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CAC KY HIEU VIET TAT

ADC Trung tam Lwu tri» hd so tai sén
BKHDT B6 Ké hoach va dau tw

BN Bac Ninh

BQLDA Tinh Ban Quan ly Dy an Tinh
BQLDA TW Ban Quan ly Dy an Trung Uong
BTC Bo Tai chinh

BVMT Bao vé moi treong

BXD B Xay dwng

CDP Ké& hoach Phat trién Coéng ty
CK&DT Co khi va dién to

CP Chinh pha Viét Nam

CTN Cép thoat nwéc

Cty CP Cong ty Cb phan

Cty TNHH Coéng ty Trach nhiém Hiru han
DNNN Doanh nghiép Nha nuwéc

GFA T& chire Dy an Néng nghiép (Cong ty tw van Bc va C van ky thuat cho WWM)
GIS Hé théng thong tin dia ly

GKW Cong ty tw van cho thanh phan H6 tro tai chinh “Chwong trinh Béc I”
GTZ T& chire Hop tac Ky thuat Birc
HTTC Hb tro' Tai chinh

KfW Ngan hang tai thiét Birc

KHKT Khoa hoc ky thuat

MIS Heé théng théng tin quan ly
QLNNL Quan ly Ngudn Nhan Iyc
SKHDT S& Ké hoach va Pau tw

STC S& Tai chinh

STNMT S& Tai nguyén va Méi trvong
SXD S& Xay dwng

TCHC Tb chirc Hanh chinh

Tp Thanh phé

TSCD Tai san cb dinh

UBND Uy Ban Nhan Dan

VAT Thué gia tri gia ting

WWM Dy an quan ly nwéce thai tai cac tinh ly
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ABBREVIATIONS

ADC
BN
Cccu
CDP
DoC
DoF
DoNRE
DPI
EP
FC
GFA
GIS
GKW
GTZ
HRM
KfwW
MIS
MoC
MoFi
MPI
0o&M
PC
PMIS
PMU
SOE
SOP
TC
TNA
VAT
WS
WSSC
ww
WW&D
WWM

Asset Documentation Center

Bac Ninh

Customer Care Unit

Corporate Development Plan

Department of Construction

Department of Finance

Department of Natural Resources and Environment
Department of Planning and Investment

Environmental Protection

Financial Cooperation

Technical Advisor for WWM TA

Geographical Information System

Consulting Company for the FC program component “Program North |I”
Gesellschaft fir Technische Zusammenarbeit German Technical Cooperation)
Human Resource Management

Kreditanstalt fur Wiederaufbau (German Development Bank)
Management Information System

Ministry of Construction

Ministry of Finance

Ministry of Planning and Investment

Operation & Maintenance

People’s Committee

Personal Management Information System

Project Management Unit

State Owned Enterprise

Standard Operation Procedure

Technical Cooperation

Training Needs Assessment

Value-added tax

Water supply

Water Supply and Sewerage Company

Wastewater

Wastewater &Drainage

Wastewater Management in Provincial Urban Centers Vietnam Project
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CONG TY CAP THOAT NU'O'C BAC NINH
KE HOACH PHAT TRIEN CONG TY (CDP) 2007 — 2010

Ngay 25/01/2006 Tha twéng Chinh phld da ban
hanh Nghi dinh sb 15/2006/ND-CP vé viéc thanh
[&p Thanh pho Béc Ninh thudc tinh Bac Ninh.
Thanh phd Béac Ninh cé dién tich 26, 34km? va dan
s6 khoang 121.000 ngui, gom mét xa (Vo
Cuwong) va chin phuong (Dap Cau, Thi Cau, Vi
Ninh, Suéi Hoa, Tién An, Ninh Xa, V& An, Kinh
Béc, va Dai Phuc).

Ké t khi thanh lap, Thanh phbé Béc Ninh da trai
qua nhiéu chuyén dbi quan trong dé& tr& thanh
trung tdm thuo’ng mai, van hoa, xa héi, chinh trj va
hanh chinh cta tinh. Do ding truwdc nhirng thach
thirc va dinh huo’ng m&i, Cong ty Cap thoat nwdc
Béc Ninh phai mé& rong quy mo, pham vi va cai tién
chét lwong dich vu dé dap tng nhirng mong doi va
nhu cau cla khach hang.

THONG TIN CHUNG VE CONG TY

Tén Cong ty: )
Cong ty Cap thoat nwéc Bac Ninh

Dia chi: . o
57 Ng6 Gia Tw, Thi Cau — Thanh ph6 Bac Ninh

Giam déc:
Ong BDINH QUANG HIEP

Ngay 17/01/1997, dwa trén dé xuét ctia S& Xay
dwng, UBND tinh B4c Ninh ra Quyét dinh thanh lap
Coéng ty Cép thoat nwéc Bac Ninh véi tw cach la
Doanh nghiép Nha nuéc tric thudéc S& Xay dung
tinh Bac Ninh (QD sbé 12/UB 17/01/1997). Nhiém
vu clia Coéng ty nhw dé cap trong Quyét dinh thanh
lap la:

¢ San xuét va phan phéi nuwéc sach
e Xay l&p hé thdng cép thoat nwéc

e Xay lap hé théng dién cao ha thé, cac cong
trinh dan dung va céng nghiép

Tw cach DNNN duorc xac 1ap ngay 28 thang 2 nam
1997 theo Bang ky kinh doanh s6 110883.

V@i tw cach dai dién quan ly Nha nwéc, UBND tinh
Béc Ninh la chd s& hiu chung cia Céng ty Cép
thoat nwéc Bac Ninh cling toan bd tai san cta no.
Ngoai UBND tinh, cac bén hiru quan gém S& Xay
dwng, S& Tai chinh, S& K& hoach - Dau tw va Sé&
Tai nguyén - Méi trwong.

Based on the Prime Minister's Decree No.
15/2006/ND-CP dated 25 January 2006 on the
‘Establishment of Bac Ninh City’, the city is now the
capltal of Bac Ninh province, with an area of 26.34
km? and a population of about 121,000 inhabitants,
including one commune (Vo Cuong) and nine
wards (Dap Cau, Thi Cau, Vu Ninh, Suoi Hoa, Tien
An, Ninh Xa, Ve An, Kinh Bac, and Dai Phuc).

Since then, Bac Ninh City has undergone major
transformations to become the commercial,
cultural, social, political, and administrative centre
of the province. Because of this new orientations
and challenges, our enterprise — the Bac Ninh
Water Supply and Sewerage Company has to
improve the scale, scope and quality of our
services to meet the expectations and needs of our
present and future customers.

GENERAL COMPANY DATA

Company’s Name:
Bac Ninh Water Supply and Sewerage Co.

Address:
57 Ngo Gia Tu Street, Thi Cau Ward, Bac Ninh

Director:
Mr. DINH QUANG HIEP

On January 17, 1997 the Bac Ninh Provincial
People’s Committee (PC) established on the basis
of a proposal of the Bac Ninh Provincial
Department of Construction (DoC) the Bac Ninh
Water Supply and Sewerage Company (BN-
WSSC) as a State Owned Enterprise (SOE) under
the authority of the DoC (Decision No. 12/UB
17/01/1997). The mission of the Company, as
mentioned in its establishment deed, is:

e Production and distribution of clean water

e Construction and connection of a water supply
(WS) and drainage system (DS)

e Construction of high- and low-voltage
infrastructure and buildings for civil and
industrial use

The registration as a SOE followed on February
28, 1997 under the Business registration number
110833.

As a representative of the State, the Bac Ninh PC
is the overall owner of the BN-WSSC and of all its
assets. Stakeholders of the Company are, besides
the PC, the DoC, the Provincial Department of
Finance (DoF), the Provincial DPI, and the DoNRE
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QUY MO KY THUAT CUA CAC HANG MUC
THU GOM VA XU’ LY NU'GC THAI DA CO
KE HOACH

Thanh phé Béc Ninh dang déi mat véi rat nhiéu
van dé& mai trwong ly do vi hé thdng thoat nwéc va
x& ly nwdc thai khong phu hop, dac diét khu vuce
trung tdm c6 mat dé dan cw cao. Bao gbm viéc
nwéc thai bi v dong trong cbng, muwong, viéc nuwéc
thai chwa xt ly dwoc x& thang ra cac muwong va
kénh Kim D6i va viéc ngap ung & nhiéu khu vuc
thap.

Nam 2003 Céng ty Tw van Xay dwng Déng Dwong
(ICC) lap bao cao nghién cru kha thi dwa ra dé
xudt cai tao hé théng thoat nwédc va tinh trang
nwéc thai. Sau d6 Ngan hang tai thiét Bic (KfW)
da tai tro cho viéc thwe hién Ban cap nhat Bao cao
nghién ctu kha thi. Sau khi thdm dinh Ban cap
nhat Bao cao nghién clru kha thi, Chinh pha Viét
Nam, dai dién la Bo Tai chinh va Chinh phd CHLB
DPlrc, dai dién 1a KW da cung ky két hé tro tai
chinh cho dw an gidm thiéu 6 nhiém trong thanh
phd bang cach cai tao hé thdng thoat nuwéc va xay
dwng tram x& ly nwéc thai. Téng ngudn vén cho
dy an la 16 trieu EUROS, trong dé 70% do KFW
tai tro va phan con lai 1a vén dbi rng cta Chinh
phu Viét Nam.

Khu vuc dy an nwéc thai bao gdm bén khu riéng
biét — khu vwc hao thanh, khu vuwc Déng Béc cla
thanh phé, khu viec phia Nam ctia Quéc 16 1 (tat ca
cac khu nay theo pham vi ban dau ctia dw an) va
khu viec mé réong phia Bong, dwoc thém vao pham
vi dw an.

Hién trang hé théng thoat nuwéc chung tw chay bao
gdm cac tuyén cbéng hop va cbng tron, xa thang
vao nhiéu vi tri trén hao thanh, cac muwong hé, ao
nhd va hé Thi Cau. Nwéc mua xa& vao cac muong
h&, cac vung triing, va cac ao nhd, véi mot sb
muwong duoc ndi véi kénh twdi tieu Kim Déi. Tai
dau cudi phia Bac cla kénh cé tram bom nuwéc
mua dé bom nwédc mua ra séng Cau.

Dé thiét ké hé théng thoat nwéc hop ly, dic biét
cho khu vic phia Béng va Tay, cling nhw khu vic
hao thanh, can phéi xem xét sw lién hé chat ché
gitra viéc chdng ngap ung téng thé véi hé thdng
nwéce thai.

Giai doan lap thiét ké chi tiét cho hé théng thoat
nwéc dén nam 2020 da dwoc théng qua. Trong
khu vwc dy an dan sb ndm 2004 wéc tinh khodng
50.000 ngudi. Khu viee phia Bong Bac thanh phd
bao gdbm khu vwc mé réng da dwoc quy hoach
phat trién trong twong lai véi du bao dan sé tang
manh vao nam 2015. Tuy nhién, dw bao dan sb sé

TECHNICAL DIMENSIONS OF THE
PLANNED WASTEWATER COLLECTION &
TREATMENT FACILITIES

The city of Bac Ninh suffers from a number of
environmental problems caused by the
inadequacies of its drainage and wastewater
disposal systems, especially in the densely
populated central areas. These include stagnating
sewage in channels, discharge of untreated
wastewater to channels and the Kim Doi Canal and
flooding in some low lying areas.

In 2003 a Feasibility Study was carried out by the
Indochina Construction Consultant Company (ICC)
to develop proposals for improving the drainage
and wastewater situation. Subsequent to this, the
Kreditanstalt fir Wiederaufbau (KfW) financed the
preparation of an Updated Feasibility Study.
Following appraisal of the Updated Feasibility
Study, the Government of Vietnam, represented by
the Ministry of Finance and the Government of the
Federal Republic of Germany, represented by KfW,
have agreed jointly to finance a project to reduce
pollution in the city by improvements to the
drainage and sewerage systems and the provision
of a wastewater treatment plant. The total funding
for the project amounts to 16.0 million EUROS, of
which 70% will be funded by KfW and the
remainder by the Government of Vietnam.

