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Foreword
The 2023 – 2025 Strategic Plan 
has been developed through a 
consultative process of the stake-
holders and this in itself assures 
me that the Plan is all encompass-
ing and as a driving tool for the CU, 

the Plan will direct the CU into becoming a 
model of excellence in the provision of water 
supply and sanitation services in Zambia. 
This is not a matter of competition but we 
believe other CUs that are currently performing 
much better than Luapula Water Supply and 
Sanitation Company are hinting to us that it can 
be done

In realizing the national Vision 2030, the CU is 
expected to play a key role because its main 
mandate is to contribute to having a healthy 
citizenry through the provision of improved 
water supply and sanitation services not only in 
the urban areas but also, going by the extended 
mandate, in the rural areas of the Province. 
While the water supply and sanitation coverage 
in the five districts where the CU is operating are 
still low (51.8% water coverage and 36% sanita-
tion coverage), the CU is expected to bring on 
board at least three more districts in this plan-
ning period while improving on the current 
water supply and sanitation coverage.  This will 
only be achieved through effective planning and 
resource mobilization as well as monitoring and 
evaluation. Digital transformation and ICT 
integration will take centre stage in all the 
processes of the Utility during this period.

The Integrated Small Towns Water Supply and 
Sanitation Program (ISTWSSP) is a game 
changer for the CU and it cannot come at a 
better time than this. It is for this reason that we 
as a CU are grateful to the Government for this 
project.

The Integrated Small Towns Water Supply and 
Sanitation Program (ISTWSSP) is a game 
changer for the CU and it cannot come at a 
better time than this. It is for this reason that we 
as a CU are grateful to the Government for this 
project.

The 2023 – 2025 Strategic Plan, which is 
anchored on four pillars, sets the foundation for 
not only growing the business but also improve 
its image of the CU. The four pillars are:

i. A
ii. Attainment of ope r
iii. Impro r re
i .    Impro t re

As a consequence, the Vision and the Mission 
of the CU have been aligned to meet the aspira-
tions of our stakeholders, but more importantly, 
the staff and the Board or Directors of Luapula 
Water Supply and Sanitation Company Limited.

We are optimistic that the journey we are under-
taking will take us to realizing the goals that 
have been set out in this Strategic Plan in order 
to have a healthy society that is not susceptible 
water-borne diseases come 2030.

T

Mr Bristo Ntebeka 
Boar
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Executive Summary
The turnaround of Luapula Water Supply and 
Sanitation Company Limited (LpWSC) could 
not have come at a better time than now 
when the CU had been experiencing opera-
tional turbulences before and after the 
suspension of its operating licence by the 
Regulator, NWASCO and the subsequent 
placement under Statutory Management.
The Board of Directors considered it prudent 
to revise the 2019 – 2023 Strategic Plan 
despite it going up to 2023 for a number of 
reasons which include:

-

An intensive consultative process was undertaken to 
inform decisions of the Strategic Plan 2023 – 2025. 
Most significantly are the Performance Indicators, 
Past Financial Performance, review of the 2019 – 
2023 Strategic Plan, and the  SWOT analysis

A review of performance for 2021 is summarised 
here by three key analogues of good performance of 
water commercial utilities (CU), namely non-revenue 
water (NRW), operations and maintenance (O&M) 
cost coverage by collections, and profitability. The 
NRW continued to be highest in the sector at 74% 
having only marginally dropped from 77% in 2019. 
The O&M cost coverage deteriorated from 54% to 
43% over the same period while profitability could not 

be imagined anywhere near with losses (as a total 
expenditure) of 40% and 41% in 2019 and 2021, 
respectively. 

Due to the aforementioned reasons, it was deemed 
prudent to revise the Strategic Plan in order to align 
the CU towards the path of not only profitability but 
also improved service delivery and expansion to other 
districts where the CU is currently not providing the 
service. It is obvious that the number of customer 
connections have remained uneconomical all these 
years and the revised Strategic Plan focuses on 
increasing the customer base, reducing the non-reve-
nue water and development and implementation of a 
sanitation service delivery strategy among other key 
deliverables.
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INTRODUCTION

This Strategic Plan 2023 – 2025 draws from the review of the performance of LpWSC in the Strate-
gic Plan 2019 – 2023 and the intensive strength, weaknesses, opportunities, and threats (SWOT) 
analysis carried out during the process of development. The development of the 2023 – 2025 Strate-
gic Plan was participatory as it involved engagements with stakeholders which included politicians, 
local authorities, employees, the Provincial Water Affairs and a team from Water Operators Partner-
ship of Germany.

