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Metropolitan Waterworks Authority (MWA)
implemented the Second MWA Management
Strategy No. 2 (2008-2011) during the fiscal
year 2008, in continuation from the First MWA
Management Strategy (2005-2007), with the
main emphasis placed on boosting clients’
impression of our quality and services, the
development of a learning organization and the
utilization of the economic value management
(EVM), economic profit (EP) and balanced scorecard
(BSC) principles in our administrative operations.
The Second MWA Management Strategy
comprises four main aspects: 1) Financial,
2) Customer and Marketing, 3) Internal Process and
4) Organizational Development and Learning
development. These have tremendously helped
increase our management efficiency and clarify
our operating plans, thus enabling us to win the
Best Pratice on Corporate Governance Award
Contest in 2008 from Ministry of Finance.

As for the MWA’s performance during the
fiscal year 2008, we achieved our operating
results targets in line with the annual operating
and strategic plans. We also satisfactorily met
the government sector’'s policies and provided
numerous social assistances all year round. In

brief, our achievements during the year were:
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Financial Aspect

MWA analyzes the prevailing situation and
financial operating results constantly every month
in order to follow up on our own performances and
monitor the rapidly changing trends of both internal
and external factors having impacts on our operations.
Consequently, we achieved all operating results
targets during the fiscal year 2008 with a total
income of 16,807.5 million baht, expenditure of
12,276.2 million baht and net profit of 4,531.3
million baht, equivalent to a 9.43% decline from
the preceding year. To boost our operating
efficiency, we have included the Economic Value
Management (EVM) principle as a significant part
of our annual operating and budget plans, along
with quarterly Economic Profit (EP) analysis and
seamless linking of financial and operational Key
Value Drivers with the balanced scorecard (BSC)
principle.

Customers and Marketing Aspect

As at the end of the fiscal year 2008, the
number of customers totaled 1,859,573, up from
the previous year’s figure by 55,249, equal to
3.06% of the total, with average monthly water
consumption of 56.04 cubic meters per user which
in turn created total water charges of 14,835.2
million baht, up from the previous year's number
by 2.38% and resulting in the average effective
rate of 12.03 baht per cubic meter.

As regards the provision of services, each
MWA officer currently responses 455 customers,
a continuously expanding proportion. Therefore,
we have developed our work systems by increasing
the utilization of information technology and
streamlining service provision procedures to do
away with unnecessary repetitions. Such actions
have enabled us to shrink the time required for
the new tap water connection to only 1.94 days
each. We also now have a centralized Customer
Information system which all MWA branches can
access and retrieve vital information for their ongoing
operations, a new Internet-based system to accept
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tap water pipe installation requests, a system to
dispatch invoices to groups of single users under
the Special Collection Division via e-mail and
more convenient payment channels through bank
counters.

Furthermore, we have improved our services
through our Star Service Award Project which is
aimed at inspiring and motivating service-related
personnel to bring about good impressions to all
our customers and Best Care Service Project
under which teams from all MWA branches are
dispatched to meet customers and create good
relations and exchange of opinions on our services.
Subsequently, to produce satisfaction among
users in relation to repairs of broken pipes, the
Caring Zone Project has been initiated to survey
the public’s opinions towards this area of
operations, from which the acquired results will
be used to further improve our overall operations.

Internal Process Aspect

A total of 1,765.7 million cubic meters or
4.84 million cubic meters per day was distributed
through our pipe network to serviced areas
currently spanning 2,250 square kilometers. In
terms of serviced population, about 32% of the
population under our responsibility are covered.
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Throughout the water production process,
every step is subjected to stringent quality
inspections resulting in absolutely clean water
with the highest quality up to the 2006 drinking
water standards set by the World Health Organi-
zation (WHO). Additionally, to provide customers
with even more confidence in the quality of our
tap water, 20 automatic remote water quality
measuring devices have been installed at MWA
branch offices and pumping stations, which
record vital information into the adjacent data
loggers. These are in turn linked into the Internet
system enabling the general public to access all
available data in real time through the MWA
website at www.mwa.co.th. At the same time,
water pressures in all water pipelines have been
increased appropriately to accommodate the
fluctuating demands during various high and low
periods, aiming to cause all water pressures to
average out at 6.566 meters, which is higher
than in the preceding year.