The waste water project area comprises of four
distinct areas — the moat area, the northeastern
area of the city, the south of the National Highway
No.1 (all part of the original project area) and the
eastern extension area, which has been added to
the project area.

The existing combined gravity drainage system
comprises of box culverts and circular sewers,
which discharge to various locations including the
moat, open channels, small ponds and Thi Cau
Lake. Storm water discharges to open channels,
open areas, and small ponds, with some of the
channels connected to the Kim Doi irrigation canal.
At the northern limit of the canal, a pumping station
is in use to drain the storm water into the Cau
River.

In order to design an adequate drainage system for
the eastern and western areas especially, and also
the moat area, it was essential to consider the
interrelationship between the overall flood
protection and the waste water system.

A horizon of the year 2020 has been adopted for
the detailed design of the wastewater and drainage
system. Within the project area the estimated
population in 2004 was approximately 50,000
people. The northeastern areas of the city include
extensive areas where new development is
planned with consequently high increases in




CONG TY CAP THOAT NUO'C BAC NINH 2007 — 2010

tang cham & khu vwc hao thanh va khu vwc mé
rong phia Déng. Dy bao, dan sé sé tang trong 10
nam t&i, wéc tinh khoang 75.000 ngwdi vao nam
2010 va 92.000 ngu®i vao nam 2015.

Trong khu viwc dw én cé cac don vi hoat déng
trong linh vwc céng cdng, dich vu va hoat déng
thuwong mai/cong nghiép nhd. Khu vyc phia Bong
tép trung nhiéu co quan hanh chinh sy nghiép.
Khu vic dy an khong cé cac co s& cong nghiép
st dung nwéc hay gay 6 nhiém dang ké nao.

Khdi lwong nwéc thai dwoc tinh dwa trén co sé giad
thiét Ia 90% sb hd dan dau ndi vao hé thdng thoat
nwéc véi 85% nwdc cap chay vao hé thdng thoat
nwéc. Lwong nwdc thdm vao cho phép bang 50%
lwong nwédc thai va hé sbé khong diéu hoa 1a 1.9
dwoc st dung cho tinh toan thiét ké hé théng nuwéc
thai. Cac chi sb dwoc tébng hop trong bang dudi
day:

population growth up to about 2015. However, low
population growth is forecasted in the moat and
eastern extension areas. Overall most of the
increase in population is expected to occur in the
next ten years, with the estimated populations in
2010 and 2015 of about 75,000 and 92,000
respectively.

Within the project area there are public institutions,
services and small commercial/industrial activities.
The eastern area includes large areas of public
administration buildings. There are no industries of
any significance in terms of water users or
pollutants within the project area.

Wastewater quantites are based on the
assumption that 90% of households are connected
to the drainage system with 85% of water supplied
returned to the drainage system. An allowance of
50% of the wastewater flow is provided for
infiltration and a peak flow factor of 1.9 has been
used for the design of the wastewater system. The
flows are summarized in the following table:

. Nam

Céc chi so 2005 2010 2015 2020
Dan sb 53,396 75,452 91,657 92,809
Tiéu chuén dung nudc (I/ng/ngay) 103.1 120 140.7 165
Sé ho dau néi vao hé théng (%) 85.9 90 90 90
Lwong nuwéc cip chay vao hé théng thoat nuwéc (%) 85 85 85 85
Lwu lwong nwéc thai (m*/ngay) 4,017 6,926 9,867 11,715
Lwong nwéc thAm cho phép (% cla lweng nuwdc thai) 50 50 50 50
Lwu lwgng trung binh (m3/ngéy) 6,026 10,390 14,800 17,572
Hé sé khong didu hoa lwu lwong 1.9 1.9 1.9 1.9
Lwu lwong max dén TXL nwéc thai (m3/ngéy) 9,641 16,622 23,680 28,116

Nguén: Bao céo thiét ké cudi cling, thang 10 ndm 2005 ctia GKW.
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Year
Criteria

2005 2010 2015 2020
Population 53,396 75,452 91,657 92,809
Per capita water consumption (I/c/d) 103.1 120 140.7 165
% connected to drainage system 85.9 90 90 90
% of water supply returned as drainage 85 85 85 85
Wastewater flow (m3/d) 4,017 6,926 9,867 11,715
Infiltration Allowance (% of wastewater flow) 50 50 50 50
Average flow (m*/d) 6,026 10,390 14,800 17,572
Peak Factor on wastewater flow 1.9 1.9 1.9 1.9
Maximum flow to WWTP (m®/d) 9,641 16,622 23,680 28,116

Source: GKW - Final Design Report, Nov 2005

Cong nghé trong tram x& ly nwéc thai (TXLNT) sé
la xt ly co hoc va xt ly sinh hoc, x& ly cap 3 (mét
phan) va x& ly bun. Nwéc thai sau xir ly sé xa ra
kénh Kim Do6i. Vao mua kho, nwéc thai xa ra sé
dwoc tron véi nwdc trong kénh, cé thé st dung
cho muc dich néng nghiép. Vao mua muwa, nuwéc
tron 1&n nay ciing cé thé dwoc st dung cho muc
dich néng nghiép, nhwng dé duy tri dwoc muc
nwéc trong kénh Kim Do6i nhu mye nwéc thiét ké
thi cAn bom nwéc ra séng Cau, nhw hién trang da
co.

SU CAN THIET CUA CONG TAC LAP KE
HOACH PHAT TRIEN CONG TY

Muc tiéu lap ké& hoach phat trién cong ty dbi voi
Coéng ty Cap thoat nwéc Bac Ninh 1a xac dinh va
thiét lap cac hoat dong can thiét & dam bao cung
cap dich vu thoat nwdc bén virng. Can tap trung
cac ngudn lyc s8n c6 cho cac hoat ddng chinh dé
cai thién cac diéu kién lam viéc khé khan clia C(“)ng
ty nhw thiéu von dé dau tw va thay thé tai san,
ngudn thu han hep, chi phi nang lwong ngay cang
tang, co s& ha tAng xudng cap va nang lwc can bo
cbng nhan vién con han ché. K& hoach phat trién
cong ty sé& gidi quyét cac van dé& nay nham dam
bdo kha nang tai chinh va ky thuat cho cong tac
quan ly nwéce thai ciia cong ty trong twong lai.

DPén nay, Cong ty van dwa vao ngudn kinh phi
dang ké cta Nha nudc dé thwe hién cong tac van
hanh va bao dwdng hé thong thoat nwéc. Dé dam
bao cung cap dich vu tét nhat va can déi thu chi,
can sap xep lai co clu tb chirc quan ly ctia Cong ty
va diéu chinh cac chinh sach dbi ngoai.

Ké hoach phat trién cong ty la nguyén tac chi dao
dinh hwéng cho cong tac quan ly va lap ké hoach

The wastewater treatment plant (WWTP) will
include mechanical and biological treatment,
tertiary treatment (partial) and sludge treatment.
Effluent from the WWTP will be discharged to the
Kim Doi Canal. In the dry season effluent will be
mixed with water in the canal, with the possibility
that the blended water is used for irrigation. In the
wet season the blended water can also be used for
irrigation, but in order to maintain the design water
level in the Kim Doi canal, water will be pumped to
the Cau River, as is the case at the moment.

THE RATIONALE OF CORPORATE
PLANNING

The purpose of corporate planning for the Bac Ninh
Water Supply & Sewerage Company (BN-WSSC)
is the identification and formulation of key actions
necessary to achieve sustainable wastewater
service delivery. Concentration of available
resources on key actions is vital, to improve the
Company’s operational conditions, which are
characterized by limited funds for asset investment
and replacements, a restricted revenue stream,
increasing energy cost, deterioration of existing
infrastructure, and limited workforce capacities.
This corporate development plan (CDP) is
addressing these issues for assuring the financial
and technical viability of the Company’s future
wastewater management obligations.

Until date, the Company relies upon considerable
government subsidies to implement O&M
operations for wastewater management. In order
to secure best service delivery and to bring
revenues in line with actual cost, it is necessary to
restructure the Company’s management set-up
and adjust the external regulatory conditions.

This CDP is our institutional
management guideline,

planning and
representing a balanced
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thé che dua ra bién phap thich hop dé giai quyét
cac van dé quan ly quan trong nhat cla Coéng ty,
gdm: cac phwong an vé co clu té chic trong
twong lai, cac van dé vé gia va quan ly tai chinh,
quan ly quan hé khach hang va sy tham gia cua
cbng dong cac yéu cau vé quan ly tai sén va quan
ly ngudn nhan lwc. K& hoach phat trién cong ty sé
hé tr Cong ty trong viéc phat trién khung thé ché
va phat huy néi luc can thiét dé& quan ly hé théng
thoat nwéc & Thanh phé Bac Ninh.

Ké& hoach phat trién cong ty sé phan anh cac két
qua cla qua trinh 1ap ké hoach chién lwoc co sw
tham gia, cho phép Coéng ty xac dinh cac giai phap
wu tién va trién khai thwc hién cé hiéu quéd céac
chién lwoc.

Lap Ké& hoach chién luoc la dwa ra cac dinh hwéng
muc tiéu dwoc trinh bay trong bao céo lap Ké
hoach phat trién cong ty. Trudc tién, Cong ty sé
xac dinh muc tiéu phat trién chinh, tiép theo, xac
dinh cac bién phap dé dat dwoc cac muc tiéu do.
Cac hoat dong dwoc xac dinh theo thr tw wu tién
va dwoc thwe hién theo thr tw wu tién do.

Khong gibng nhw quéa trinh 1ap ké hoach théng
thwong, 1ap ké hoach chién lvoc tap trung vao xay
dwng ké hoach trung han va mang tinh thuc tién
cao. Vi thé Cong ty chung ta chi dwa vao ké hoach
nhirng hoat déng sé mang lai lgi ich thiét thuc
trong tirng giai doan. Ngoai ra, lap k& hoach chién
lwoc mang tinh lién nganh; két hop céc bién phap
td chirc, tai chinh, quan hé khach hang, ky thuat va
quan ly ngudén nhan lwc trong cung mét khung
chinh sach ré rang va minh bach.

Mot yéu ciu déc biét dbi véi Cong ty ching ta la
viéc thanh lap mét phong/don vi/bd phan chirc
nang quan ly Nwéc thai trong co cau td chire hién
tai ca Cong ty. Theo duw kién thi hé théng co s&
ha tdng thu gom va x& ly nwéc thai do KFW déng
tai tro sé di vao hoat ddng vao ndm 2008. Vi thé,
hién nay Céng ty dang chuan bj cac ké hoach phu
hop dé thiét 1ap cac diéu kién vé té chirc, ky thuat
va tai chinh, d@m bao van hanh va bao dwéng an
toan hé théng co s& ha tang ky thuat thoat va x ly
nwéc thai moi. Viéc xay dwng ké hoach phat trién
nguén nhan Iwc va thwe hién chwong trinh dao tao
dé nang cao cac ky nang can thiét cho cong tac
quan ly nwédc thai hiéu qua l1a mot van dé quan
trong.

Cho dén nay, trach nhiém va chrc nang quan ly co
s& ha tang thoat nwéc hién tai dwoc chuyen giao
tlr CoNng ty Moi trwdng dé thi nam 2005 van chwa
dwoc xac dinh. Vi thé UBND tinh Bac Ninh can tién
hanh phan cép rd vai trd va trach nhiém trong viéc
van hanh va bao duéng hé thdng thoat nuéc.

approach that addresses the Company’s foremost
management issues, including: institutional and
organizational perspectives, financial management
and tariff issues, customer relations management
and community participation, asset management
requirements, and human resources management.
The CDP will support the development of the
institutional framework and our internal capacities
that are required for the management of drainage
and wastewater facilities for the city of Bac Ninh.

This CDP is reflecting the results of a participative
strategic planning process, which allowed the
Company identifying priority measures and
developing effective implementation strategies.

Strategic corporate planning, as presented in this
CDP report, is objective and demand-driven. The
Company first set our main development
objectives, and then identified ways to achieve
them. Actions are prioritized and will be carried
accordingly.

Unlike  conventional development planning,
strategic planning focuses on medium-term
planning, taking a strictly practical orientation.
Thus, our Company included in their plans only
those actions that are leading to tangible benefits
over a period of years. Moreover, strategic
planning is interdisciplinary; it aligns organizational,
financial, customers, technical, and HRM
measures into a clear and transparent framework.

