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21 Indicator Staff productivity Index – Wastewater service

wastewater service. 

Formula

Importance of the 
Indicator

• 
the wastewater service as the shortage of the staff can cause 

service.

• 
working on the wastewater service exceeds the norms 

the service in other areas.
Benchmark NA
Related Indicators NA
Procedures to 
improve the Indicator service and exclude redundant employees.
Source of data The Records of the Human Resource Department.

Procedures to 
improve the accuracy 
of the data

The existence of a department for human resources.

Separate the tasks of the employees working on wastewater 
service from other tasks.
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Other Indicators
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20 Indicator Net Surplus Per m3 of Generated WW

Formula

Importance of the 
Indicator meter of generated wastewater.
Scale measurement NA

Procedure to improve 
the Indicator

Work on cost reduction methodologies.

Work on revenues increase methodologies.

Tariff review.

Source of data
Accounting & Financial Systems.

The Records of the Technical Department.

Procedures to 
improve the accuracy 
of data

separate cost center, or segment.

Accurate recording of relative costs & revenues.
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19 Indicator WW Treatment Cost Per m3 of Treated Wastewater

Formula

Importance of the 
Indicator wastewater.
Scale measurement Start from 0.0 NIS/m3

Procedure to  

improve the I! #iat&r 
• Work on cost reduction methodologies.

• Monthly monitoring of cost structure.

Source of data
• Accounting & Financial Systems.

• The records of the Technical Department.

Procedures to 
improve the 
accuracy of data

• 
separate cost center, or segment.

• Separation of wastewater treatment costs from total costs of 
wastewater, for those SPs which provide treatment service.



28 WASTEWATER PERFORMANCE MONITORING INDICATORS INDEX

18 Indicator

from customers.

Formula

Importance of the 
Indicator

• 
• Provides accurate predictions for upcoming periods’ 

Scale measurement Start from 0.00%

Procedure to 
improve the 
Indicator

• 
• Impose penalties for late payments.
• Provide incentives to encourage customers to pay.
• Fee collectors’ incentives program.
• National incentives program for SPs.
• Awareness programs.
• 
• Privatization of fee collection.

Source of data

Procedures to 
improve the 
accuracy of data

• 
separate cost center, or segment. 

• 
• Regularly update the records of wastewater customers.
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17 Indicator Return on Net Fixed Assets

income.
Formula
Importance of the 
Indicator income for wastewater service.
Scale 
measurement Start from 0.00%
Procedure to 
improve the 
Indicator
Source of data Accounting & Financial Systems.

Procedures to 
improve the 
accuracy of data

• 
separate cost center, or segment.

• Assets re-evaluation.
• Calculate and record the annual depreciation expense of 

wastewater assets.
• 
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16 Indicator Operating Cost Coverage Ratio
The ratio of total wastewater revenues over wastewater 
operating costs (without depreciation) during the assessment 
period.

Formula

Importance of the 
Indicator

Scale measurement
Start from 0.00%

Procedure to 
improve the 
Indicator

• Work on cost reduction methodologies.

• Work on revenue enhancement methodologies.

• Continuous maintenance.

• Tariff review.
Source of data Accounting & Financial Systems.
Procedures to 
improve the 
accuracy of data separate cost center, or segment.



11
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14 Indicator Wastewater Treatment Cost
The ratio of wastewater treatment cost to the total cost 
of wastewater services (without depreciation) during the 
assessment period.

Formula

Importance of the 
Indicator

• 
the materiality of each cost item.

• 
provide treatment service.

Scale 
measurement 0.00% to 100%

Procedure to 
improve the 
Indicator

• Monthly monitoring of the cost structure.

• Review of energy cost.

• Operational inspection of treatment facilities. 

• 

•  Promote wastewater-reuse.
Source of data Accounting & Financial Systems.

Procedures to 
improve the 
accuracy of data

• 
separate cost center, or segment.

• Separation of wastewater treatment costs from total costs of 
wastewater, for those SPs which provide treatment service.
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13 Indicator Personnel Cost
The ratio of personnel cost to the total cost of wastewater 
services (without depreciation) during the assessment period.

Formula

Importance of the 
Indicator the materiality of each cost item.
Scale 
measurement 0.00% to 100%

Procedure to 
improve the 
Indicator

• Monthly monitoring of the cost structure.