At present, we manage water leakage
effectively with the District Metering area (DMA)
system covering all serviced areas and linked
through an efficient commmunication network with
the control rooms at all branch offices in both
the real-time and daily data input modes. This
enable us to receive vital information from all
serviced areas rapidly, which in turn alerts us in
good time of problems in the water distribution
systems in areas under our responsibility, culminating
in timely and correct remedies. Meanwhile, all
operations related to water leakage management,
such as call center, pipe repair, leakage surveys,
pipeline improvements, etc., are carried out integra-
tively within the Water Leakage Management
Application (WLMA) system, which has been
developed for use by MWA for the first waterworks
in the world, whereby all information and data
related to water loss management are
appropriately collected and utilized in support of
the policy-level and operation-level work plans to
all aspects of water leakage management. Such
a significant effort has enabled us to reduce the
water loss total to 0.5% during the past fiscal
year, a tremendous decrease from 29.17% in the
previous year.
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The 2005 Marketing and Service Strategic
Plan required MWA to work out a new image
creation plan to modernize our organization with
sincere and rapid services, as well as full satisfaction
and good impressions for every customer. We began
a study under this plan in April 2006 and the
outcome was that MWA was the public utility
well-known and well-liked by 31% of the
population, with the image of an old person, kind,
sincere, helpful, simple, slow, averse to change, but
reliable and efficient.

Therefore, MWA executives jointly decided in
July 2006 on the following brand vision, personality
and positioning, designed to lead to new image
creating strategies:

Brand Vision
MWA is determined to help improve the
people’s quality of life.

Brand Personality comprises the follow:

1. Professional (honest, frank, leadership)

2. Practive (far-sighted, active, brisk)

3. Innovative (creative, thinking/source of

knowledge)

4. caring (friendly, helpful, approachable, service

mind)

5. Modern (smart, good-looking)

B. Trustworthy (reliable)

Subsequently, MWA publicized and launched
our new image project during the 41 anniversary
ceremony on August 15, 2008, and instructed all
work units to adhere to the relevant principles
and guidelines on using the new corporate image.
All related information has also been broaden
into both the Internet and MWA's Intranet to
interested parties including the general public

and MWA’s own personnel.
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Organizational Development and Learning Aspect

All work units within the organization were
encouraged to improve and streamline their work
processes, leading to operating time reduction and
cost savings. Innovations, studies and development
of tools, equipment and operating procedures
beneficial to the organization were also promoted.

As for sustained progress for the organization
in the future, a valuable organizational culture of
learning, exchange of ideas, operating methods
and work experiences, has been created with
increasingly more relevant information and data
stored on the central knowledge base for future
references and utilization.

To ready the organization for continuous
business operations, a risk management plan has
been worked out and practice sessions were
held, including the utilization of the Customer
Information System (CIS) of the stand-alone type
in the case where our network or server breaks
down, thus minimizing distribution down time,
remedial actions in the case of Khlong Prapa being
contaminated with toxic substances, the chlorine-
adding system being damaged, etc. The outcome
is that all responsible personnel fully realize the
importance of these actions and are prepared at
all times for such contingencies.

Throughout the year, MWA has been receiving
tremendous support and cooperation from Ministry of
Interior, Ministry of Finance, Bangkok Metropolitan
Administration, and various government and
private-sector entities. Combining these with our
personnel’s determination towards their specific
lines of work, our operations during the fiscal year
2008 brought about highly satisfactory results with
increased satisfaction and better impressions for
all customers in line with our vision of “to be a
leading organization in providing quality water
supply services to meet the needs of the society.”
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