A particular requirement for our Company is the
establishment of an efficient wastewater
management department within the existing
Company structure. It is expected that the KfW co-
financed wastewater collection and treatment
infrastructure is ready for operation in the year
2008. Hence, the Company is now preparing
appropriate plans to establish suitable institutional,
technical, and financial conditions, assuring
appropriate operation and maintenance (O&M) of
the existing and new wastewater infrastructure. An
important aspect is the development of a human
resources plan, and the implementation of a
training program for improving the required skills
for appropriate wastewater management.

So far, the management functions and operational
responsibilities for the existing drainage
infrastructures, which were handed over in 2005
from URENCO, are not finally defined. Therefore,
a clear allocation of roles and responsibilities in
O&M of the assets should be carried out by the
Bac Ninh PC.
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LAP KE HOACH PHAT TRIEN CONG TY

Ké hoach phat trién cong ty dwoc thiét lap va co
clu trong subt dot Hoi thao kéo dai 9 ngay té chirc
tai Bac Ninh, tr 17/5 dén 26/5/2006. Pay ciing la
két qua cta qua trinh tham van va tham gia cla
Ban l&anh dao Céng ty, t6 cong tac lap ké hoach
phat trién cong ty, cac phong ban trong cong ty.
Nhém tw vdn GFA da tham gia vao qua trinh danh
gia thé ché va qua trinh chuan bij 1ap ké hoach phat
trién cong ty.

Coéng ty da ap dung phwong phap “thdo luan linh
hoat” d& dam bao sw hiéu biét day da vé qua trinh
soan thao ké hoach phat trién cong ty. Sw tham gia
tich cwc cha cac bén lién quan gép phan to Ién vao
viéc ndng cao nang luwc, xac dinh cac nhu cau va
yéu ciu vé thé ché bao gbébm viéc thiét l1ap chinh
sach, muc tiéu phat trién cong ty, va k& hoach
hanh déng cho giai doan 2007-2010.

Tuy nhién, Ban lanh dao Céng ty cho rang ké
hoach nay la cong cu linh hoat va can dwoc cap
nhat cac van dé& méi phat sinh vao ban ké hoach
phét trién cong ty, phu hop vé&i chinh sach quan ly
nwéc thai cia quoc gia cting nhw cta tinh, diéu
kien méi trwdng va nhu ciu thuc té cla khach
hang. Do vay, hang nam Céng ty sé xem xét va
cap nhat ndi dung ké hoach trudc khi lap dw toan
ngan sach hang nam.

Thanh céng cta K& hoach phat trién céng ty chd
yéu phu thudéc vao ngudn thu nhap hop ly cla
Cong ty thong qua viéc ap dung g|a nwéc thai du
dé trang trai chi phi hoat déng ctua cong ty,qua
duo’ng 16i chi dao triét dé cua giam dbc cong ty, va
chi s& hiru cong ty — UBND tinh Bac Ninh.

PHAN 1: - '
TUYEN BO CHINH SACH CUA GIAM BOC
CONG TY

“Tuyén bd chinh sach” cta giam déc cong ty bao
gom ‘St ménh’, “TAm nhin”, Phu’o’ng cham” va
“Cac mbc muc tiéu chién Iucrc cua cong ty. Tuyén
bb chinh sach cong ty thé hién cac nguyén tac dinh
hwéng phat trién Cong ty va noi dung cla Ké
hoach phat trién cong ty. Cac nhan vién Céng ty sé
dong vai tro la nhivng s gia ctia “Tuyén bé Chinh
sach” Coéng ty, van dung tinh thdn cia Tuyén bb
Chinh sach nay cho muc dich 1ap k& hoach chién
Iwoc va cho cdng viéc thwe hién hang ngay.

T

S& MéNH cla ching ta la cung cép céac dich vu
cbng cong cho toan thé nhan dan tinh Bac Ninh,
gom cac dich vu clp nuwéc chéat lwgng cao va theo
nhu ciu khach hang, cac dich vu thoat nu"crc va

quan ly nwdc thai, gidm 6 nhiém nwédc ngdm va

PREPARATION OF THE CORPORATE
DEVELOPMENT PLAN

This CDP was established and structure during a
comprehensive nine days seminar that took place
in Bac Ninh from May 17, until May 26, 2006 and is
the result of a consultative and participatory
process, involving the Company’s senior
management and the Company’s CDP ‘task force’,
representing the various divisions of the company.
The GFA advisory team was engaged in the
institutional assessments and during the CDP
preparation process.

The Company applied the ‘metaplan’ method,
ensuring appropriate visualization of the CDP
elaboration process. Active participation of the
participants contributed greatly to awareness
building and the identification of our true
institutional needs and requirements; including the
formulation of Company policies, development
objectives, strategies, and actions plans for the
period 2007 until 2010.

However, the Company’s management believes
that this plan is a flexible instrument that needs to
accommodate new emerging priorities, in line with
national as well as provincial wastewater policies,
environmental conditions, and actual customer
demands. It is, therefore, the Company’s intention
to review and update the content of this plan
annually, prior to the annual budget process.

The success of the plan's implementation will
largely depend on an adequate revenue stream
through the application of a cost covering customer
tariff and the thorough guidance of the Company’s
director and the Company’s owner — the PC of the
province of Bac Ninh.

PART 1:
THE DIRECTOR’S POLICY STATEMENT

The Director's ‘Policy Statement’ is including the
Company’s ‘Mission’, ‘Vision’, ‘Values’, and
‘Strategic Goals'. It represents the guiding
principles for the development and the content of
this CDP. Our employees are committed
ambassadors of the Company’s policy statement,
applying its spirit for strategic planning purposes
and during day-to-day operations.

Our core MissION is the provision of public services
for the communities of Bac Ninh Province,
including demand oriented and high quality water
supply services, drainage and waste water
management services, reduction of groundwater
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nwéc mat, gidam tinh trang ngap lut theo mua &
Thanh phd Béc Ninh. Do vay, Céng ty ching ta sé
gop phan vao viéc cai thién diéu kién méi trudng,
nang cao sirc khoé va lgi ich cong déng, thuc day
phat trién kinh t& cia ngwdi dan thanh phé va cac
dé thi khac & tinh Bac Ninh. Do toéc dd phat trién
nhanh cla tinh Bac Ninh, Cong ty ching ta sé phai
dwong dau véi nhirng thay dbi vé kinh té - x& hoi
dang dién ra va dap rng nhu cau ngay cang tang
vé cac dich vu cong coéng bang cach ching ta phai
lién tuc va chl déng cai tién hoat dong ctia Cong ty
dé dap ng nhu cau khach hang.

Khach hang cla ching ta la nhirng ngwoi hwéng
loi truc tiép tr cac dich vu ctia Céng ty, day ciing
chinh 1a ly do chinh d& Céng ty chung ta ton tai.
Chung ta phai lam cho khach hang cam thay hai
long dé tiép tuc mé rong pham vi dich vu ciing nhw
tao ra cac nhoém khach hang cé kha ndng san sang
chi trd cho cac dich vu clia Coéng ty. Dam bao cung
cap nuéc sach du vé sé lwong, ap lwc va dam bao
chat lwong theo tiéu chuén Viét Nam, coéng tac thu
gom va x& ly nwéc thai, kiém soat ngap lut trong
cac khu dan cw la nhirng yéu té quan trong dé thoa
man khach hang hién tai va khach hang twong lai
cla cong ty. Hé thdng cap thoat nwéc hién tai va
twong lai 14 nhitng co s& ha tang thiét yéu va can
phai dwoc dam bao day da vé chét lwong va sb
lwgng dé hoan thanh S ménh ctia Cong ty.

Nhiém vu san xuét kinh doanh cia Céng ty phan
anh nhiém vu chinh tri cia UBND tinh Bac Ninh. Vi
vay, ching ta can phai lién tuc cai thién dich vu
cong cong Cong ty cung cép.

Trong 10 nam t&i, Tam NHIN cla chdng ta la vuon
t&i dé tré thanh cong ty co dich vu cap thoat nwéc
tdt nhat ctia khu vuc phia Bac. Ching ta muén
phat trién Coéng ty tré thanh moét Doanh nghiép
Nha nwéc doc lap, tw chia vé tai chinh, khéng phai
dwa vao bao cap cta Chinh phi. D& dam bao cung
cép cac dich vu mét cach bén virng, chang ta phai
cai tién hé théng quan ly va chinh sach néi b cong
ty vé quan ly tai chinh, quan ly quan hé khach
hang, quan ly tai sadn va quan ly ngudn nhan lyc.
Ngoai ra, cung v&i sw phéi hop chat ché cla
UBND tinh va cac bén lién quan khac, ching ta sé
ap dung moét biéu tinh phi chi tiét muc tiéu nham
dam bado du trang trai cho cac chi phi cta dich vu
cap thoat nwéc. Khi ap dung bién phap bu gia
chéo trong co' ciu tinh gid cho khach hang, can
xem xét diéu kién kinh t& -xa hoi ctia khach hang.

Ching ta sé nang cao hiéu qua hoat déng toan
dién clia Cong ty dé dat muc tiéu 1a i 1& that thoat
nwdc sach khdng vwot qua 20% va 80% luwong
nwoc thai sé dwgc thu gom trong khu viec Thanh
phé B&c Ninh. Sw ch&t ché, tinh chi dong trong
quan hé vé&i khach hang va cong tac “gidi quyét

and surface water pollution, and reduction of
seasonal inundations in the city of Bac Ninh. Thus,
our Company contributes to the improvement of
environmental conditions, public health and
convenience, and economic development of the
communities in the city and other municipalities in
the province. Due to the fast development of the
Bac Ninh province our Company will scope with the
ongoing socio-economic transformations and
growing demands for improved public services, by
constantly and pro-actively matching public
demands and requirements with our Company’s
performance.

Our customers, which are the direct beneficiaries
of our services, are the reason for our Company to
exist. Customers need to be satisfied in order to
expand the usage of our services as well as to
generate the customer’s ‘willing-to-pay’ for our
services. The assurance of supplying clean water
in sufficient quantity and pressure as well as water
quality in accordance to Vietnamese standards,
and the collection and treatment of wastewater as
well as the control of floods in urban residential
areas are key factors for satisfying our present and
future customers. The existing and future water
supply, drainage and waste water systems are the
essential infrastructure assets that are required in
sufficient quality and quantity to accomplish our
Company’s mission.

Business tasks of our Company are reflecting the
political orientation of the Bac Ninh PPC. Thus, we
are encouraged to improve our services to pubic
constantly.

It is our VISION to become, over a period of ten
years, the best performing water supply provider
and wastewater managing company in northern
Vietham. We want to develop into an accountable

autonomous government enterprise, operating
financially self-reliant, without essential
governmental subsidies. For accomplishing

sustainable service provisions we will improve a.o.
our management system and our internal policies
on financial management, customer relations
management, asset management and HRM.
Moreover, we will, in close cooperation with the PC
and other stakeholders, introduce an objectively
elaborated cost covering tariff for our water supply,
drainage and wastewater management services.
Cross subsidies within the customer tariff structure
takes into account the socio-economic conditions
of our customers.

We will increase our overall performance to the
extent that ‘non-revenue-water water doesn’t
exceed 20% and wastewater is collected in over
80% of urban areas of Bac Ninh City. Close and
pro-active interactions with our customers and
efficient ‘customer complaint management’ will
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khiéu nai ctia khach hang” hiéu qua sé dan dan
mang lai sy hai ldng cho khach hang ma déi voi
ching ta day Ia mét chi sé6 quan trong dé danh gia
hiéu qua hoat déng clia Cong ty.

Ché d6 dai ngd cta Cong ty ddi véi cac ca nhan
cling nhw tap thé, dwoc thuc hién dwa trén mot tap
hop cac PHUONG CHAM da duoc théng nhat cla
Céng ty, dwoc van dung bén trong cling nhw bén
ngoai Cong ty, déu co tac dong téi mbi quan hé
qua lai gitra cac nhan vién Coéng ty, gilva nhan vién
clia Cong ty v&i khach hang va véi cac ca nhan va
cac t6 chirc c6 lién quan khac.

