanh toan céc chi phi dich vu;

e thanh toan hoéa don;

e gidi han cung cép dich vu/ngwng dich vu d4u nbi
e trach nhiém bao dwdng va quy trinh bao dwéng;
e quy trinh lam viéc cta Nha cung cép dich vu;

e ghi sb tai san;

e quy trinh gidi quyét yéu cau, thac mac;

e dén bu cho nhitng sai sét ctia nha cung cép dich vu
trong viéc tuan tha céc tiéu chuan;

e phd bién théng tin; va
e cong tac lap bao cao cia Nha cung cép dich vu.

Uu diém va nhuwoc diém cla viéc mé rong pham vi tai liéu
vé tiéu chuan dich vu sé& phu thuéc vao quy méd cta nha
cung cép dich vu, méi trwdng hoat déng va déc diém cuia
hd so khach hang.

C. MaAu van ban

Hién nay c6 mot s mau tai liéu vé tiéu chuin va cam két
dich vu dwoc cac co quan quan ly nwédc ap dung. Nhivrng
tai liéu nay dwoc moé td ngdn gon dudi day, theo thir tw
tang dan vé mirc do phirc tap (va day la cam két cla nha
cung cap dich vu).

Tém tat tuyén bé chinh sach: Day thuwong la nhirng ban
tuyén bd vé nghi quyét, chinh sach cia Nha cung cép, tém
tat cac van dé vé chinh sach cung cép dich vu. Vi duy, cac
tuyén b chinh sach vé:

e tiéu chuan dich vu dwoc ap dung;
e quy trinh tham khao y kién khach hang;
e thanh toan hoa don, v.v...

Pay 1a mau tai liéu truyén théng duwoc cac co quan nha
nwéc hoat dong trong linh vire dich vu véi quy mé nhoé ap
dung.

Hop dong khach hang: Day la hop ddng chinh thirc gitra
Nha cung cép dich vu va khach hang, trong d6 quy dinh
quyén loi va nghia vu cla ca hai bén. Cac hop ddng khach
hang c6 thé dwoc str dung gitra cac nha cung cap dich vu
va nhirng nguwdi st dung nwéc.

Pam bao cho khach hang: Bam bao cho khach hang la
cam két cao nhat ctia Nha cung c4p nham dam bao viéc
cung cép dich vu. Day thuong 13 tai liéu tém tat cac hinh
thrc dén bu (nhw bdi hoan tién dich vu) cho cac khach
hang khéng nhan duoc dich vu theo yéu cau quy dinh trong

complaints and dispute resolution.

The documented service standards would include
both basic and additional service indicators, as
discussed in “Step 1: Selecting Services Indicators”.

The scope of a SP’s service standards
documentation should, where appropriate,
incorporate other key matters central to their

dealings with customers, for example:
o liability for charges;
e Dill payment;
e  service restrictions/disconnections;
e maintenance responsibilities and processes;
e procedures for carrying out work by the SP;
e property entry;
e inquiry handling procedures;

e compensation for SP failure to comply with
standards;

e information dissemination; and

e  SP reporting arrangements.

The advantages and disadvantages of widening the
scope in this regard will obviously depend on the
size of the SP, its operating environment, and the
nature of its customer profile.

C. Format of documentation

Several formats are currently in use by water
authorities for documenting their service standards
and commitment. These are briefly outlined below,
in increasing order of complexity (and thus
commitment of the SP).

Brief policy statements: These are usually policy
resolution statements by the SP, outlining aspects of
service delivery policy. For example, separate policy
statements might be issued for:

e adopted service standards;
e consultation procedures;
e hill payments generally, and so on.

This is the traditional form of documentation used by

smaller local government SPs where formal
documentation has been adopted.
Customer contract: This is a formal contract

between a SP and a customer that sets out the
rights and obligations of both the SP and the
customer. Customer contracts are likely to be used
between SPs and major water users.

