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SEEing iS BEliEving 

A group of engineers is observing the installation of a water 
meter in Khulna, Bangladesh. They work for Khulna Water 
and Sewerage Authority, known as Khulna WASA, the 
city’s new water utility. They are joined by two engineers 
from Maynilad, a privately owned water operator in Manila, 
Philippines. The local utility is installing the first household 
meters as part of a pilot project to check for water losses, 
known as nonrevenue water (nRW).

The exercise is part of a knowledge sharing initiative called 
Water Operators Partnerships in Asia and the Pacific, 
established by the Asian Development Bank (ADB) in 
2007. The program twins an experienced mentor utility—in 
this case Maynilad—with a recipient utility, here Khulna 
WASA. Maynilad is providing on-site training to improve 
the performance of Khulna WASA. 

Many water utilities in the region like Khulna WASA need 
help so they can deliver better services and build their 
capacity to operate efficiently on a sustainable basis. 
learning from the experience and best practice of a 
successful utility can be a crucial element in this process. 

ThE ChAllEngE Of ExPAnSiOn 
Khulna WASA is a small utility established in 2008. it currently 
provides an intermittent, low-pressure water supply from tube 
wells to 18,000 unmetered connections. But that is all about to 
change. A series of major infrastructure projects is underway 
to expand water supply and distribution networks, funded by 
the government with support from the government of Japan 
and ADB. The expansion will enable Khulna WASA to provide 
continuous, metered water services to all of the city’s 1.5 
million residents by 2015. 

According to project officer Elma Morsheda who oversees 
ADB’s $75 million loan for the expansion, the big question 
is whether Khulna WASA will have the capacity to 
efficiently manage the much larger piped water network 
and customer base: 

“This will be a big challenge for this new utility. The 
twinning program is very important to develop the 
capacity of Khulna WASA. Seeing is believing. When 
they see how Maynilad has dealt with water losses in 
their system, it really penetrates the mind and leads 
to a deeper understanding.”

Khulna WASA installing the first customer water meters



fROM ThEORY TO PRACTiCE
now the engineers are applying this knowledge to their 
own operations. The work plan called for Khulna WASA 
to establish a pilot DMA, installing meters and pressure 
gauges in the pilot area. how well did they perform in this 
task? Sherwin Mendoza, head of central nRW Operations 
at Maynilad, declared that Khulna WASA passed the first 
test, establishing their pilot DMA. 

The next challenge for Khulna WASA is to install meters 
for all current customers. Without metered connections, 
nRW cannot be measured or managed. This is not only a 
technical matter but also involves convincing customers 
to accept a water bill based on actual consumption. 
Customers are currently billed on a flat rate based on the 
size of the service connection pipe.

Khulna WASA’s managing director, MD Abdullah, says that 
their twinning partnership with Maynilad is a very effective 
way to build the capacity of the utility: 

“We are actually receiving services from consultants 
in various areas in our ongoing development 
projects, but the twinning program with Maynilad is 
something different. Their engineers are much more 

lEARning fROM ThE MEnTOR
This is the second visit by Maynilad to Khulna under 
the twinning program that will run for a year. Cherry 
Marilla is head of planning for Maynilad’s nRW team, 
which succeeded in reducing water losses from 67% to 
36% since 2007. Along with fellow engineer Sherwin 
Mendoza, Cherry conducted workshops with Khulna 
WASA on the theory and practice of nRW management, 
based on Maynilad’s experience. According to Cherry, 
the Khulna WASA engineers are very eager to learn:

“They ask valuable questions and really participate 
in the discussion. I think the Khulna WASA 
engineers will develop in the future and they 
will apply whatever they have learned to NRW 
management.”
 
As part of the twinning program, a group of senior Khulna 
WASA staff learned about the Maynilad nRW program 
during a trip to Manila. They saw how Maynilad established 
district metered areas (DMAs) to measure nRW, 
including leak detection techniques and good practices on 
meter installation. 

Discussion during workshop on nonrevenue water



experienced in the operational areas because they 
have already improved NRW in their organization. 
It’s a proven experience which is very valuable.”

MUTUAl ExChAngE
Knowledge sharing is not just a one-way process from 
mentor to recipient. The mentors are also learning from the 
experience, says Cherry:

“Personally it’s a great experience for me. I had to 
think outside of the box because the situation of 
Khulna WASA is different. If we insist on our own 
processes, definitely it will not work.” 

Employee satisfaction and development are the key 
reasons for Maynilad management’s decision to become 
a mentor in the twinning program, according to Rodora 
gamboa, head of the Maynilad Water Academy:

“Our employees get motivated. They get excited. 
They get trained. We develop them and capacitate 
them. And for Maynilad, this is one way of sharing 
our best practice, our corporate social responsibility.”

Soon, Maynilad engineers will return to Bangladesh to 
continue training Khulna WASA. The two utilities plan 
to keep in close touch after the formal twinning program 
ends. facing the challenge of a major expansion of their 
water supply system, Khulna WASA wants to continue to 
benefit from their mentor’s experience.

Khulna WASA staff field visit to Manila to learn how Maynilad manages nRW

ADB’S ROlE AS fACiliTATOR
ADB established its program, Water Operators 
Partnerships in Asia and the Pacific, to share knowledge 
and build the capacity of water utilities. The approach 
is to bring together an experienced, efficient water 
utility (the mentor) and a utility needing help to deliver 
better services (the recipient). The goal is to enable 
the recipient to improve services, financial stability, and 
other critical aspects of its operational performance by 
adopting best practices of the mentor. 

Both utilities in a partnership freely invest executive 
and staff time in an agreed work plan. ADB provides 
the out-of-pocket costs associated with the 
exchange—the travel and accommodation costs for 
face-to-face meetings and field visits. 

ADB’s facilitators can give advice on work program 
feasibility and moderate expectations, and encourage 
the partners to develop ways of working together best 
suited to the circumstances. Since 2007, ADB has 
facilitated over 40 water utility partnerships.

COnTACT 

For more information please contact: 
waterworks@adb.org
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