Cac Phwong cham clia Cong ty sé chi phéi thai do
va cach &ng x&r cla ching ta bao gdm céac thudc
tinh sau day:

e Quyét doan va Nang dong

e Trung thwe, Trung thanh va Doan két

e Tbn trong va Than thién

e Minh bach va Cé&i m&

e Hiéu qua va An toan

e Tin cay va Trach nhiém giai trinh

e Dan chd va Binh déng

Dé dat dwoc tdm nhin clia Céng ty, ching ta xac

dinh cac muc tiéu chién lwoc quan ly nwéc thai
dén nam 2010, nhv sau:

e Xay dung hé théng thu gom va x& ly nwéc thai
mai

e Tai co cau td chirc theo yéu cau quan ly nuéc
thai

e Thiét lap hé thdng quan ly nwéc thai phu hop
va toan dién

e Dam bao tinh bén virng cta dich vu bang cach
ap dung gia nwdc thai du qé trang trai cac chi
phi lién quan va co ché diéu chinh gia minh
bach

e Tang cwong thong tin khach hang va mé rong
sy tham gia clia cong dong

o Thiét lap Hé thbng Quéan ly Chét lwong theo
tiéu chuén 1SO 9001

e Nang cao kién thirc bang cach chia sé kinh
nghiém v&i cac cong ty trong va ngoai nwéc

gradually improve customer satisfaction, which is,
for us, a key performance indicator.

The behavior of our Company, individually and
collectively, is guided by an agreed set of corporate
VALUES, applicable internally as well as externally;
and as such, affecting the interactions of our
employees - among each other, with our
customers, and other related external individuals
and institutions.

Our corporate values that are governing our
behavior comprise the following attributes:

e Determination and Motivation

e Honesty, Loyalty and Solidarity

e Respect and Friendliness

e Transparency and Openness

o Efficiency and Safety

e Trustworthiness and Accountability
e Democracy and Equality

For accomplishing our corporate vision we
identified some basic waste water management
related STRATEGIC GOALS that we like to implement
until 2010, as follows.

e Construct new drainage and wastewater
collection and treatment facilities

e Reorganize our organizational structure in
accordance to the requirements of waste water
management

e Set-up a comprehensive and suitable waste
water management system

e Assure sustainability of services through the
introduction of cost covering customer tariffs
and transparent tariff adjustment mechanism

e Enhance customer information and community
participation

o Establish the Quality Management System
following 1ISO 9001

e Improve our knowledge through sharing of
experiences with other national and
international companies
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PHAN 2: ) ) _ .
CAC MUC TIEU PHAT TRIEN CONG TY

Nam bat co hodi va duwong dau véi nhirng
khé khan, tding cudng thé manh va vuot
qua nhirng thach thirc 14 cac nguyén tac chi
dao trong céng tac té chirc va thé ché cla
Cong ty.

Muc tiéu cua Phat trién Thé ché va Té chirc

Muc tiéu cta Phat trién Thé ché va Té chire la tim
toi nhitng thay ddi hop ly, nhitng diéu chinh va
nhirng cai tién vé cac diéu kién khung cho hoat
doéng, co cau td chire va quan ly ctia Cong ty. Cong
viéc nay nhdm tao ra cac diéu kién khung thuan loi,
cho phép Cong ty hoan thanh cac muc tiéu phat
trién va cac méc muc tiéu chién lvoc theo ding
tién do va hiéu qua kinh té.

Céc diéu kién khung déi khi can dwoc diéu chinh
dé thich nghi dwoc véi cac thach thirc ngay cang
tang déi véi Cong ty. Tang cwong co ché tw cha va
chinh sach gia r6 rang, nhirng quy dinh thich hop
cta nganh va kiém toan, nang cao trach nhiém giai
trinh 14 nhitng diéu can thiét d& dap wng cac ky
vong ngay cang tang cGa khach hang, nhu cau
ngay cang I&n vé vén, dau tuw méi, thay thé, chi phi
van hanh va nhirng diéu kién khach quan khac lién
quan dén hoat déng ctia chung ta.

R4t can nhirng thay ddi ndi bo dé rut ngén khoang
cach gilra khung phap quy cla nha nwéc voi cac
yéu cau cung cap dich vu va cac ky vong cua
khach hang. Céng ty can dwoc quén ly theo cach
thirc hiru hiéu va hiéu qua, dadm bao chi phi van
hanh thap. Véi sy tin twéng chung la hoat dong
‘bén virng’ can dén viéc ap dung tinh gia du trang
tréi cac chi phi, chung ta cam két quan ly cac hoat
doéng theo phong cach chuyén nghiép va cung cap
cac dich vu theo céac tiéu chuan tét nhat cé thé va
v&i chi phi thp nhat co thé.

Chién lwoc phat trién thé ché va td chirc toan dién
cla chung ta cudi cung sé dwa lai cac hoat déng
hiéu qua va bén virng. Do do, cac chién lvgc duoc
trinh bay trong Ké hoach phat trién cong ty nay sé
dé cap dén cac linh vuc chd yéu, bao gdm ca quan
ly tai chinh, quan ly quan hé khach hang, quan ly
tai s&n va quan ly ngudn nhan luc.

PART 2:
CORPORATE OBJECTIVES

Seizing  opportunities and  opposing
constraining weaknesses, fostering our
strength and overcoming possible external
threats are the Company’s guiding
institutional and organizational principles.

Objectives of Institutional and
Organizational Development

The objective of institutional and organizational
development is the quest for appropriate changes,
adjustments, and reforms of the Company’s
institution framework conditions, organizational
structure, and management set-up. The ultimate
aim is the establishment of ‘conducive’ framework
conditions that allows the Company to achieve, in
a timely and cost efficient manner, our corporate
objectives and strategic goals.

Framework conditions need to be adjusted from
time to time to address the growing challenges of
the Company. Incremental institutional autonomy
and clear tariff policy, proper sector regulations
and audit, and improving accountability are in need
to overcome increasing customer expectations,
increasing  capital requirements for new
investments and  replacements, increasing
operational cost, and other externalities related to
our operations.

Internal changes must take place to bridge
between the government’s regulatory framework
and the service delivery requirements and
community expectations. The Company must be
managed in an efficient and effective manner,
assuring ‘least’ cost operations. In line with
generally accepted belief that ‘sustainable’
operations require the introduction of a ‘cost
covering’ customer tariff, we are committed to
manage our operations in a professional manner,
and, as such, delivering our service at ‘best
possible’ standard and ‘lowest possible’ cost.

Our comprehensive institutional and organizational
development strategy will lead, ultimately, to
efficient and sustainable operations. Hence, the
strategies addressed in this CDP, address our

main operational fields, including financial
management, customer relations management,
asset management, and human resources
management.
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Tinh hinh hién tai vé Thé ché va Té chirc

Ché do giam sat tir bén ngoai

S& Xay dung la co quan chinh tién hanh giam sat
tlr bén ngoai. Hiéu qua hoat dong clia Cong ty
ching ta dwgc S& Xay dwng danh gia hang thang.
Hang quy, S& Tai chinh sé giam sat chung cac
hoat dong tai chinh ctia Céng ty.

Cho dén nay, pham vi trach nhiém va nhiém vu déi
v&i hé théng cong trinh thoat nwéc hién co va ca
cac cong trinh thu gom ciing nhw cac coéng trinh xt
ly nwée thai sé dwoc xay dwng trong twong lai can
dwoc UBND tinh xac dinh cu thé. Tt do, can thiét
phéi c6 quy dinh mét khung phéap quy cla tinh vé
viéc cung cap céac dich vu vé thoat nudc, trong d6
xac dinh ré quyén han va nghia vy clia UBND, cac
bén cé lién quan khac, Cong ty va khach hang.

Chinh sach ndi bd va Co ciu quan ly

Chinh sach ndi bé ctia Cong ty chung ta tap trung
vao viéc phan dinh ré rang cac chirc nang va trach
nhiém bén trong co quan. Hién cac quy ché nay
can dwoc ra soat lai cho phu hop véi viéc quan ly
nwéc thai va cac hoat dong.

Cho t&i nay, cac hoat déng clia ching ta tuan theo
mot sb cac chinh sach ndi bo. Dé thich (rng véi cac
nhiém vu mé&i nham phat trién Cong ty va viéc
quan ly cac tai san cong trinh méi, Céng ty can
dinh ky ra soat cac chinh sach hién cé va stra doi
bd sung mdt cach co hé théng.

Ban Nghi quyét vé& “Quan ly hoat déng san xuét
kinh doanh ctia Céng ty” ngay 26/6/2002 da noi Ién
s cam két clia cong ty trong viéc d6i méi, nhu 1a
cac chinh sach dbi ngoai, cac chinh sach dbi noi,
chrc nang va nhiém vu cac phong, ban, don vi,
ché d6 quan ly can bd céng nhan vién. K& hoach
phat trién cong ty dwoc xay dwng trén cac cam két
doé théng qua viéc thuc hién cac ké hoach hoat
doéng.

Mét tai lieu th& hai, nhan dé Quy ché thuc hién
dan chu trong Doanh nghiép nha nwéc” do Giam
dbéc Cong ty ban hanh thang 11/2000 theo Nghi
dinh cta Chinh phu thang 2/1999. Bén canh nhirng
quy dinh chung, van ban da dat ra nhitng van dé
nhw la tinh minh bach néi bd, sy tham gia cla
céng dong, quyén cla ngudi lao dong, pham vi
quyén han ra quyét dinh, cac quyén kiém soat va
giam sat clia nguwoi lao dong.

Céng ty da soan thao nhiéu quy ché va quy trinh
tha tuc dwogc coi la nhirtng céng cu quan ly, bao
gdm céc van ban sau day:

e Ngay 25/05/1998: ‘Quy dinh vé chrc nang

Current Institutional and Organizational
Situation

External Supervisory Regime

The Department of Construction (DoC) is the main
actor of general external supervisory. Our
Company’s performance is evaluated on a monthly
basis by a DoC’s supervisory team. A quarterly
delegation of the DoF supervises our financial
affairs, in general terms.

At present, the scope of responsibilities and tasks
with regard to the exiting drainage facilities and the
future waster water collection and treatment works
need to be finally defined by the PPC. It is,
therefore, recommended to set up a clear
provincial regulatory framework for the provision of
waste water services, defining the rights and
obligations of the PC, other key stakeholders, the
Company, and the customers.

Internal Policy and Management Structure

Our Company’s internal policy is focused on an
unmistakable allocation of functions and
responsibilities within the organization. These
regulations will, now, be re-addressed to check
their appropriateness with regard to waste water
management and operations.

So far, our operations are guided by a nhumber of
internal policies. To accommodate new tasks that
are required for the Company’s development and
the management of the new wastewater assets,
the Company is periodically reviewing our existing
policies and renewing them systematically.

The resolution on ‘Operational Management and
Business Organization’ dated on June 26, 2002
describes our commitment on reforms issues, such
as: external policies, internal policies, functions
and duties of departments and sections, and staff
management regime. The CDP is building of these

commitments through the implementation of
agreed action plans.
A second document, called ‘Regulation on

Democratic SOE Implementations’, was issued by
the Company’s Director in November, 2000,
following a governmental decree of February 1999.
It contains, besides general regulations, issues
such as the development of internal transparency,
community participation, the rights of employees,
scope of decision making, control and supervisory
rights of employees.

Our Company has prepared, in addition, a number
of regulations and procedures, which are
considered as management tools, including the
following:
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nhiém vu dwgc phan céng cho cac phong ban,
don vi thuéc Cong ty CTN Bac Ninh’

e Ngay 15/09/1998: ‘Quy ché lam viéc ctia Céng
ty CTN’

« Ngay 13/04/2001: ‘Quy ché Diéu hanh cac doi
san xuat’

« Ngay 14/12/2004: ‘Quy ché hoat dong clia T6
Xay lap’

» Ngay 07/01/2005: ‘Quy ché lam viéc cta Ban
Giam doc’

e Ngay 07/06/2005: ‘Quy ché lam viéc ctia Ban
QLDA

¢ Ngay 09/06/2005: ‘Chirc nang, nhiém vu clia
Doi Thoat nwdc doé thi’

o Ngay 30/06/2005: ‘Quy ché lam viéc cta Doi
Thoat nuwéc’

e Ngay 01/08/2005: ‘Chtrc nang, nhiém vu cua T6
Thanh tra Cap thoat nwéc’

Hon nira, chung ta dy dinh sé& sap xép lai co cu
t6 chirc dé thich (rng v&i nhiém vu méi vé Quan ly
nwéc thai mot cach cé hiéu qua, thiét 1ap cac so do
ludng ré rang cho tirng hoat déng chinh trong co
quan, dam bao rang cac mdi lién hé gitra bo phan
Quan ly nwéce thdi va cac phong, ban cé lién quan
khac ctia Cong ty dwoc thé hién day da.