Customer guarantee: A customer guarantee
represents the highest commitment by a SP to
ensuring service delivery. It is usually a concise
document outlining an offer of compensation (e.g. by
refunding charges) to customers who have failed to
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diéu khoan hay hop dong gitra khach hang va nha cung
cap dich vu.

D. Phé bién théng tin

Tai lieu vé tiéu chuan dich vu khach hang thueng duwoc
phat cung véi théng béo tién dich vu/hoa don cho khach
hang dé tiét kiem chi phi nhwng cé thé cé tac ddng hon néu
duwoc phat riéng cho khach hang.

Bwéc 6: Thwe hién cac chién lwoc cai tién dich vu

Nhw mé t& trong Hinh 1, khi cac tiéu chuan dich vu chinh
thirc dwoc cac nha cung cép dich vu ap dung va duoc lap
thanh van ban, c6 thé so sanh cac mirc dod dich vu hién tai
v&i cac tiéu chuan nay. Viéc so sanh nay phai chi ra duoc
liéu céac tiéu chuan c6 dwoc dap ng hay khong, va véi tiéu
chuén nao thi can phai nang cao mic dd dich vu dé dat
dwoc mirc chuan. Céng tac danh gia cac mirc dd dich vu
hién tai dwoc trinh bay trong phan sau.

Duy tri va nang cao muic dé dich vu phu thudc vao cac van
dé sau ctia Nha cung cap:

e Cac chuong trinh quan ly van hanh thuong xuyén va
quy trinh tac nghiép chuan; va

e Céc chuong trinh cai tién, nang cip theo K& hoach
Quan ly Tai san (QLTS), va/hoic cac chién lwgc quan
hé khach hang (tham khao Hwéng dan vé Quan ly tai
san va Quan ly quan hé khach hang).

Céc tiéu chuan dich vu dwoc ap dung hiéu qua sé thiét 1ap
dwoc cac muc tiéu quan trong nhat cho viéc thu,c hién cac
chwong trinh quan ly hoat déng clia nha cung cap dich vu,
cung v&i cac muc tiéu tai chinh va méi tredng.

A. Duy tri viéc tuan thu cac tiéu chuan

Dam bao viéc tuan thu cac tiéu chuan dich vu sé khé khan
néu khéng c6 quy trinh va chwong trinh quan ly hoat déng
theo hé théng van ban thich hop. Nhitng chwong trinh va
quy trinh nhw vay phai duoc thiét 1ap theo tirng pham vi két
qua va linh vuc hoat dong da duoc xac dinh trong Sb tay
Huwéng dan vé Quan ly tai san.

B. Nang cao mirc do dich vu

Sé tay Hwdng dan Quan ly tai san va Chién luoc khach
hang la cac phwong tién hd tro viéc tuan thia cac tiéu chuan
dich vu, théng qua viéc thuc hién cac chién lvoc quan ly
thich hop trong cac ké hoach lién quan.

Bwoc 7: Danh gia hiéu qua thwce hién dich vu

Viéc thuwdng xuyén danh gia hiéu qua cua viéc cung cép
dich vu theo tiéu chuan dich vu l1a mét cong viéc vé cung
quan trong ddi v&i mét nha cung cp dich vu, dac biét khi
nhirtng cam két vé& duy tri cac tiéu chuan dich vu da dwoc
dwa vao gidy cam doan, dam bao v&i khach hang. Hiéu
qua dich vy thuwdng dwgc danh gia theo hai cach:

receive the level of service promised in the

organization’s customer charter or contract.
D. Dissemination

Customer service standard documentation is often
distributed with rate notices/bills for reasons of
economy, but may have more impact if separately
distributed.

Step 6:
strategies

As indicated in Figure 1, once formal service
standards have been adopted and documented by
the SP, current service levels can be compared with
the standards. This should indicate whether or not
the standards are currently being met, and for which,
if any, service indicators the levels of service need to
be enhanced to achieve compliance. Assessment of
current service levels is discussed in the next
section.