The 2023 – 2025 Strategic Plan is a tool that will be used by all stakeholders including cooperating 
partners to pull resources together towards attainment of the Vision 2030 of being a prosperous 
middle-income nation by having a healthy community through access to clean water and adequate 
sanitation services. The national vision cannot be realized if deliberate efforts are not made to plan 
to get towards the common desired goal at provincial level where the CU is mandated to provide the 
necessary services.

This Strategic Plan is not an ordinary document but one that will enable to CU to adequately plan its 
activities every year so that the strategic objectives are realized. A robust monitoring and evaluation 
mechanism shall be developed and implemented to ensure that the objectives of this plan are met.
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COMPANY PROFILE

2.1 About the Utility Company

Luapula Water Supply and Sanitation Company 
Limited (LpWSC) was incorporated in December 
2008 under the Companies Act Cap 388 of the Laws 
of Zambia as a limited liability company. The Compa-
ny was established to provide water supply and sani-
tation services to all the people in Luapula Province, 
which Province has twelve districts. Operations of 
the Company commenced in September 2009 and is 
currently operating in five districts, namely, Mansa, 
Samfya, Mwense, Kawambwa, and Nchelenge. 
Mansa district is the provincial capital of Luapula 
Province. 

The Company is yet to commence operations in the 
other seven districts of Mwansabombwe, Milenge, 
Chipili, Chembe, Lunga, Chifunabuli, and Chiengi. The 
shareholders of Company are the Local Authorities in 
the Province who in 2010 transferred assets and 
liabilities to the Company. 

The CU has the mandate to supply water and sanita-
tion services to the people in the Province. Its opera-
tional areas include the urban and the rural centres 
of the province which has a population of about 
1,101,439 with a growth rate of 2.6% (1,099,151 in 
2014 according to the Zambia Statistics Agency).
Luapula Province is endowed with water bodies 
which are the sources of the raw water. These 
include the Lake Bangweulu to the south, Lake 
Mweru to the north, the Luapula River, that traverses 
across the province, the Mansa River and a number 
of springs and swamps. The CU has an average daily 
production of 13,000m3 per day.

The province also has a number of third-party service 
providers that manage small pipe water supply 
schemes. The schemes complement the CU’s efforts 
by way of providing water to the communities in the 
rural areas of the province, reaching out not only to 
the communities, but also schools and health 
centres.  Operations of the third-party service provid-
ers are regulated by the CU in line with the guidelines 
of the Regulator.

2.2 Institutional Structure of the CU

Luapula Water Supply and Sanitation Com-
pany has eight non-executive Directors on 
the Board who provide oversight and policy 
guidance to the CU. The Board has four 
committees, namely, Finance, Technical, 
Human Resources and Administration as 
well as the Audit and Risk Committee.

The Managing Director is responsible for 
the day-to-day operations of the CU and is 
accountable to the Board of Directors. The 
CU has four departments and two major 
sections. The departments are Finance, 
Commercial, Engineering and Human 
Resources and Administration while the 
two major sections are Procurement and 
Audit Services.
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3. STAKEHOLDERS
LpWSC is a public service commercial utility 
(CU) and therefore has various stakeholders 
with equally varying profiles and roles. 

3.1. The Ministry of Water Development and 
Sanitation

The Government of the Republic of Zambia 
(GRZ) is the major stakeholder as well as being 
the major financier through the Ministry of 
Water Development and Sanitation (MWDS). 
The Ministry provides Policy guidelines and 
oversight mainly through the National Water 
Supply and Sanitation Policy (NWSSP) of 
2020.
The Government mobilises resources for the 
CUs in Zambia through the treasury and coop-
erating partners (CPs) so as to ensure the 
achievement of the Vision 2030 and Sustain-
able Development Goals of 100% access to 
clean water for all and 80% safely managed 
sanitation.  