Cac hwdng dan vé 1anh dao, sy tham gia clGa can
bd cong nhan vién, sy khuyén khich thi dua va
khen thwdng sé& duwoc trién khai trong mot thoi
gian, nham nang cao hiéu qud quan ly va moi
trwong lam viéc thuan lgi. Chang ta sé hoach dinh
cac chuwong trinh dao tao dé can bd céng nhan
vién lam quen v&i cac ky nang va phwong phap
qguan ly hiéu qua.

Kiém tra n6i bo:

Cong ty chung ta da thanh lap Té Thanh tra vao
thang 7/2005. Nhiém vu cta T nay 1a thwc hién
thanh tra cac hoat déng clia Céng ty va truc tiép
bdo cdo v&i Gidam dbc Céng ty. Cac hoat dong
thanh tra thwdng xuyén bao gdm: cong viéc xay
dwng clia cac don vij trong Cong ty, cong viéc van
hanh va bao dwdng, hiéu qua thu phi va quan ly
phan nan cta khach hang. Hon niva, Té Thanh tra
lubn gitr vi'ng méi lién hé v&i cac phwong, xa dé
nam rd cac nhu cau phuc vu hién hanh va nhirng
blrc xuc.

Té Thanh tra dbi v&i ching ta 1a mot hé théng hé
tro hiru hiéu. Chung ta co ké hoach hoan chinh lai
cac quy trinh thd tuc 1am viéc va quyén han ctia T6
Thanh tra dé& cé thé gat hai tot nhat cac két qua
hoat ddng nay nhdm dat dwoc hiéu qua hoat déng
that dung dan cla toan Coéng ty. Cac quy trinh thu
tuc lam viéc sé dwoc chuan hoa va cac bao cao sé
duwoc lap thwdng xuyén dé cé thé do lwdng duwoc
céac két qua.

e 1998, May 25: Functions and Duties of
Departments and Subordinated Sections of the
Company

e 1998, September 15: Working Regulation for
the BN-WSSC

e 2001, April 13: Regulation on Management of
Production Units

e 2004, December 14: Operational Regulation
for the Construction Team

e 2005, January 07: Working Regulation for the
Board of Directors

e 2005, June 07: Working Regulation for the
Www PMU

e 2005, June 09: Functions and Duties of the
WWA&D Unit

e 2005, June 30: Working Regulation for the
WW&D Unit

e 2005, August 01: Functions and Duties of the
WS & WW Inspection Team

Moreover, we intend to re-address our
organizational structure for accommodating the
new waste water management task efficiently, and
establish clear flow charts for each internal key
activity, assuring that interfaces between the waste
water department and related Company
departments are sufficiently described.

Guidelines on leadership, staff participation,
motivation, and incentives schemes will be
developed over a period of time, aiming on the
development of a conducive management and
working environment. We schedule training
sessions to familiarize our staff with new efficient
management skills and methods.

Internal Audit

Our Company has established an internal
inspection team in July 2005. Its task is to perform
regular inspections of our operations and to report
directly to the Company’s Director. Regular
inspections comprise: construction works of the
Company’s units, O&M works, tariff collection
efficiency, and the management of customer’s
complaints.  Furthermore, the team maintains
regular exchange with communes and wards to

understand prevailing service needs and
constraints.
The inspection team is for us a useful

management support system. We are planning to
re-address the work procedures and authorities of
the team, for achieving best possible benefits of
the team’s activites to capture the true
performance of our Company. Work procedures
will be formalized and regular reports will be
produced to enable effective follow-up measures.
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Co céu tb chire

So d6 dudi day mé ta co cau tb chirc hién hanh
cua Cong ty Cap thoat nwéc Bac Ninh.

Organizational Structure

The following figure shows
organizational chart of the BN-WSSC.

the current

SO PO TO CHUC Cty BAC NINH/ORGANIZATIONAL CHART OF THE BN-WSSC
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phat trién twong lai ctia Cong ty ching ta. Co céu
lai Cong ty mot cach hop ly, hiéu qua va logic la
mot trong nhirng th(r thach hién tai va twong lai
cho phép ching ta hoan thanh dwoc cac nhiém vu
va trach nhiém vé sau.

Cac ké hoach kinh doanh va phat trién ndi bo

Chung ta da lap mot s6 bao co vé ké hoach phat

trién Iam dinh hwdng cho cac hoat dong, bao gom:

» Ngay 29/08/2001: “Bao cao qua trinh phat trién
cua Hé thong cap nuwéc Thi xa Bac Ninh giai
doan 1997-2001” va “Ké hoach phat trien 2001-
2005”

* Ngay 13/02/2005: “Tom tat bao céo vé viéc thuc
hién ké hoach nam 2004 va Binh hwéng ke
hoach nam 2005”

e Thang 06/2005: “Bao cao tinh hinh phat trién
cua Hé thong cap nuwéc Thi xa Bac Ninh giai
doan 2001-2005” va “Ké hoach phat trién 2005-
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The organizational structure is a key issue for the
future development of our Company.
Restructuring the Company in a rational, efficient
and logic way, is one of the present and future
challenges, enabling us to meet our future tasks
and responsibilities.

Internal Business & Development Plans

We have several reports on development plans
available in the Company that are used as an
internal orientation, including:

e 2001, August 29: ‘Report on the Development
Process of the Bac Ninh WS System for the
Period 1997-2001" and the ‘ Bac Ninh WSSC
Development Plan for 2001-2005’

e 2005, February 13: ‘Summary Report on
Implementation Plan 2004 and the Orientation
for the 2005 Plan’

2005, June: ‘Report on the State of
Development of the WS System in Bac Ninh
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20107

e “Cac chi tieu ké& hoach cho D6i Quan ly Thoat
nwéc nam 20057

Céac hop ddng dich vu

La mét Doanh nghiép Nha nwaéc, chiu trach nhiém
quan ly cac cong trinh ha tAng va cung cip cac
dich vu cdng cong, Cong ty ching ta luén phai tim
moi cach dat dwoc hiéu qua hoat dong tét nhat co
thé duwoc. Piéu d6 sé& dan dén phai xem xét can
nhic dén viéc ‘thué ngoai’ mot sd hoat dong va
dich vu cé thé dwoc cung cép tir cac don vi dich vu
khac véi hiéu qua kinh té Ién hon, chdng han nhw
cac tb chirc cong ddéng hodc cac hang tw nhan
chuyén nganh. Tuy nhién, hién xét thdy cac tb
chc nay chua du ndng lwc chuyén mén. Do dé,
Cong ty sé tirng buwdc danh gia va lwa chon roi ky
hop dong véi diéu kién 1a thué ngoai phai la
phwong an kinh té va xa hoi tét. Cac dich vu nay
c6 thé bao gdm: Tham van va diéu tra cong ddng,
cac chién dich nang cao hiéu biét, doc dong hd
nwéc, thu tién nwéc, rat hdm cau, bdo duéng may
moc va thiét bi, v.v..

Cac Chién lwoc Phat trién ciia Cong ty

Quan hé dbi ngoai

Xay dwng va duy tri cac méi quan hé dbi ngoai can
thiét la mot yéu cau rat quan trong 60| v&i chung ta,
mot doanh nghiép nha nwéc, cung cép céac dich vu
coéng cong cho cong dong Cong viéc diéu chinh
dan cac diéu kién khung clia Cong ty ching ta can
dén nhitng méi quan hé mat thiét v&i cac bén co
lién quan. Bwa khach hang dén gan voi Cong ty va
hiéu dwoc cac nhu clu va hoan canh cla cong
ddng 1a rat quan trong déi véi Cong ty ching ta
trong viéc phat trién cac chién lvoc dich vu twong
lai. Do d6, ching ta cam két sé& ra soat lai va diéu
chinh cac chinh sach déi nodi va cach &ng x& cla
minh v&i cac bén co lién quan, bao gbm UBND
tinh, UBND Thanh phd, S& Xay dwng, S& Tai
chinh, S& Tai nguyén - Méi trwdng, cac nhéom cdng
déng...

Xay dwng mdi quan hé tét véi cac cong ty Cép
Thoat nwéc cac tinh ban va Hoi Cap thoat nwéc
Viét Nam sé& la mot phan chién lwoc cla chung ta
nham cai tién hoat dong ctia Cong ty.

Cac diéu kién khung

Sw thanh cong cla cac hoat déng clia Cong ty
ching ta phu thuéc rat nhiéu vao khung phap quy.
Twng bwdc cai thién dan cac diéu kién hién tai va
ap dung cac quy dinh méi phu hgp véi S ménh
va Tam nhin cGa Céng ty chung ta 1 cong viéc
chinh yéu da&m bao cho cac dich vu cla ching ta
dwoc bén virng. Tl d6, ching ta cam két sé& déi
thoai toan dién v&i cac bén hiru quan nham phat

for the Period 2001-2005’ and the
‘Development Plan for the Period 2005-2010°

e ‘Planning Indicators for Waste Water Brigade
Year 2005’

Service Contracts

As a SOE, being responsible for managing public
infrastructure and the provision of public services,
our Company will at all times seek for best
possible operational efficiency. That leads to the
consideration to ‘out-source’ activities and services
that can be provided more economically by a third
party, e.g. community organizations or private
specialized firms. However, for the time being,
such organizations are not yet considered
competent. Therefore, our Company will gradually
evaluate such options and will enter into ‘service
contracts’ in the event that out-sourcing is an
economic and or social alternative. Such services
can include: community consultations and surveys,
awareness campaigns, meter reading, bill
collection, septic tank sludge collection,
maintenance of machinery and equipment, etc.

Our Corporate Strategies

External Relations

Building and maintaining meaningful external
relations is a paramount requirement for us as a
SOE, providing public services to our community.
Gradual adjustments of our Company’s framework
conditions require fruitful relationships with our
stakeholders. Bringing our customers closer to the
Company and understanding the needs and
conditions of the community is important for us in
developing our future service strategies. We are,
therefore, committed to review and adjust our
internal policies and our behavior in dealing with
our stakeholders, including the PPC, City PC,
DoC, DoF, DoNRE, community groups.

Establishing good relationship with other WS &
WW companies and the VWS Association is part
of our strategy for improving our corporate
performance.

Framework Conditions

The success of our operations depends very much
on the Government’s regulatory framework.
Gradually improving existing conditions and
introducing new regulations that are in favor of our
Company’s mission and vision are essential for
sustaining our services. Hence, we are committed
to enter into a comprehensive dialog with our
stakeholders, aiming for the development of
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trién madi trwdng khung thuan lgi. Tinh tw chd vé
quan ly thong qua viéc ky két mdt hop ddng quan
ly chinh thirc, cung véi kiém toan chuyén nghiép tw
bén ngoai, chinh sach thay thé tai san ré rang va
thu tién t khach hang du trang trdi cac chi phi la
mot s6 van dé quyét dinh nhat vé phap quy.

Tw chd tai chinh

Day la chién lwoc trung han nham phat trién Céng
ty chung ta thanh mét doanh nghiép tw chi vé tai
chinh, ddi héi v& nguyén téc, cac dich vu cong ich
phai dwoc trang trai bang gia dich vu. Tuy nhién,
chung ta hiéu rang trong thdi gian téi, Céng ty van
dwoc sw hd tro tai chinh tir UBND tinh. Chung ta
sé dé nghi UBND tinh cho phép lap mét chién luvoc
nham tirng bwédc x6a bd tro cap, mang lai lgi ich
cho Nha nuéc, Cong ty va khach hang cua chung
ta.