Implementing service improvement

Maintenance and enhancement of service levels
depend collectively on the SP’s:

e routine operational management programs
and Standard Operation procedures; and

e improvement programs initiated under an
Asset Management Plan (AMP), and/or the
Customer Relations Strategies (Refer to the
Asset Management and Customer Relations
Management guidelines).

The adopted service standards effectively constitute
a set of primary objectives for implementing a SP’s
operational management programs, along with
financial and environmental objectives.

A. Maintaining compliance with standards

Ensuring continued compliance with adopted service
standards will be difficult without systematic and
adequately documented operational management
programs and procedures. Such programs and
procedures should be established in respect of each
of the key result areas and operational areas
identified in the in the corresponding Asset
Management Manual (AMm).

B.  Enhancing service levels

An AMM and Customers Strategy provides the
means of progressively achieving compliance with
adopted services standards, by implementing
appropriate  management strategies under the
relevant sub-plans.

Step 7: Evaluating service performance

It is of critical importance for a SP to continually
evaluate its performance in delivering services to the
adopted service standards, particularly where
binding commitments on maintaining standards have
been documented in customer guarantees.
Performance is usually evaluated in two
complementary ways:
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danh gia mc dé dich vu hién tai so v&i cac tiéu
chuén dich vu va céc tiéu chi chuan dwoc cong nhan;
va

diéu tra sy thod man cla khach hang.

evaluation of current service levels and critical
assessment against adopted standards and
recognized benchmarks; and

customer satisfaction surveys.
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A. Danh gia mrc do dich vu hién tai

Nhw da thao luan trong Bwéc 2: “Danh gia mirec d6 dich vu
hién tai”, cong tac danh gia mirc dé dich vy hién tai nhw
mot buwéc m& dau cho cong tac danh gia cé thé bao goém
viéc tap hop s6 liéu thu thap duwoc trong subt thdi gian
danh gia hiéu qua cung cép dich vu, gbm mét hodc toan bd
cac sb liéu sau:

e sb liéu lién quan trong cac bao cdo hoat ddng va kiém
toan;

e sb liéu trong sb dang ky khiéu nai/bao céo vé khiéu
nai cla khach hang; va

e két qua clia cac chuong trinh kiém tra giam sat dac
biét.

Néu céac chi sé dich vu dwoc chon twong thich véi cac tiéu
chi chuan quéc gia, nhw da thao luan trong Buéc 3: “Thiét
lap céc tiéu chuan dich vu ban dau”, khi dé cé thé so sanh
cac m&rc dd dich vu hién tai v&i cac tiéu chuan dich vu
duwoc ap dung va cac tiéu chi dé danh gia hiéu qua dich vu
ctia nha cung cép dich vu.

Nha cung cép dich vy thuong bdo cao vé hiéu qua cung
cap dich vu trong cac bao cao nam. Nha cung cap dich vu
c6 thé 1ap bao cao ginh ky va so sanh hiéu qua hoat dong
V@i cac tiéu chi chuan.

B. Cac khao sat vé mirc do hai long cua khach hang

Thong thwdng, chi thL_Pp h[én cac khao sat vé mic do hai
Iobng cda khach hang doi voi:

e céac nha cung cép dich vu I&n, nhw mét cong cu danh
gia hiéu qua hoat dong thuwdng xuyén; va

e Nhw mot hoat dong tién hanh mét 14n cta nha cung
cép dich vy, vi du nhw nha cung cép dich vu dang
gap kho khan trong viéc dap (rng cac tiéu chuan dich
vu hodc cac tiéu chi chuin khac, hodc xem xét viéc
cai tién quan trong.

Khi cac khao sat mdc do hai long clia khach hang dwoc st
dung nhv mot cong cu danh gia thwdng xuyén, né phai
dwoc thye hién khdng qua hai nam mét lan, va/hodc dwoc
thuwe khi co thay ddi dang ké vé tiéu chuén dich vu hoac khi
c6 sw cai tién quan trong.