3.2. National Water Supply and Sanitation 
Council 

The Regulator of the sector, National Water 
Supply and Sanitation Council (NWASCO) 
issues licenses to CUs and ensures compli-
ance to set standards and guidelines in the 
provision of water supply and sanitation (WSS) 
services in Zambia. NWASCO derives its man-
date by Law through the Water Supply and 
Sanitation Act No. 28 of 1997.

3.3. Water Resources Management Authority

The Water Resources Management Authority 
(WARMA) was established by the Water 
Resources Management Act No. 21 of 2011 to 
regulate usage, protect, conserve, and 
preserve water resources and the ecosystems. 
LpWSC subscribes annually to WARMA for 
abstraction of water resources in the different 
water bodies.

3.4. Zambia Environmental Management 
Agency

Established by the Environmental Manage-
ment Act No. 12 of 2011 to protect the environ-
ment, ZEMA provides oversight on LPWSC for 
the quality of wastewater discharged into the 
environment. 

Statutory Instrument No. 112 of 2013 sets 
limits and standards for 
environmental protection. The CU seeks 
approval for the disposal of any harmful waste 
from the Agency.

3.5. Water Commercial Utilities

There are eleven regional water supply and 
sanitation commercial utilities (CUs) in Zambia 
established under the same Act Cap 388 of the 
Laws of Zambia. The CUs provide essential 
benchmarking opportunities for LpWSC as 
well as a yardstick of performance.  

3.6. Customers

The people of Luapula Province both in urban 
and rural areas are the ultimate stakeholders. 
Their expectations from LpWSC include suffi-
cient, reliable, convenient, and safe water 
supply and sanitation services. By using the 
turnaround agenda, LpWSC intends to fulfil 
this requirement by improving efficiency, effec-
tiveness, viability, ability to access finance and 
sustainability in order to meet customers’ 
expectations. The customer base is cross-cut-
ting including institutions such as the Church-
es, Health centres, Schools and Colleges, 
Government institutions and other Business 
entities.

3.7. Interest Groups

As a public CU, LpWSC attracts interest groups 
including non-governmental organisations, 
civil society organizations, and other activists.  

3.8. Cooperating Partners 

A number of cooperating partners have stood 
with the CU in a number of areas that include 
provision of equipment, water treatment 
chemicals, capacity building initiatives, finan-
cial support among others. The notable coop-
erating partners include GIZ, UNICEF, GFA Con-
sulting and the Water Operators Partnership 
(comprising GIZ, Fernwasserversorgung 
Elbause-Ostharz GmbH (FEO), Stadtent-
waesserung Dresden (SED), and Zweckver-
band Wasser und Abwasser Vogtland (ZWAV).
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4. SITUATIONAL ANALYSIS

Ta e erforman e Indi ator A ain t e tor

YEAR Non-

Revenue

Water

Water Quality

(%

compliance

to number

of

samples)

Metering

Ratio

[%]

Water

Service

Coverage

[%[

Sanitation

Coverage

[%]

Hours of

Supply

Staff cost in

relation

to Billing

and

Collection

Collection

efficiency

[%]

O&M Cost

Coverage

by

Collection

[%]

2019 77 A 100 49.9 33.9 19 1.33 75.5 54

2020 74 D 100 50 36 20 1.15 92 58

2021 74 A 100 51.8 36 18.5 1.32 79.9 43

Benchmark 25 A 100 80 80 16/18 0.4 90 100

Sector

Average

53.5 81.5 87.1 68.6 17.7 0.52 90 92.3

An intensive consultative process was undertaken to inform decisions of the Strategic Plan 2023 – 
2025. Most significantly are the Performance Indicators, Past Financial Performance, review of the 
2019 – 2023 Strategic Plan, and the  SWOT constituted the analysis as presented in Tables 1 to Table 
4 respectively.

4.1. Review of the 2019 – 2023 Strategic Plan

The table below provides a snap-shot of the progress made towards the set Corporate Objectives for the 
period 2019 to 2023. It is obvious that a number of Objectives hinged on the ISTWSSP Projects whose 
completion delayed, hence derailing the Strategic Plan.  Other Objectives were off target and hence the 
need to review the Strategic Plan.