• Review of employment policies.

• 
Source of data Accounting & Financial Systems.
Procedures to 
improve the 
accuracy of data separate cost center, or segment.
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12 Indicator Administrative Costs
The ratio of administrative cost to the total cost of wastewater 
services (without depreciation) during the assessment period.

Formula

Importance of 
the Indicator

• 
materiality of each cost item.

• 
Scale 
measurement 0.00% to 100%

Procedure to 
improve the 
Indicator

• Monthly monitoring of the cost structure.

• Review of employment policies.

• 
Source of data Accounting & Financial Systems.

Procedures to 
improve the 
accuracy of data

• 
separate cost center, or segment.

• Fully understanding of costs allocation into operational & 
administrative costs.
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11 Indicator Energy Cost
The ratio of the wastewater energy cost to the total costs of 
wastewater (without depreciation) during the assessment 
period.

Formula

Importance of the 
Indicator and materiality of each cost item for accurate tariff calculation.
Scale measurement 0.00% to 100%

Procedure to 
improve the 
Indicator

• Monthly monitoring of the cost structure.

• Replacement of diesel driven machinery to solar, or 
electrical.

• Energy audit.
Source of data Accounting & Financial Systems.
Procedures to 
improve the 
accuracy of data separate cost center, or segment.
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10 Indicator Service Revenue (WW Billing Revenue)
The ratio of wastewater fees invoiced periodically to customers 

assessment period

Formula (Method 
of Calculation)

Importance of the 
Indicator

for various types of customers (domestic, commercial, 
industrial, touristic, etc.) to the total amount of wastewater 
revenue.

Scale 
measurement 0.00% to 100%

Procedure to 
improve the 
Indicator

• Apply a wastewater tariff for those SPs who don’t have one 
yet.

• 
calculated in compliance with the cost recovery concept.

• Awareness campaigns.
Source of data

Procedures to 
improve the 
accuracy of data

• 
separate cost center, or segment.

• 

• Regularly update the records of wastewater customers.
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15 Indicator Total Cost Coverage Ratio
The ratio of total wastewater revenues over total wastewater 
costs (without depreciation) during the assessment period.

Formula

Importance of the 
Indicator
Scale measurement Start from 0.00%

Procedure to 
improve the 
Indicator

• Work on cost reduction methodologies.

• Work on revenue enhancement methodologies.

• Tariff review.
Source of data Accounting & Financial Systems.
Procedures to 
improve the 
accuracy of data separate cost center, or segment.
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9 Indicator Compliance of the treated wastewater with irrigation standards
The compliance of the treated wastewater with the Palestinian 
standards regarding the use of treated wastewater for irrigation.

Formula

Importance of 
the Indicator

• 

purposes.

• 
schemes.

• Minimize complaints.

Benchmark

Related 
Indicators

Procedures to 
improve the 
Indicator

• Enhance the treatment process.

• 

• Gives farther environmental measures and assurances.
Source of data WWTP’s daily records.

Procedures to 
improve the 
accuracy of the 
data

• Documentation of all the tests performed on the treated 

• Ensure that all tests are carried out within authorized 

18
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8 Indicator 

COD, and TSS from the wastewater.

Formula × 

Importance of the 
Indicator

• 

assure the protection of the environment.

• Encourage reuse potentials.

• 

Benchmark

 

 

 

 

 

 
Related 
Indicators

Procedures to 
improve the 
Indicator

• Enhance the treatment process.

• Ensure pretreatment to industrial discharges, with continuous 
monitoring.

• Continuous inspection and maintenance of the treatment 
process components.

• 
Source of data WWTP’s daily records.

Procedures to 
improve the 
accuracy of the 
data

Documentation of all the tests performed on the treated 
wastewater.

17

National Water and Wastewater Policy and Strategy

2032 Target:

• BOD, COD, TSS

(90% in the West Bank and Gaza Strip)

• TN

(50% in the West Bank and Gaza Strip)
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Quality Assurance Performance Indicators

16
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7 Indicator Sludge Utilization

from the wastewater treatment process.

Formula

Importance of the 
Indicator

• Presents the level of utilization of the produced sludge.

• 
process and the level of treatment.

• 
usage.

Benchmark

Related Indicators
• 

• The r  of treated sludge.