DPé tbi da hoa hiéu qua chi phi va do tin cay cla cac két
qua diéu tra sw thod man cla khach hang, ké hoach va
viéc thyc hién cong tac diéu tra khdo sat phai do cac
chuyén gia tw van doc lap thuc hién.

C. Thiét lap hé théng danh gia hiéu qua dich vu

Dé thiét 1ap hé thdng danh gia hiéu qua dich vu thich hop
cho nha cung cép dich vu, can soan thao cac chién lwoc va
ké hoach hoat ddng phu hop trong ké hoach danh gia hiéu
qua dich vu.

Phu luc A cung cap cac chi dan vé quy mo va néi dung clia
ké hoach tiéu chuan dich vu. Cac tiéu chuan dich vu la co

A. Assessing current service levels

As discussed in Step 2: “Review current service
level”, evaluating current service levels as a prelude
to their critical assessment may involve compiling
data collected during the performance evaluation
period, for one or all of the following:

e relevant data from operational reports and
audits;

e complaint registers/reports; and

e results of
programs.

special-purpose  monitoring

If the service indicators are chosen to be compatible
with national benchmarking initiatives, as discussed
in Step 3: “Establishing tentative service standards”,
current service levels may then be directly compared
with the adopted service standards and externally
reported benchmark levels, for evaluating the SP’s
service performance.

A SP will usually report on performance in its annual
reports. The SP may in addition regularly report and
compare its performance as part of one or more
participative benchmarking initiatives.

B. Customer satisfaction surveys

The use of customer satisfaction surveys will
normally be confined to:

e larger SPs, as a
evaluation tool; and

regular performance

e as a once-off exercise by any SP, for example
one that is experiencing serious difficulty in
meeting adopted service standards or other
reasonable benchmarks, or contemplating
major reform.

When used as a regular evaluation tool, customer
satisfaction surveys should be performed no more
than about once every two years, and/or following
significant changes in service standards or major
reforms.

To maximize the cost-effectiveness and reliability of
results of such surveys, their design and execution
should ideally be left to specialist consultants
operating independently of the SP.

C. Establishing a
evaluation regime

service  performance

In order to establish an suitable regime to evaluate
the service performance of a SP, appropriate
strategies and action plans should be developed
under a separate performance assessment plan.

Annex A provides guidance about the scope and
content of a service standards plan. The service
standards are the basis on which service
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s& dé danh gia hiéu qua dich vu.

Bwére 8: Panh gia cac tiéu chuan dich vu

M&i nha cung cép dich vu can dinh ky danh gia cac tiéu
chuén dich vu cGia minh, cho du mai trwdng hoat dong bén
ngoai da cé sy thay déi (nhw cac tiéu chuén dich vu toi
thiéu). Muc tiéu cuia viéc danh gia nay la:

e Khéng ngirng cai tién viéc cung cap dich vu bang
cach ap dung cac ky thuat tot;

e ¢6 duoc sw thod man cao nhét cla khach hang.

Lién tuc cai tién tiéu chuén dich vu va/hoac chi phi dich vu
la van de trong tam cta moi SO tay Hwéng dan quan ly tai
san cla nha cung cap dich vu.

Sau khi danh gia cac tiéu chuéq dich vu hién tai, can xac
dinh cac tiéu chi cai tién tiéu chuan dich vy, bao gom:

e cac chi sé‘cé dwoc tlr tham khéo y kién khach hang
va/hodc diéu tra sw thod man cla khach hang;

e cac chi sb co duoc tir viec so sanh cac tiéu chuan
dich vu v&i cac nha cung cap dich vu canh tranh
khac; va

e phan tich lgi ich/chi phi do nha cung cép dich vu thuc
hién.

performance is assessed.