Quan ly theo muc tiéu

Ban K& hoach phat trién cong ty nay la mét cong
cu k& hoach va quan ly gitp cho viéc thwc hién
Tam nhin, cac Muc tiéu va cac Moéc muc tiéu cta
Cong ty. K& hoach nay sé gitp cho I&nh dao cling
can bd cong nhan vién quan ly va van hanh Cong
ty trén co' s& cac muc tiéu cu thé da duwoc xac dinh
va thiét 1ap tw trwdc, sé dan nang cao dugc hiéu
qua hoat dong clia ching ta cung véi chat lwong
cung cap dich vu. Ngoai ra, Ban ké hoach phat
trién cong ty con la mét cdng cu théng tin, ddm bao
cho cac co quan hiru quan chinh cda chung ta nhw
UBND tinh, S& Xay dwng, S& Tai chinh, v.v.. dwgc
thong tin day da vé cac chién lwoc va ké hoach cua
chung ta. Viéc xem xét K& hoach phat trién cong ty
hang nam sé dam bdo cac hoat dong clia chung ta
dwoc diéu chinh phu hop véi nhitng thay dbi moi
trwong phuc vu.

Cac chinh sach dbi ndi va cac muc tiéu

Céng ty chung ta dw dinh sé& chuyén céac két luan
cta ban “Nghi quyét vé Té chirc va diéu hanh cong
tac SXKD cuia Cong ty” thanh cac chinh sach ndi
bd ctia Cong ty, bao gdm cac van dé sau day: tim
kiém sw hd tro cla cac bén hiu quan dé ting
cwdng hiéu qua hoat dong clia Cong ty, xay dwng
niém tin gitra cac co quan hivu quan, khach hang
va Coéng ty, 16i cudn cong ddng tham gia vao viéc
cai thién cac dich vu clia chung ta, va cai thién hiéu
qua hoat dong cua Coéng ty thdng qua cac nghién
clru so sanh.

Diéu d6 nham nang cao hiéu qua hoat dong va
dich vu khach hang théng qua viéc tirng buédc cai
thién cac cam két, tao dong lwc thuc day, hiéu qua,
sy minh bach, trach nhiém giai trinh va cubi cung
nhwng khdong kém phén quan trong la s tin nhiém
clia chung ta.

conducive framework conditions. Managerial
autonomy through the introduction of a formal
management contract, professional external audit,
clear asset replacement policy, and cost covering
customer tariffs are some of the most decisive
regulatory issues.

Financial Autonomy

It is the medium-term strategy to develop our
Company into a financially self-sufficient
enterprise, which requires, in principle, that all our
public service provisions are covered and
reimbursed through a customer service
charge/tariff. However, we are aware that for
period of time our Company needs on-going
financial assistance from the PPC. We are
committed to communicate with the PPC on the
establishment of such a strategy in order to abolish
subsidies over a period of time, which should be
beneficial for the Government, our Company and
our customers.

Management by Objectives

This CDP is a planning and management tool that
is streamlining our corporate vision, objectives,
and institutional goals. It will help the management
and staff alike to manage and operate the
Company on the basis of defined and agreed
tangible objectives and will, as such, gradually
improve our performance and service delivery
quality. Moreover, the CDP is also a
communication tool, assuring that our main
stakeholders, e.g. PC, DoC, DoF, etc. are well
informed about our strategies and plans. Annual
reviews of the CDP will assure that our activities
are adjusted to the changing environment of our
services.

Internal Policies and Obijectives

Our Company intends to transform the stipulations
of the ‘Resolution on Operational Management and
Business Organization’ into binding internal
corporate policies, including the following issues:
seeking stakeholder support to strengthen our
corporate performance; building trust between our
clients, customers and the Company; engaging the
community for improving our services; and
improving our performance through comparative
studies.

It is our aim to improve our internal performance
and customer services through the gradual
improvement of our commitments, motivation,
efficiency, transparency, accountability, and last
but not least our credibility.
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Vé chién lwoc ma ndi, chung ta sé ra soat lai va
ban hanh mé&i moét cach toan dién cac chinh sach
ndi bd vé: co ciu quan ly Cong ty, hé théng quan ly
tai chinh va thu tién, quan hé khach hang va su
tham gia cua cong dong quan ly tai san va cong
trinh va quan Iy ngudn nhan lyc. Cac chién lwoc
nay sé dwoc vach ra trong cac chwong sau cla
Ban Ké hoach phat trién Cong ty nay.

Cac quy trinh thd tuc ndi bo

Cac chirc nang, nhiém vy va hiéu qua cla cac
phong ban, don vi va td doi sé dwoc soan thao lai
va slra d6i cho phu hop. Cac don vi ciia Cong ty
can dwoc co cau lai thanh mot hé thdng té chire rd
rang, tap trung vao cac hoat déng chinh yéu va
phu hop vé&i cac muc tiéu va nhiém vy quan ly
nwéc thdi méi. Thanh 1ap mét ‘Bé6 phan cham séc
khach hang’, mét ‘Don vi quan ly nwéc thai', va
mét ‘Trung tdm Lwu triy Ho6 so tai san’ 1a nhirng vi
du cho viéc co cau lai ma chung ta dang dw dinh
sé thyc hién trong Cong ty.

DPé ting cwong hoat déng trong ndi bo cong ty,
Cong ty sé thiét lap cac quy trinh tac nghiép chuan
(SOP) mé ta nguyén tac, cac hoat dong va co ché
ra quyét dinh vé cac van dé ky thuat, tai chinh va té
chtre hanh chinh.

Cac quy trinh tac nghiép chuén (SOP) d&c biét cho
Bon vi quan ly nwéc thai sé du(_yc wu tién thiét lap
dé phu hop voi cac yeu cau cta quan ly nuwéc thai
dung cach, bao gébm ca quan ly tai chinh, quan ly
khach hang, quan ly tai san va quan ly nguén nhan
Iwc.

Céc chirc nang va nghia vu ctia méi phong ban,
don vi sé dwoc dé ra dung mirc, cac mdi quan hé
tac nghiép gitra cac phong ban va don vi nay sé
phai don gian héa va xac dinh ré rang. D& cho qua
trinh thwe hién cac tha tuc quan ly dwoc dé dang,
ching ta s& soan thdo cac so dd ludng, bao gom
cac so d6 ludng vé diéu hanh va chi dan, céac tac
nghiép chuan vé cac hoat déng chinh va viéc thu
thap di liéu.

Kiém toan noi bd

Cai thien hé théng kiém tra, kiém toan ndi bo la
mot trong cac chién lwoc clia chung ta nham nang
cao hiéu qua hoat dong clia Cong ty. Cai thién hé
thdng kiém tra, kiém toan noi bo sé giup cho lanh
dao phat hién cac sai s6t va cac bwrc xuc trong
hoat ddng, va cu thé sé hd tro' qua trinh quyét dinh
va lam cho l&nh dao ra dwoc cac quyét dinh ding
dén va kip thoi.

Hé théng théng tin quan Iy

Mot Hé théng théng tin quan ly duwoc 1ap toan dién
trén may vi tinh va hang loat cac mau bao cao sé
dwoc trién khai va dwa vao hoat dong trong thoi
gian t&i. Théng tin xac thye va kip théi, ludn cé san

Strategically, we will review and reformulate
comprehensively our internal policies on: corporate
management structure; financial management and
a tariff system; customer relations and community
participation; asset management, and human
resources management, as outlined in the
following chapters of this CDP.

Internal Procedures

The functions, tasks and efficiency of our divisions,
units and teams will be re-addressed and modified,

as required. The Company’s units need to be
restructured into a transparent organizational
system, focusing on our core activities and

accommodating the new waste water management
objectives and tasks. An efficient ‘Customer Care
Unit’, a ‘Waste Water Management Unit' and an
‘Asset Documentation Center’ are samples of
various new structures that we intent to establish
within our Company.

For improving our internal performance, the
Company will prepare ‘standard operation
procedures’ (SOP), which are describing each
principle type and flow of activities and the
decision making structure related to technical,
financial, and administrative issues.

SOPs, in particular for the new waste water
department are a matter of priority to
accommodate the requirements for proper waste
water management, including financial
management, customer management, asset
management, and human resources management.

The functions and obligations of each department
and unit will be sufficiently described; operational
interfaces in-between those departments and units
will be minimized and clearly defined. For
facilitating the internal management procedures we
will prepare flow charts, including: management
commands and instructions, standard operations
of key activities, and data collection.

Internal Audit

Improve the existing internal audit and control
system is one of our strategies for increasing our
performance and efficiency. Improved internal
audit and control will help the management to
detect irregularities and operational constraints,
and as such, will support the internal decision
making process and will enable the management
to do the ‘right’ decisions at the ’right’ time.

Management Information System (MIS)

A comprehensive computerized MIS and a series
of reporting formats will be developed and set into
operation over a period of time. Reliable real time
information, available for the Director and the
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cho Giam déc va lanh dao cap trén 1a diéu cbt yéu
thuan loi cho qua trinh ra cac quyét dinh cta lanh
dao va cho phép tién hanh diéu chinh kip thdi méi
khi can thiét.

Tao dong lwc va khuyén khich

Céac huéng dan vé sy lanh dao, sw tham gia cla
can bd cdng nhan vién, chinh sach tao dong Iyc va
cac phuong sach khuyén khich sé can dwoc ra
soat lai, stra dbi va ap dung trong thoi gian toi
nham cai thién hé théng quan ly cla chung ta va
mai trwong lam viéc cta Cong ty.

Quan ly theo hiéu qué hoat ddong

Quan ly theo hiéu qua cong viéc nham dam bao
rang cac quyét dinh, chi thi va hoat déng dwoc gén
lién v&i cac chinh sach ndi bd, quy trinh tha tuc,
tiéu chuan va muc tiéu da dwoc thédng qua; bao
gbm céc linh vuc ky thuat, tai chinh va quan hé
khach hang. Céng ty sé xay dwng b0 “tiéu chi danh
gia hiéu qua cong viéc’ va coi day la mét tham
chiéu muc tiéu cho cac hoat dong cua cong ty.
Giam sat cac tiéu chi danh gia hiéu qua cong viéc
la mot phan coéng viéc hang thang cua cong ty,
nhdm hé tro ban 1anh dao coéng ty trong cong tac
giam sat hoat dong cong ty va ap dung cac bién
phap diéu chinh, khéc phuc néu can thiét .

Chirng chi ISO 9001

Chung ta cam két sé ap dung chtrng chi ISO 9001
dé cai thién viéc quan ly chat lwong ndi bd cla
Cong ty. Viéc Quan ly chat Iuo’ng ngay cang tré
nén van dé quan trong trong quan ly nhdm nang
cao hiéu qua hoat déng va chat lwong céac dich vu
chuing ta cung cép cho khach hang va céng déng.

Cac Ké hoach hoat déng

Phan tiép theo day Ia phan mé ta nhirng ké hoach
hoat ddng ctia chung ta. Nhitng ké hoach nay da
dwoc xac dinh trong qua trinh soan thao K& hoach
phat trién Cong ty. Chung ta coi day la nhitng dé
xuét ban diu cla su phat trién Coéng ty da dwoc
sap dat. Theo thoi gian, chung ta sé cap nhat va
diéu chinh cac ké hoach nay theo cac nhu cau noi
bd va cac yéu ciu clia bén ngoai.

M6 ta cac hoat dong chinh

Cac quan hé déi ngoai

Thiét 1ap va cai thién quan hé dbi ngoai v&i cac bén

htu quan (vi du UBND, S& Xay dung, S& Tai

chinh, S& Tai nguyén - Mbi trwdng, cdng dong dan

Cw, V.V...)

Hoat ddng chinh bao gém:

e Ra soat lai cac quan hé véi cac co quan cép
tinh co lién quan

e Xac dinh cac yéu tb va nhan té quyét dinh

upper management, are essential to facilitate the
management’s decision making process and to
allow for timely ‘corrective’ actions, whenever
required.

Motivation and Incentives

Guidelines on leadership, staff participation,
motivation, and staff incentives schemes will be
revised, respectively developed and introduced
over a period of time to improve our management
system and the working environment of our
Company.