16



Ta e Re ie of the 9 – 3 trate i an

N: :o Corporate Objective Progress Made Against Set Strategies

1 Mitigate against the effects of

climate change

a. Plan to abstract water from Lake Bangweulu

to supply the Mansa WTP was not realized

b. Extension of the Abstraction point into Lake

Bangweulu for the Samfya WTP was

achieved under the ISTWSS Program

c. Consultancy to recommend alternative water

sources in Kawambwa was not realized

d. Extension of the abstraction point into Lake

Mweru for the Nchelenge WTP was not

realized.

2 Reduction of NRW from 76% to

25%

a. 46.5 km of the aged water distribution

network was replaced out of the planned 100

km

b. Installation of zone meters was in progress

and all the installed zone meters were yet to

be commissioned

c. 3,062 customer meters had been replaced

out of the planned 7,500 meters

3 Increase water coverage from

38% to 100%

a. No new planned water production facilities

had been constructed in other districts

b. 291.4 km of the network had been

constructed under network expansion out the

planned 150 km

c. An additional 9,088m3/day was realized from

the rehabilitation works at the Mansa WTP.

17



This was against a target of 1,000m3/day for

the whole province.

4 Increase safely managed

sanitation from 14% to 80%

a. 12.5 km of the sewers were rehabilitated in

Mansa out of the planned 200 km

b. No sewer network was constructed in the

other districts

c. No new sludge facilities were constructed for

the onsite sanitation

d. A vacuum tanker was procured

5 Increase operations and

maintenance cost coverage by

collections from 45% to 100%

A total of 5,020 customer meters had been

installed against a target of 15,000 meters

Refer to Appendix I for a detailed analysis of the review of the 2019 – 2023 Strategic Plan.

Table 3: Past Financial Performance

Income Statement [ZMW’000]
Year 2019 2020 2021
Customers 8,296 8,564 9,272
Revenues from operating
activities 8,595.52 8,149.57 8,754.44

Other Income – Grants 1,349.69 6,454.40 6,969.01
Total Revenues 9,945.21 14,603.97 15,723.45
Collections 7,236.00 8,030.00 7,619.00
O & M Costs 16,256.01 15,376.29 18,705.40
Profit/Loss -6,311.80 -772.32 -2,981.95
O&M Coverage by Revenue [%] 61% 95% 84%

O&M Coverage by Collections [%] 45% 52% 41%

Profitability Margin -39% -5% -16%

4.2.Past Financial Performance

18



Operations and Maintenance Cost Analysis for 2021 Financial Period

Cost Amount [ZMW’000] Percentage

Energy Cost 3,040.00 18.6

Chemicals Cost 644.00 3.9

Personnel Costs 10034.00 61.4

Other Costs 2,136.00 13.1

Total Amount 16,335.00 100%

The Personnel costs make up 61% of the total O& M costs. The major challenges the CU is facing 
arise from the fact that it has a low customer base resulting in low revenue. There are a number of 
vacancies right now and some positions are not in the Organogram because of the low revenues 
being realized. 

Graph No. 3: Distribution of Costs for 2021

19



4.3. SWOT Analysis

A consultative Strengths, Weaknesses, Opportunities, and Threats analysis was undertaken 
during which employees, selected customers, the Board of Directors and other stakeholders 
were engaged for contributions without restrictions.
Below is the SWOT analysis of the CU.

Table 5: Internal Factors of the SWOT Analysis

INTERNAL FACTORS 

 STRENGTHS WEAKNESSES 

i. Skilled labour

ii. Business Monopoly

iii. Newly constructed infrastructure

iv. Availability of institutional data

v. Available feasibility studies for the un-serviced

districts

vi. Strategic oversight of the Board of Directors

vii. High metering ratio

viii. Available ICT infrastructure

ix. Availability of in-house knowledge exchange

i. High Non-Revenue Water

ii. Low revenue base

iii. Low employee productivity

iv. Under-utilized ICT infrastructure (including the

Billing System)

v. Lack of maintenance tools and equipment

vi. Poor maintenance systems

vii. Inadequate staff

viii. Inability to supply water for 24 hours in some

districts

ix. Low water supply coverage

x. Low sanitation coverage

Mechanical Worksho & Laboratory
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Table 6: External Factors of the SWOT Analysis