Step 8: Reviewing service standards

Each SP should periodically review its current
service standards, irrespective of whether its
external operating environment has changed (e.g. in
respect of minimum service standards). The
objective is to:

e achieve continual improvement in service
delivery by applying industry best practice;
and

e maximize customer satisfaction.

Continual improvement in service standards and/or
costs should be the central focus of each SP’'s AMM.

After a review of current standards, the criteria for
deciding when an improvement in service standards
should be sought include:

e indications from customer consultation and/or
customer satisfaction surveys;

e indications from
comparable SPs; and

benchmarking  against

o favorable benefit/cost analysis performed by
the SP.
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PHU LUC A: NOI DUNG DE XUAT CHO KE HOACH TIEU CHUAN DICH VU

Dic diém cua ké hoach

N6i dung cua ké hoach tiéu chuan dich vu

Cac van dé dworc dé cap
trong ké hoach

Tham khao y kién céng ddng.

Hb so khach hang.

Khao sat sy hai long clia khach hang

Phd bién théng tin

Trao dbi théng tin véi khach hang

Giai quyét khiéu nai/yéu ciu cuia khach hang

Céc tiéu chuén vé hiéu qua hoat dong cla cong trinh
Hop ddng/Gidy dam bao cho khach hang.

Muc dich cta ké hoach

Mo té‘chung cac tiéu chuan dich vu hién tai ctia nha cung cép dich vu va cac
yéu cau lién quan.

Tom tat muc tiéu va cac ké hoach trong tuong lai ciia nha cung cép dich vu
trong viéc quan ly cac tiéu chuan dich vu.

Cac chinh sach c6 thé can

Quan hé khach hang;

Tham vén cong déng;

Xac dinh va phd bién tiéu chuén dich vu:
Theo déi va lap bao cdo vé mic do dich vu.

Cac van dé co6 lién quan mat
thiet véi ke hoach nay

Ké hoach Quén ly Hoat dong: méi quan hé gii*a can bd cong ty/khach hang.
Ké hoach Quan ly Théng tin: dm bao duy tri co s& di liéu vé dich vu khach
hang.

Ké& hoach Quan Iy rdi ro: dw kién thwe hién chwong trinh quan ly rdi ro dé duy
tri cac dich vu tiéu chuan ap dung.

Ké Hoach Quan ly Hiéu qua Hoat déng: ket hop v&i cdng tac danh gia hiéu qua

hoat ddng va lap bao cao ctia Nha cung cap dich vy, gdm ca quan Iy hiéu qua
dich vu.

Cac van dé bén ngoai anh
hwéng dén méi trweng hoat
déng can dwoc xem xét

Mong doi ngay cang cao clia cong dong vé viéc tham khao y kién khach hang
va dap wng nhu cau khach hang.

Qua trinh thwong mai hoa doi héi sy quan tam, chd y nhiéu hon t6i khach
hang.

Tuéan tha cac tiéu chi chudn méilnghia vu lap bao céo va kiém tra, theo déi cac
tiéu chuén dich vu.

Cac quy dinh phap quy clia nganh nuwéc dugc dé xuét sé b&t budc cac nha

cung cap dich vu phai x&c dinh céc tiéu chuan dich vu v& quan hé khach hang
va hiéu qua hoat déng cta cong trinh.

Cac van dé can xem xét khi
tém tat tinh hinh hoat dong
hién tai

Hb so khach hang hién tai.

Céac loai ho so dé giai trinh (vi du, cac tiéu chuén dich vu dwoc xac dinh, théa
thuan da co, théa thuan van hanh, hop dong khach hang/bdo lanh).

Quy trinh, tha tuc tham khado y kién khach hang va dap (rng cac yéu cau cla
khach hang.