Performance Oriented Management

Performance Oriented Management ensures that
decisions, instructions and activities are related to
internally agreed policies, procedures, standards
and objectives; including technical, financial and
customer relations issues. We will set up a set of
‘performance benchmarks’, serving as an objective
reference for our internal operationals. Monitoring
of the performance benchmarks is part of our
routine monthly activities, enabling our managers
to observe our current corporate performance and
apply corrections as deemed necessary.

ISO 9001 Certification

We are committed to introduce ISO 9001
certification for improving the internal quality
management of the Company. Quality
management is an increasingly important
management issue for improving our performance
and providing efficient services to our customers
and community.

Action Plans

The following section is the description of our
action plans that were identified during the CDP
preparation workshop. We consider these plans
as our initial initiative of structured corporate
development. As time requires, we will update and
adjust these plans in accordance to actual internal
needs and external requirements.

Description of Main Activities

External Relations

Build and improve external relations with the
Company’s direct stakeholders (e.g. PC, DoC,
DoF, DoNRE, community groups, etc.).

Main activities include:

e Review relations with directly related provincial
stakeholders

e Defining decisive elements and factors
e Formulate and follow up strategies for
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e D& ra va thyc hién cac chién lwgc cai thién
quan hé doi ngoai

Céc diéu kién khung

Thiét 1ap cac diéu kién khung hiru ich théng qua

cac cac bén hiru quan (vi du UBND, S& Xay dwng,

S& Tai chinh, S& Tai nguyén - Mai trevong...)

Hoat ddng chinh bao gém:

e Phan tich khung phap quy hién hanh, xac dinh
cac vwdng mac va dé xuat nhirng cai tién

e Trinh cac dé xuét véi cac co quan hiru quan,
trao ddi, xin phé duyét va hé tro thuc hién cac
hoat dong cla cac co quan hiru quan

. Cl‘mg‘vé’i co quan hiru quan thye hién triét dé
cac dé xuat ctia Cong ty

« Diéu chinh chinh sach néi bo theo cac diéu kién
khung da duoc thay doi

Tinh tw chd cta Cong ty

Xay dung chién lvoc dé dan dan tang cuong kha

nang déc lap, tw chu tai chinh cla cong ty nham

quan ly va van hanh cac tai san mot cach ben

virng. Gidi thiéu viéc ap dung hgp dong quan ly

chinh thirc gitva chi s& hiru tai san (UBND) va co

quan van hanh quan ly tai san (Coéng ty) la van dé

trong tam.

Hoat ddng chinh bao gém:

e Thanh lap té cong tac va xac dinh hd tro bén
ngoai

e X&c dinh va nghién ctru “cac bai hoc thanh
cobng”

e Phan bb kinh phi, tim tw van bén ngoai va
nghién ctru cac phwong an 'hgp dong' phu hop

e Soan thdo va thdng bao dé xuét, tim kiém sy
giup d& va xin phé duyét

e San sang diéu chinh ndi by cho phu hop voi
cac diéu khoadn clia hop dong quén ly chinh
thire

e Théa thuan va ky hop déng

Cac chinh sach ndi bd

Diéu chinh cac chinh sach noi bod trong cong ty dé

dat dwoc cac muc tiéu clia cong ty.

Hoat ddng chinh bao gém:

e Thanh lap tb cong tac

e Ra soat lai cac tai liéu phap ly hién hanh va cép
nhat cac chinh sach néi bé theo cac quy dinh
cta Chinh phu

e Phd bién cac chinh sach ndi bo dén cac bén
hiru quan va can b cdéng nhan vién Céng ty

improving constrained relationships

Framework Conditions

Build conducive framework conditions through the
Company’s stakeholders (e.g. PC, DoC, DofF,
DoNRE, community groups, etc.).

Main activities include:

e Analyze the prevailing regulatory framework;
identify constraints and formulate proposals for
improvements

e  Submit proposals to stakeholders;
communicate, seek approval and support the
implementation of needed stakeholder actions

¢ Follow-up with each related stakeholder the
implementation of the Company’s proposals

e Adjustinternal policy in accordance to
changing framework conditions

Corporate Autonomy

Develop a strategy for gradually improving the
Company’s corporate and financial autonomy,
aiming at sustainable management and operations
of assets. Focal issue is the introduction of a
formal management contract between the asset
owner (PC) and our Company, as asset managers.

Main activities include:

e Form an internal task force and identify
external support

¢ Identify and study ‘success stories’

o Allocate budget, seek external advisory, and
study suitable ‘contract’ options

e Prepare and disseminate proposal, seek
stakeholder support and approval

e Prepare for relevant internal adjustments to
accommodate terms and conditions of a formal
management contract

¢ Negotiate and sign contract

Internal Policies

Internal policies will be adjusted to support the
achievement of our corporate objectives and goals.

Main activities include:
e Establish task force

e Review current legal documents and update
internal policies in accordance to actual
Government regulations and requirements

¢ Disseminate internal polices to stakeholders
and Company staff
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Xi nghiép Quan ly nwéec thai

Xi nghiép Quan ly nwoc thai moi thanh 13p sé

dwoc té chire lai va hoat dong theo cac nhu ciu da

dwoc xac dinh.

Hoat ddng chinh bao gém:

e Trién khai dé xuét thanh 1ap Xi nghiép Quan ly
nwoc thai

e Trinh cac dé xuét véi UBND tinh Bac Ninh vé
viéc cai thién khung phap quy va xin phé duyét

e B tri co ciu xi nghiép, cac chinh sach va quy
ché

e Xay dwng try s& mai CL’,Ia’ Xi nghiép va mua sém
céac trang thiét bi can thiét

e Tién hanh cong tac dao tao vé Quan ly nuéc
thai

Cac don vi tac nghiép

Thanh lap cac don vi tac nghiép gém: (a) bé phan

cham soc khach hang, (b) bé phan quan ly nwéc

thai va (c) trung tam Iwu trlr ho so tai san.

Hoat ddng chinh bao gém:

e Trién khai t& trinh dé thanh Iap cac bd phan
hoat déng mai

e Giam dbc xem xét, chinh sira va va phé duyét
to trinh

e Trinh phé duyét tai S& Xay dwng va UBND Tinh
Bac Ninh

e Diéu chinh co ciu tb chirc va soan thao cac
Quy trinh tac nghiép chuén

Kiém tra, kiém toan ndi bd

Cai tién hé théng kiém toan va kiém soat ndi bd

hién hanh cla cong ty. Viéc cai tién cong tac kiém

toan ndi bo sé giup cho ban lanh dao Cong ty phat

hién ra nhirng han ché cua Céng ty, tir d6 ho tro

qua trinh ra quyét dinh trong ndi bé Céng ty.

Hoat ddng chinh bao gém:

e Xac dinh cac hang muc kiém toan

e D@ ra cac tiéu chuén kiém toan va quy trinh tha
tuc

e Cung cAp céc trang thiét bj theo danh sach
dwoc duyét

e Soan thao cac ban mo ta cong viéc va phan
cOng can b du nang lwc

e Xac dinh nhu cau dao tao va thwc hién dao tao
(dao tao trong va ngoai nwéec)

Bu d3p chi phi - Cac van dé lién quan dén Thé ché

Wastewater Management Department

The newly established waste water management
department will be reorganized and made
operational in accordance to identified needs.

Main activities include:

e Develop proposal for reorganization of the
waste water management department

e  Submit proposals on improvement of
framework conditions to Bac Ninh PPC and
seek approval

e Set-up department's structure, policies and
regulations

e Build new department office and procure
necessary equipments

e Implement training plans on wastewater
management

Operational Units

Establish additional operational units, including: (a)
customer care unit, (b) waste water management
unit, and (c) asset documentation center.

Main activities include:

e Develop proposal

o Director reviews, modifies, and approves
proposals

e Submit and seek external approve by Bac Ninh
DoC and PC

¢ Adjust organizational structure and prepare
SOPs

Internal Audit

Improve the existing internal audit and control
system. Improved internal audit is helping the
management to detect irregularites and
operational constraints, and as such, will support
the internal decision making process.

Main activities include:

o Defining audit criterion

¢ Formulate audit standards and procedures

e Provide equipping in accordance to agreed list

e Prepare job descriptions and assign qualified
staff

¢ Identify training needs and implement training
(in-house and external)

Cost Recovery — Institutional Considerations

Cén phai bu dap da chi phi van hanh va bao
duwdng hé thong cap thoat nwéc théng qua tién

The Company’s cost for operation and
maintenance of water supply and waste water
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nwéc sach va nwéc thai thu tir khach hang.

Hoat ddng chinh bao gém:

e Ra soat lai cac qui dinh hién hanh cta Chinh
phu

e Dé xuét cac nguyén tac vé gia bu chi phi

e B&o cdo v&i cac co quan hiru quan va xin phé
duyét

e Ap dung gia bu dép chi phi va dwa vao quyét
dinh cla cap tinh

Hé théng thong tin quan Iy

Thiét 1ap mot hé thdng théng tin quan ly trén may

tinh.

Hoat ddng chinh bao gém:

e Xac dinh cac muc tiéu va théng sb (dau vao,
nguér) di liéu, dau ra) sé dwoc thé hién trong
hé thong théng tin quan ly

e BO tri kinh phi, ctr chuyén gia CNTT, thiét ké hé
thong thong tin quan Iy va soan thao ban quy
trinh tac nghiép chuan

e Mua sadm trang thiét bi

« Dao tao nhan vién ap dung va van hanh MIS

Chirng chi ISO 9001

Ap dung chirng chi ISO 9001 dé nang cao cong tac
quan ly chat lwgng ndi bd cong ty.

Hoat ddng chinh bao gém:

¢ Nghién ctru ndi dung ISO 9001

e B6 tri kinh phi va tim hé tro bén ngoai

e Ra soat hé thédng quan ly chat lwong hién hanh

e Trién khai hé thdng quan ly chat lwong va quy
trinh thu tuc theo 1SO 9001

e CU nhan vién quan ly chat lwong noi bd
e Pao tao nhan vién
e Trinh hé so ISO 9001 va xin cap chirng chi

Quan ly dinh hwéng hiéu qué hoat dong

Can thiét Iap cac tiéu chi danh gia hiéu qua hoat
dbng cbdng ty dé kiém soéat va danh gia qua trinh
phat trién ctia Cong ty.

Hoat ddng chinh bao gém:

e Xac dinh cac tiéu chi chuan vé hiéu qua hoat
dong

e Lap cac dir liéu ban dau (cung véi MIS)

« Kiém diém hang thang vé hiéu qua hoat dong
va cac két luan diéu chinh (néu can thiét)

Lam viéc theo nhom va khuyén khich

Xay dwng tinh than cdng tac trong cong viéc va cai
thién van hoa lam viéc.

management services need to be fully recovered
by the customer tariff.

Main activities include:
o Review existing government regulations
e Formulate principles of cost recovery

e Disseminate to stakeholders and seek
approval

e Introduce cost covering tariff and the basis of a
provincial decision
Management Information System

Establish a computer
information system (MIS).

based management

Main activities include:

o Defining objectives and parameter (inputs,
data source, outputs) that will be included in
the MIS

o Allocate budget, assign IT expert, designing
the MIS, and produce SOP

e Procure equipment
e Training staff to apply and operate MIS

ISO 9001 Certification

Introduce ISO 9001 certification for improving the
internal quality management of the Company.

Main activities include:

e Studying ISO 9001 framework

¢ Allocate budget and seek external support
e Review current quality management system

o Develop quality management criterion and
procedure in accordance with ISO 9001

 Nominate internal quality management agent

e Training staff

e  Submit ISO 9001 documentation and seek
certification

Performance Oriented Management

The establishment of ‘performance benchmarks’ is
needed to monitor and evaluate the Company’s
development progress.