Procedures to 
improve the 
Indicator

Enhance the treatment process to 

farmers to encourage them to use treated sludge.

monitored in order to ensure that it is in compliance with 

Source of data The daily records of the Wastewater treatment plant. 
Procedures to 
improve the 
accuracy of the data used.

15
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6 Indicator Wastewater reuse
 

 

to the 

volume of treated wastewater.

Formula

Importance of the 
Indicator

• Presents the level of utilization of the treated wastewater.

• Provide guidance to potential reuse plans.

• 

• Indicates reuse expansion potentials.

Benchmark
• National Water and Wastewater Policy and Strategy for 

Palestine 2014:

• 2032 target: 60% in the West Bank and 50% in Gaza Strip

Related Indicators
• Compliance of the treated wastewater with irrigation 

standards.

• The ratio of treated wastewater.

Procedures to 
improve the 
Indicator

• 

• Enhance the treatment process to produce treated 
wastewater that is in compliance with the Palestinian 

• Continuous operational inspection, performance monitoring, 
recording, and monthly reporting.

• Record community complaints and actions taken.
Source of data The daily records of the Wastewater treatment plant. 

Procedures to 
improve the 
accuracy of the 
data

• Install meters for measuring the volume of wastewater 
leaving the WWTP’s and the volumes used for irrigation 
purposes.

• Regular documentation of treatment applied in the WWTP 
(Primary, Secondary and Tertiary). 

14
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5 Indicator Utilization of the wastewater treatment plants

Formula
ℎℎ ℎ

Importance 
of the 
Indicator

• 
provider.

• An Indicator for safe future expansion of the collection system and 
additional connections.

• Assist service providers in future planning.

Benchmark treatment process, extremely low indicator is also a negative as it 
indicates an increase in the cost of treatment.

Related 
Indicators

• Sewerage coverage.

• Wastewater treatment coverage.

• The percentage of treated wastewater.

• 

Procedure 
to improve 
the 
Indicator

• Continuous operational inspection and routine maintenance of the 
plant.

• 

Source of 
data The daily records of the Wastewater treatment plant.

Procedures 
to improve 
the 
accuracy of 
the data

• Install meters for measuring the volume of collected wastewater and 
the volumes of wastewater entering and leaving the WWTP’s.

• 
checking the accuracy of the meters.

((
3
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4 Indicator The percentage of treated wastewater
The ratio of the treated wastewater to the collected 

Formula
( 3/ )

( 3/ )

Importance of the Indicator

• 
WWTP’s to provide the treatment service.

• Aid in future planning for expanding and developing 
the WWTP.

• An important environmental indicator.
• Helps in planning the reuse programs.

Benchmark

• National Water and Wastewater Policy and Strategy 
for Palestine 2014

• 2032 target: 80% in the West Bank and 95% in Gaza 
Strip

Related Indicators
• Sewerage coverage.

• Wastewater treatment coverage.

Procedures to improve the 
Indicator

• 
WWTP.

• Improve the sewerage coverage.
Source of data Service provider records, WWTP’s records.

Procedures to improve the 
accuracy of the data

• Install meters for measuring the volume of 
collected wastewater and the volumes of 
wastewater entering and leaving the WWTP’s, and 
ensure the accuracy of the meters.

• Daily recording and monthly reporting of 
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3 Indicator Wastewater Treatment Coverage

the population served with wastewater collection.

Formula

Importance of the Indicator

• 
WWTP’s to provide the treatment service.

• 
provider to transport the collected wastewater to 
the WWTP’s.

• Aid in future planning for expanding and 
developing the sewer network and/or WWTP.

• An indicator of environmental protection.

• Gives guidance to potential reuse planning.

Benchmark

• National Water and Wastewater Policy and Strategy 
for Palestine 2014:               

• 2032 target: 80% in the West Bank and 95% in Gaza 
Strip

Related Indicators
• Sewerage Coverage.

• The percentage of treated wastewater.

Procedures to improve the 
Indicator

• 
new WWTP’s.

• Improve sewerage coverage ratio.
Source of data Service provider records.

Procedures to improve the 
accuracy of the data

• Produce regular records of the customers 
receiving the service.

• 

• 
Central Bureau of Statistics.
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Wastewater Treatment 
Service Performance 
Indicators
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2 Indicator The percentage of collected wastewater to the 
water sold
The percentage of the collected wastewater to 
the water sold, in other words, it is the amount 
of wastewater collected resulting from water 
consumption.