Viéc giam sat, st dung tiéu chi chuan va bao cao cac mirc do dich vu thuc té.
Bao céo vé diéu tra sw thoa man cla khach hang
Phan tich Diém manh-Diém yéu-Co hoi-Thach thirc déi véi cac hoat dong.
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Cac van dé chién Iwgc cla Cac yéu tb mang tinh chién lwgc lam co s& cla ké hoach bao gém:
ke hoach e muc dich cla tiéu chuan dich vu;
e muc tiéu cua tiéu chuan dich vu;
e céac chi sb chinh vé hiéu qua hoat dong dugc ap dung; va
e céac chién lvoc quan ly va chi tiéu vé hiéu qua hoat déng.

Céc chién lwoc quan ly dwoc thiét 1ap dwa trén cac van dé chién lwoc chinh va két
qua ctia phan tich SWOT, bao gdm ca viéc danh gia rii ro trong cong tac quan ly tiéu
chun dich vu.

Nhiéu nha cung cép dich vu c6 thé s& can dén cac chién lwvoc dé thwc hién cac
chwong trinh xac dinh tiéu chuan dich vu chinh thikc; quan ly quan hé khach hang va
hiéu qua hoat ddng ctia cdng trinh; diéu tra sw thoa man cla khach hang; dao tao
nhan vién; va/hoac phd bién théng tin vé dich vu.

Cac nha cung cAp dich vu 16n can cé cac chién lwoc dé thiét lap/thwc hién ké hoach
marketing khach hang va/hoéc diéu khodn khach hang, va’hosc thiét 1ap uy ban tw
van khach hang/tham van khach hang.

Cac chién lwgc nay phai dugc h trg béng hanh dong chi tiét thurc hién trong subt
mét giai doan 1én dén 3 nam.

Goi y cac phwong phap do Tac dong:
lwong higu qua o Til& khach hang thoa man véi dich vu.

e Tilé khach hang biét v& tiéu chuén dich vu.

e Tilé khach hang biét v& thoa thuan khach hang/cam két v&i khach hang.
e Tilé khach hang s dung cac thiét bj x& ly nwéc bd sung.

e Tilé khach hang str dung cac ngudn nuéc khac nhau.

Két qua:

e S ngay han ché dich vu khéng cé trong ké hoach.

e Murc d6 tuan thi cac tiéu chuan vé& nwéc (nwéc sach va thoat nwéc).
e Murc d6 tuan thi cac tiéu chudn vé phong chay chiva chay .

e Tilé cac don thw khiéu nai vé nwéc thai dwoc giai quyét theo thdi gian quy
dinh.

e Tilé ngirng dich vu theo ké& hoach trong vong 5 h.

e  Tilé ngirng dich vu ngoai dw kién trong vong 5 h.

e Thoi gian trung binh cta viéc ngirng dich vu ngoai dy kién.
e Thoigian trung binh cta viéc ngirng dich vu trong ké hoach
e Sblwong cac trwdng hop phan nan trén 1000 khach hang:
phan nan vé kha nang chi tra

phan nan vé& ngap céng

chét lwong nwéc (aesthetic, health)

phan nan vé ap luc nuéc

O O O O o

phan nan v& mui héi théi tir cdng ranh
e Sblwong cac cude dién thoai goi khan cap.
e Sélwong cac cudc goi dién thoai khan cép trong vong 30 giay.

e S lwong cac trwedng hop yéu ciu, thac mac dwoc gidi quyét trong vong 5,
10 ngay.

e Céc don thu khiéu nai dwoc giai quyét trong vong 5, 10 ngay.
e  Cac trwdng hop phan nan, khiéu nai dwoc gidi quyét trong vong 21 ngay.
e S&1an han ché/ngirng dich vu d4u néi vi ly do khéng thanh toan tién.

Tai liéu hé tro Diéu nay phu thudc vao Nha cung cép dich vy, nhwng tai liéu hd tro thwdng bao gdm
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cac tai liéu tiéu bidu sau:

tiéu chuén dich vu da dwoc xuét ban;

thoa thuan da co;

hop ddng van hanh;

hop ddng khach hang/bdo lanh khach hang;

bao céo vé diéu tra sw thod man cla khach hang;

bao cao vé cong tac kiém tra giam sat mirc d6 dich vu so véi tiéu chudn
dich vu.
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ANNEX A:

SUGGESTED CONTENT OF A SERVICE STANDARD PLAN

Plan features

Service Standards Plan content

Issues covered in plan

e  Community consultation.

e  Customer profiles.

e  Customer satisfaction surveys.

