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Water Supply Authorities

Safe, stable and sustainable water
supply for users is the primary
mission of the Water Supply State
Enterprise (WSSE). Users pay wa-
ter tariff to WSSE in exchange for its
water supply service. WSSE knows
its customers: water users in its serv-
ice area(s). Then, how does WSSE
know demand and voice of its cus- p
tomers and take it into consideration g
in making its corporate plan?

Now, almost all WSSEs in Laos have a customer relations section or person in charge
of customer relations, receiving customers’ complaints as a main task. It is important
to listen to customers’ complaints to solve problems and improve the service. But is it
enough?

Project MAWASU proposed with technical assistance the 3 pilot WSSEs to conduct
customer questionnaire for positively listening to customers’ voice. In conducting the
questionnaire, all of the WSSEs spent its own budget after considering the purpose of
the customer service: Listen to customers’ voice for WSSE’s corporate planning. Se-
lecting 400 customers for the questionnaire by multistage sampling and giving training
to those staff who actually talk with customers, each WSSE was ready to conduct the
questionnaire.

In May and June, WSSE staff went out to the customers to conduct the questionnaire.
It was the first time for most of the staff to come to talk with customers directly for 20-
30 minutes. Some were nervous; others found joy in talking with customers. In sum,
all the staff had a great experience through the customer questionnaire.

Some challenges were reported in the customer questionnaire: some of the customers
were not at home during the daytime (WSSE staff needed to visit the customer again
at night time). Some of the customers were not able to understand Lao (they were for-
eigners so that WSSE staff gave up the questionnaire).

Although these challenges were reported, 3 WSSEs completed the customer ques-
tionnaire with about 90% response rate. One WSSE, Khammouane WSSE, already
started counting the result finding that about 50% of the customers were interested in
water quality. All WSSEs will count the result with the Japanese experts and reflect it
on Water Supply Future Vision (long-term plan), 3-5years Water Supply Finance Plan |
(mid-term plan) and Annual Budget Plan in Output 2 of Project MAWASU. :
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