EXTERNAL FACTORS 

OPPORTUNITIES THREATS 

i. Abundant water bodies

ii. Government will

iii. Availability of CDF for possible utilization

iv. Benchmarking within the Sector

v. Expansion to the other 7 districts

vi. Availability of alternative sources of energy

vii. Support from cooperating partners

viii. Possibilities of offering External laboratory services

i. Unstable power supply (voltage fluctuations)

ii. Load shedding

iii. Climate change variability

iv. Lack of enforcement of byelaws for the shallow

wells

v. Alternative sources of water

vi. Low economic activities in the Province

vii. Encroachments around water sources and

recharge zones

viii. Vandalism and encroachments of infrastructure

ix. Non-cost reflective tariffs

Mansa District Office
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The situational analysis proved that despite repeated capital interventions, LpWSC continued to 
have consecutive poor performance over the years of the 2019 – 2022 Strategic Plan as well as 

-
tives focusing on cultural and business transformation.
The Strategic Objectives are hinged on four Pillars, namely:

5.1. Corporate Objectives

Using the Perspectives of the Balanced Scorecard, the SWOT and the guiding Pillars, the following 
Corporate Objectives were developed for the period 2023 to 2025:

5. THE 2023 – 2025 STRATEGY

Objective No. 1: To improve Pro tability from -23% to -13% by 2025 

Objective No. 2: To improve customer satisfaction (Satisfaction Index: 49% to 95% by 2025) 

Objective No. 3: To improve Staff Productivity

To  enhance Business Processes: 10 systems and 45 procedures 
and SOPs developed

: 8 Staff per 1,000 connections 

Objective No. 4: 

Objective No. 5: To reduce Non-Revenue Water from 74% to 55% by 2025 

23



5.4. Core Organizational Values

As a Utility Company, we are committed to our 
responsibilities to serve our customer and 
having a passion for creative collaborative 
solutions. We are more than ready to take on 
big challenges and seeing them through to 
ensure we have a health community that is 
and will continue to be delighted with our 
services.
We hold ourselves accountable to our 
customers, communities, stakeholders and 
employees by honoring our commitments, 
providing results and striving for the highest 
quality.
The goal of this effort is not simply to state 
our organizational values, but to develop a 
shared culture where values drive our actions 
– towards our fellow employees, our custom-
er and our community.

Core Organizational Values

Innovation The CU recognizes the fact that innovation is key to building a

successful organization. The CU provides its employees the

latitude and the resources needed to implement innovative ideas

and appreciating the workers’ creativity. The Board and

management shall always value employees’ ideas, being key to

creating a culture of innovation.

Innovation can take place in any operational area of the CU and

24

5.2. Vision

The Vision statement represents the aspira-
tions of Luapula Water Supply and Sanitation 
Company Limited as follows:

“To be a model of excellence in the provision of 
water supply and sanitation services in 
Zambia”.

5.3. Mission

Luapula Water Supply and Sanitation Compa-
ny Limited has established the following 
mission statement to guide decision making 
on behalf of the customers and communities 
we serve:

“To provide adequate and reliable water 
supply and sanitation services to the people 
in Luapula Province in a sustainable manner”.



Not Necessarily in R&D.

Integrity Integrity is not only beneficial to the operations of the CU, but it

is also crucial for employees at all levels. Having a high degree

of integrity at workplace means that one is:

Trustworthy and reliable

Practises and encourages open and honest

communication

Is responsible for their actions

The CU encourages the culture of high integrity in its day-to-day

operations.

Professionalism Employees of Luapula Water are encouraged to demonstrate

high levels of professionalism whether at work or outside their

work environment as they are ambassadors of the CU.

Professionalism shall take centre-stage in the dealings of the CU,

displaying the types of behaviour and traits that command the

respect of colleagues and customers, taking work seriously, and

being reliable, ethical, competent and mindful of others in the

process.

Teamwork The CU realizes that high productivity will be attained where

there is teamwork. Healthy teams mean engaged employee and

a vibrant workforce culture. This brings about an interactive

environment which helps work to be done efficiently.

When an individual is seen as a contributing member of a team,

they feel appreciated, deriving intangible benefits such as self-

worth, happiness and contentment.