¢ Information dissemination.

e  Customer interaction.

e  Complaint/inquiry response.

e Infrastructure performance standards.
e  Customer charter/guarantee.

Purpose of plan

e To provide an overview of the SP’s current service standards and related support
practices.

e To outline the SP’s future objectives and initiatives in managing service standards.

Policies that may be
required

e  Customer interaction;
e  Community consultation;
e Definition and dissemination of service standards;

e Monitoring and reporting of service levels.

Related issues that are
intimately linked to this
plan

e Operations Management Plan: staff/customer interaction.
¢ Information Management Plan: ensures database on customer service.

o Risk Management Plan: risk management program is predicated on maintaining
adopted service standards.

¢ Performance Management Plan: integrates performance evaluation and reporting
across SP, including service performance.

External issues
contributing to the
current operating
environment that need to
be considered

e Increased community expectations on consultation and responsiveness.
e Commercialization requires greater customer focus.

e Meeting new benchmarking/reporting obligations implies defining and monitoring
service standards.

e  Proposed water industry legislation will oblige SPs to define service standards for
customer interaction and infrastructure performance.

Issues that need to be
considered in
summarizing the status
of current operations

e  Current customer profile.

e Extent of accountability documentation (e.g., defined service standards;
establishment agreement; operating agreement; customer charter/guarantee).

e Customer consultation and response protocols.

e Extent of monitoring, benchmarking and reporting actual service levels.
e Extent of customer satisfaction surveys.

e Broad SWOT analysis of relevant operations.

Strategic basis of the
plan

The strategic elements forming the basis of the plan should include:
e goal for service standards;
e objective(s) for service standards;
e adopted Key Performance Indicators (KPI); and
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¢ management strategies and performance targets.
The management strategies developed will be based on the identified key strategic
issues and SWOT findings, including risk assessment, in respect of managing service
standards.
Many SPs are likely to require strategies for implementing programs for formal definition
of service standards; monitoring customer interaction and infrastructure performance;
customer satisfaction surveys; contact staff training; and/or service information
dissemination.
Larger SPs may need strategies for producing/implementing a customer marketing plan
and/or customer charter, and/or for establishing a customer advisory/consultative
committee.
The strategies should be supported by detailed action covering a period of up to 3 years.
Suggested performance Outcome:
measures e Percentage of customers satisfied with services.
e Percentage of customers aware of service standards.
e Percentage of customers aware of customer charter/guarantee.
e Percentage of customers using auxiliary water treatment devices.
e Percentage of customers using alternative water sources.
Output:
e Number of days unplanned water restrictions applied.
e  Compliance with relevant water quality standards (drinking and irrigation).
e Compliance with firefighting standards.
e Percentage of irrigation water requests fulfilled within target time.
e Percentage of planned interruptions restored within 5 hours.
e Percentage of unplanned interruptions restored within 5 hours.
e Average duration of unplanned interruptions.
e  Average duration of planned interruptions.
e Number of customers complaints per 1000 customers:
o affordability
o flow complaints
o water quality (aesthetic, health)
o confirmed pressure complaints
0 sewerage odors.
e Emergency calls received.
e Emergency calls answered within 30 seconds.
e Account inquiries responded to within 5 days, 10 days.
e  Written complaints responded to within 5 days, 10 days.
e Complaints resolved within 21 days.
e Restrictions/disconnections for non-payment of bills.
Supporting This will depend on the SP, but typically would include:
documentation e published service standards;
e establishment agreement;
e operating agreement;
e customer charter/guarantee;
e customer satisfaction survey reports; and
e service level monitoring/benchmarking reports.
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