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How is to evaluate outcome-based performance in the public water company

Improvement of human quality life should be the priority of public policy and management in setting organizational goal and performance. However, a gap between policy and its implementation is often inevitable. In governance relationship between policy maker (‘principal’) and its implementer (‘agent’), setting performance is vital. It is a tool to evaluate how far the agent has achieved mandatory goals. This study evaluate how effective is a public water company called the Bromo water Supply Company (BWSE) in Indonesia to conduct the policy mandates from the local government. Goal of water service delivery is to deliver drinking water service to the society in order to improve community welfare in social, economics and health aspects. This case study finds that the BWSE can not fully perform goal mandates given to them for reasons.

Firstly, the performance target of the BWSE is concentrated to gain profit, because value of share profit for the local government as the owner has been increased every year. Unfortunately, subsidy for poor households has been cut off. So, there are unbalanced performance targets among policy goals from the local government. Secondly, cases of diseases related water are found high in low coverage area of water supply customers rather than in the high coverage level area. Households without access to water pipe connections are mostly in the poor area. Most of them use contaminated water from wells and danger their health. As well, less water consumption in the poor households is inappropriate for human health. Thirdly, less water pressure and continuity, less accessibility and capacity towards water source alternatives and storages in poor areas and packed housings change customer’s attitude towards water takings. Some customers hardly take water in the late night when water pressure is relatively high. Unfortunately, new investments of the BWSE are entirely allocated for increasing new customers. Rather, it is used to improve performance of water service delivery in the poor areas. Finally, combination aspects of high tariff for industry and business customers; weak underground water arrangements; and low capacity to serve new connections make water users to build their own bored wells. Economically, this is loss of potential profit for the BWSE. Moreover, uncontrolled uses of underground water plus inefficiency attitudes towards water consumption in most rich households are costly for underground water reservation which is also environmentally disadvantage for water resource preservation.

The findings above support concepts such a ‘triple bottom line’ from Elkinton (1997) that needs to balance among economics, social and environmental goals. This study also acknowledges needs to accommodate performance information from internal (financial, human resource, organizational operation) and outside sources (external stakeholders) such a balanced scorecard concept (Kaplan & Norton, 1992-2003).  As well, outcome based performance should get a priority (Hatry 1999, Osborne & Plastrik 2000), if enhancement of human quality life is the core agenda in policy making. Outcome measurement is an appropriate alternative to evaluate how accountable is the governance arrangement to the public. A framework called ‘AWASS’ is developed for the purpose of his study (See diagram below). 
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