Hence, the CU shall continue to develop and implement

programs that encourage teamwork.
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CHAPTER
SIX

Implementation 
Strategy 



6.1 Investment Plan

The mobilisation of capital in its various forms 
will underpin the successful implementation 
of the Strategic Plan 2023 – 2025. The projec-
tions presented the Table below will be 
reviewed annually through the Business Plan 
for timely response to changed circumstanc-
es. 

6.3 Monitoring and Evaluation

Monitoring and evaluation are considered 
critical for the success of this Strategic Plan. 
Failure to effectively monitor and evaluate the 
Strategic Plan will result in the CU not coming 
out of the current financial woes.

6.2 Human Capital

As a CU that is currently covering only five 
districts out the existing twelve districts, it is 
obvious that as service provision continues to 
expand, manpower requirements will have to 
be reviewed every year when developing the 
Business Plans. With the current staffing 
levels at 85, further recruitments are being 
impeded by the low revenues despite having 
key vacant positions and some staff working 
for longer hours.

Table 10: Strategic Capital Investments

Corporate Objective Investment [ZMW’000]

2023 2024 2025 Total

Objective 1: To Improve Profitability 3,626,400 4,967,600 4,961,600 13,555,600

Objective 2: To Improve Customer
Relations Index 261,000 360,000 264,000 885,000

Objective 3: To Improve Staff
Productivity 775,000 765,000 755,000 2,295,000

Objective 4: To Enhance Business
Processes 135,000 45,000 45,000 225,000

Objective 5: To Reduce NRW 1,483,860 1,555,000 1,720,000 4,7588,860

TOTAL 6,281,260 7,692,600 7,745,600 21,719,460

The tota d et for the 3 – trate i an i ZM 9 .

In order to normalize staffing levels, there will 
be need to grow the business exponentially 
on the one side, while managing staff 
efficiencies.
To further improve on staff productivity, the 
CU shall utilize the Performance Manage-
ment System. This will require continuous 
training and review of all the members of 
staff. A Recognition and Reward Policy will 
be developed and implemented in the first 
quarter of 2023. 

While the Strategic Plan will be the “direction-
al” beacon of progress, the Business Plans 
will be the “steering” traction, allowing for the 
inevitable flexibility. The 2023 Business Plan 
will be the first such document at LpWSC. 
As a consequence, a strong M&E team will 
be constituted during this 3-year planning 
period. The team will be carrying out quarter-
ly, bi-annual and annual reviews and not only 
monitor performance reviews but also make 
recommendations that will help realize the 
goals of the Strategic Plan.
These reports will constitute part of the 
Board Packs. 
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CHAPTER
SEVEN

          Risk  
Management  



Table 11: Risk Assessment

Corporate Objective Risk Critical Factors for Success

Objective 1:

To Improve

Profitability

a. Increased operational

costs

b. Climate Change variability

c. Unreliable power supply

d. Non-approval of tariff

increase

e. Non approval by

Government to convert

loan to grant.

a. Reduced operational cost

b. Implement strategies to mitigate impact

c. Explore other sources where possible

d. Continuous engagement with the

Regulator

e. Propose longer repayment period

Objective 2:

To Improve Customer

Satisfaction Index

a. Uninformed customers

b. Resistance to change by

employees

c. Supplying water of poor

quality

a. Put in place strategies for improved

engagement with customers and other

stakeholders

b. Develop initiatives for change

management

c. Improved management of water

treatment processes

Objective 3:

To Improve Staff

Productivity

a. Resistance to change

b. Limitation of revenue to fill

in vacancies

c. Low morale

a. Initiate capacity building activities

b. Apply/lobby for budget support to cover

the deficit

c. Lobby for financial support to pay off

arrears

d. Put in incentives for motivation

Objective 4:

Enhanced Business

Processes

a. Lack of financial resources

b. Failures related to the

Billing system

c. Hacking of the systems

a. Lobbying for resources from

cooperating partners

b. Develop systems to improve reliability

c. Enhance security of the systems

Objective 5:

Reduce NRW from

a. Vandalism

b. Water theft

a. Improved engagements

b. Improved engagements and/or

Risks are undesirable and threaten the very good intensions of planning. While the future may typically be 
unknown, the planning process anticipated some risks while the flexibility to adapt to any unforeseen 
adversities.
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