Formula Or

Importance of the Indicator

• Assist the service providers in estimating 
sewerage capacities with time.

• Assist in designing networks and treatment plants.

• Produce good estimates to potential reuse plans.

Benchmark

recommends the following as an initial estimation:

(70% ÷ (100-NRW) %)

as a starting point for any service provider whom 

technical team of the service provider is essential for 
approximate a sound estimation. 

Related Indicators NA
Procedures to improve the 
Indicator NA

Source of data Service provider records.

Procedures to improve the 
accuracy of the data

• Install meters for measuring wastewater collected 
in the network or at the entrance of treatment 
plants.

• Separate household water uses from agricultural, 
industrial or other uses.

• Separate rainwater collection from sewerage 
networks.

• Produce monthly reports of water and wastewater 
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1 Indicator Sewerage Coverage
The percentage of the population directly 

provider

Formula  

Importance of the Indicator

• An important indicator of development, can 

collection services and to estimate the network 

• 
health protection, as the sewerage system is 
essential for protecting the environment and the 

Benchmark

• National Water and Wastewater Policy and 
Strategy for Palestine 2014

• 2032 target: 75% in the West Bank and 95% in 
Gaza Strip.

Related Indicators The ratio of collected wastewater to the water sold 
to wastewater customers.

Procedures to improve the 
Indicator

• Develop and expand the sewer network in the 
service area.

• 

Source of data

• PSBS population Statistics.

• Billing system records at service provider.

• Size and geographic span of Wastewater network 
– wastewater division. 

Procedures to improve the 
accuracy of the data

• 

• Update the records of the wastewater customers 

• Update wastewater network maps and 
extensions.



Financial Indicators
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Technical Indicators
Wastewater Collection Service
Wastewater Treatment Service
Quality Assurance
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1.2  Purpose of the performance monitoring index 
The purpose of the performance monitoring index is to present wastewater indicators and 
calculation formulas to assist the WW SPs in using these indicators in their entities.

WSRC and SPs are involved in dealing with the monitoring indicators index as follows:

1. WSRC monitoring staff should use the index as a reference for training and to follow up 
on SPs’ performance.

2. 
the importance of each indicator, the scale measurement, the procedures, and the 

monitoring process. 

3. 

1.3  Brief description of the content of the index

service level. 

The performance monitoring index outlines the following:

• 

• Methods of calculating each indicator which guides the monitoring employees in reaching 

• 

• Present the indicators measurement units and Benchmarks.

• 

• 
that are needed to ensure the necessary inputs for each indicator.

• 
data collection in case the WSRC monitoring staff would like to add further information 
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1.  Introduction
1.1  Background
role in ensuring that water and wastewater systems, as well as Service Providers (SPs), are 

the Palestinian consumers.

In order to start monitoring the wastewater service, there is a need to develop wastewater 

included in the wastewater monitoring program.

the indicators presented in this document, and that was in parallel with the completion of the 

of the services. The Performance Indicators offer a comprehensive and internationally 

monitoring compliance with national standards, as well as for the Palestinian Water Authority 
Strategic plan for the year 2032.

On the national level, the KPIs help to inform policymakers of the wastewater sector, support 
the formulation or amendment of policies, procedures, resources allocations, investment 
planning, and the development of new or amended regulations guidance and standards. 

A performance monitoring system can enhance cooperation and transparency, as well as 

of SPs in their geographical areas and provide key monitoring tools to help safeguard 
consumer interests. 

WW SPs are highly encouraged to use the KPIs to measure their own performance, improve 
operational methods and increase transparency with their customers. The actual comparison 



List of Abbreviations:
BOD Biological Oxygen Demand

COD Chemical Oxygen Demand

KPI Key Performance Indicator

NO3-N Nitrate Nitrogen

PO4-P Phosphorus

O&M Operations and Maintenance

PA Palestinian Authority

PCBS Palestinian Central Bureau of Statistics

PWA Palestinian Water Authority

 SPs Service Providers

TSS Total Suspended Solids

WW Wastewater

WWTP Wastewater Treatment plant

W&WW Water and Wastewater

WSP Water Service Provider

WSRC Water Sector Regulatory Council

WSRP Water Sector Reform Program
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Wastewater Collection Service Performance Indicators
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