Main activities include:

e |dentification of performance benchmarks

e Establishment of data base (in combination
with MIS)

¢ Monthly verification of performance and
conclusions on corrective actions, if required

Team Work and Motivation

Develop team work spirit and improved working
culture.
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Hoat ddng chinh bao gém:
e BO tri kinh phi va tim hé tro bén ngoai

e Ra soat va bd sung cac quy ché va quy trinh tha
tuc

e Xac dinh nhu cau dao tao, nang cao trinh do
CBCNV

e Phd bién nhiém vu, nang cao tinh nang déng,
tinh than trach nhiém, lam quen va xay dwng
trach nhiém giadi trinh

e Thuc hién sw tham gia ctia nhan vién va lap ké
hoach tr dwdi 1é€n

e Thuc hién cac bién phap lam viéc theo nhém

e Tang cwdng co ché Gy quyén cho cép dudi

e Ra soat va cai tién chinh sach khuyén khich
trong cdng viéc.

Chién lvoc bao vé mai trrvdng

Thiét 1ap chién lvgc bao vé méi trvong theo yéu

cau c ta ISO 14 000.

Hoat déng chinh bao gém:

e Thanh lap tb cong tac va xac dinh hd tro bén
ngoai

e Nghién ctru cac yéu cau cla I1SO 14000

e B4 tri kinh phi va hop déng hé tro tir bén ngoai

e D& ra va phd bién chién lvoc, xin co quan hiru
quan phé duyét

e Thuec hién chién lvoc theo cac buédc da duwoc
duyét

PHAN3:
CAC MUYC TIEU HOAT DONG

Dwa vao cac muc tiéu chién lwoc da dat ra, cong ty
sé& thwe hién cac chuong trinh phat trién va cac ké
hoach hanh déng nhdm dat dwoc cac muc tiéu cla
cong ty.

Chuwong dwéi day mé ta cac muc tiéu va cac chién
lwge chinh cla cong ty trong cac van dé sau:

e Quan ly tai chinh

e Quan ly khach hang va quan hé cong déng
e Quén ly tai san & Lap Hb so tai san

e Quan ly ngudn nhan lyc

Main activities Include:
e Allocate budget and seek external support

e Review and supplement current regulations
and procedures

¢ Identify training needs, improve qualification of
staff

e Disseminate job tasks, improve job alertness,
increase sense of job responsibility, familiarize
and build accountability

o Develop staff participation and bottom-up

planning

¢ Develop and introduce team building
measures

e Improve delegation of responsibilities to lower
staff tiers

o Review and improve present incentive system

Environmental Protection Strategy

Prepare, in accordance wit the requirements of
ISO 14000 an environment protection strategy.
Main activities include:

e Form an internal task force and identify
external support

e Study ISO 14000 requirements

e Allocate budget and contract external advisory
experts

o Formulate and disseminate strategy, seek
stakeholder approval

¢ Implement strategy in accordance to agreed
steps

PART 3:
OPERATIONAL OBJECTIVES

Based on our defined strategic corporate goals, we
will implement various development programs and
action plans that will help us accomplishing our
corporate objectives.

The following chapter describes the Company’s
main operational objectives and key strategies for
the fields of:

¢ Financial Management

o Customer Management and Community
Relations

o Asset Management & Asset Documentation
e Human Resource Management
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3.1 Quan ly Tai chinh

Quan ly tai chinh nhdm muc dich st dung
hiéu qua cac khoan thu tir khach hang va
tro cAp chinh phd. Céng tac quan ly tai
chinh bao gébm dw bao, phan bé va kiém
soat cac quy, day la cac van dé can thiét
cho viéc cung cap dich vu theo nhu cau
khach hang, van hanh, bao dwdong va thay
thé cac tai san hién co6 ciing nhw mé rong
khu vire dich vu va pham vi bao pha dich vu.

Tinh hinh hién tai vé Quan ly tai chinh

Gia dich vu nuec thai

B Xay dwng va UB Vat gia Nha nwéc da ban hanh
Théng tw liégn bd sbé 03/1999/TTLT/BXD-BVGCP
ngay 16/6/1999 vé viéc cho phép thu phi nwéc thai
theo ti I& tbi thiéu 10% trén gia nwéc sach.

Ngay 13/6/2003, Chinh pht da ban hanh Nghi dinh
67/2003 vé viéc thiét 1ap phi bao vé moi trudng déi
v&i nwéc thai cong nghiép va nwéc thai sinh hoat.
Nghi dinh d& quy dinh phi bao vé& méi trwdng téi da
déi voi nwdc thai sinh hoat tinh theo ti 18 10% cla
gia nuwoc sach (chwa bao gébm VAT). Phi bao vé
moi trwdng ddi véi nuwdc thai cong nghiép duoc
tinh theo khéi lwong va mirc do 6 nhiém. Cong ty
cap nuwéc co thé gitr lai mot phan phi thu dwoc va
khéng dwoc vuot qua 10% tdng sb tién thu duoc.
90% sb tién thu dwoc con lai dwgc chuyén vao Kho
bac Nha nuwéc, 50% trong sb d6 dwoc dwa vao
Ngan sach Trung wong dé bé sung cho Quy Bao
vé Mbi treong Viét Nam, 50% con lai dwgc phan
bd cho cac dia phwong dé sir dung cho cong tac
bao vé méi trvdng.

Thay m&t UBND tinh, Cong ty bt dau thwc hién
thu phi nwéce thai vao ngay 1/1/2003. Khong cé hoa
don riéeng cho phi nwéc thai ma phi nwéc thai
duwgc thu theo hoa don nwédc sach nhuw loai phi
riéng biét trong hoa don nwéc sach. Tw thoi diém
bat dau thu phi dén 31/5/2005, phi nwéc thai duwoc
tinh theo ti I& 10% gia nwéc sach (khoang 250
VND/m? - chwa bao gdm VAT).

Trong Quyét dinh ra ngay 24/5/2005, UBND da phé
duyét mirc phi nwéc sach va mirc phi nwéc thai
m&i (500 VND/mS), quyét dinh nay c6 hiéu lyc tw
1/6/2005.

Cong tac Ké toan

DPé thyc hién cong tac ké toan, Céng ty st dung
phan mém ké toan LAC VIET AccNet. Phdn mém
ké toan nay tuan tha theo hé théng ké toan Viét
Nam. Céng ty ciing st dung phan mém lap hoa

3.1 Financial Management

Financial Management is aiming for efficient
and effective use of customer revenues and
government subsidies, including
projections, allocations, and monitoring of
funds that are required for the delivery of
demand oriented service, sustainable
operations, maintenances & replacement of
existing assets, as well as the expansion of
the service area and service coverage.

Current Situation of Financial Management

Wastewater Tariff

The Ministry of Construction and the State Pricing
Committee issued the Inter-Ministerial Circular No.
03/1999/TTLT/BXD-BVGCP on June 16, 1999
allowing the collection of a waste water fee in
addition to water supply tariffs with a minimum
value of 10% of the water supply charge.

On June 13, 2003, the Government issued Decree
No. 67/2003 establishing an environmental
protection (EP) fees for industrial and domestic
waste water. The Decree states that the maximum
EP fee for domestic wastewater shall be 10% of
water supply tariff (excluding VAT). The EP fee for
industrial waste water is calculated on the bases of
pollution quantity and quality. The water supply
provider can retain a fee for its collection work not
to exceed 10% of EP fee collected. The 90%
balance of EP fee collected is remitted to the State
Treasury of which 50% accrues to the Central
Budget for the Vietnam Environmental Protection
Fund while the remaining 50% accrues to the
localities to use for the environmental protection in
their territories.

The Company started with the waste water fee
collection, on behalf of the People’s Committee, on
January 1, 2003. The waste water fee was not
billed as a separate item, but added to the water
tariff as a single tariff item in the water invoice.
From the start of the fee collection up to May 31,
2005, the fee was calculated as 10% of water tariff
(about VND 250/m® - excluding VAT).

The People’s Committee, in its decision dated May
24, 2005, approved a new water tariff and waste
water fee (in the value of VND 500/m®), which took
effect on June 1, 2005.

Accounting

For accounting purposes we are using the
accounting software package called LAC VIET
AccNet. The accounting software package follows
the Vietnamese Accounting System. The
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don CICAT dé lap hoa don cho khac hang nwéc
sach.

Company is also using the billing software called
CICAT for its water supply customers.

Budgeting, Financial Planning & Tariff Setting

Lap ngan sach, lap ké hoach tai chinh va thiét lap
biéu gia

Cho dén nay, Céng ty da thwc hién cong tac lap
ngan sach va lap ké hoach tai chinh cho hoat déng
kinh doanh clia cong ty, nhwng van can cai thién.
Thém vao dé, gia dich vu trong twong lai can dua
trén cac tiéu chi va muc tiéu dwoc xac dinh ré rang.

Cong ty da ap dung hé théng tinh gia co ban; tuy
nhién, can phai xem xét phwong phap tinh gia va
co cAu gia twong rng.

Kiém toan bén ngoai

Ngay 29/6/2004, B6 Tai chinh da ban hanh Thong
tw s6 64/2004/TT-BTV huwéng dan thuc hién cong
tac kiém toan doc lap va yéu cau cac doanh nghiép
nha nwéc phai thwc hién kiém toan hang nam.
Nhung cho dén nay, cac bao cdo tai chinh cla
Coéng ty méi chi dwgc Co quan Kiém toan Nha
nwdc kiém toan nam 1999. Didu nay ndm ngoai
kha n&ng kiém soat clia Cong ty, tuy nhién Céng ty
mudn hop tac véi Co quan Kiém toan Béc lap dé
tang cwdng cong tac quan ly tai chinh va ké toan.
Vi vay, ching ta dw kién thué kiém toan dé thuc
hién coéng tac kiém toan bao céo tai chinh theo
dung cac quy dinh kiém toan hién hanh.

Cac chién lwoc quan ly tai chinh cta Cong ty

Chung ta sé thiét 1ap chinh sach tinh gia dich vu
nwéc thai va cac quy trinh lién quan. Chung ta sé
thwe hién cong tac 1ap ké hoach tai chinh va lap dw
toan ngan sach toan dién theo Thod thuan thwc
hién gitba Chinh pha Viét Nam va Ngan hang Tai
thiét Dirc (KfW) vé viéc xay dwng va quan ly van
hanh hé théng thu gom va xt ly nwéc thai.

Dw kién, cong ty s& tao ngudn thu truc tiép cho cac
hoat dong thoat nwdc thong qua gia dich vu nwdc
thai, dan dan sé xoa bé tro cap tir UBND tinh.

Chung ta sé& ap dung md hinh tai chinh trong
chwong trinh Microsoft Excel dé 1ap k& hoach tai
chinh giai doan 5 ndm nham hé tro, két hop véi Ké
hoach phat trién cong ty va quy trinh l1ap ngan sach
hang nam. M6 hinh nay sé tinh gida nwéc thai ma
khach hang phai tra da dé bu dap chi phi van hanh,
bdo dwéng va chi phi khdu hao cla céc thiét bi/tai
san.

M6 ta cac hoat dong chinh

Chung ta sé tién hanh 1ap dy toan ngan sach va ké
hoach tai chinh nhv mét phan céng viéc cia qua

So far, our Company does exercise budgeting and
financial planning for the various business
activities in which we are engage in, even though
there is room for improvements. Moreover, the
future tariff for our services will be based on clearly
defined criteria and objectives.

We use a basic system for tariff calculation;
however, the methodology for setting the tariff and
the correlating tariff structure will be reviewed.

External Audit

On June 29, 2004 the Ministry of Finance issued
Circular No. 64/2004/TT-BTC dealing with the
requirements of independent state auditing and
requiring annual audit of state owned enterprises.
So far, financial statements were audited by the
State Audit of Viet Nam (SAV) in 1999 only. This
situation is beyond our control; however, we are
committed to cooperate with the Independence
Audit of Viet Nam for improving our accounting and
financial management practices. Hence, we intend
to hire an external auditor to undertake financial
statements auditing in line with existing auditing
regulations.

Our Financial Management Strategies

We are committed to establish a waste water tariff
setting policy and the subsequent procedures. We
will also introduce comprehensive budgeting and
financial planning practices, which are in
compliance with the ‘Separate Implementation
Agreement’ that was agreed between the Socialist

Republic of Vietnam and Kreditanstalt fuer
Wiederaufbau (KfW), with regard to the
construction and operation of wastewater

collection and treatment facilities.

It is intended to create a direct revenue stream for
the Company’s wastewater operations through the
customers’ waste water tariff, abolishing PC
subsidies over a period of time.

We will apply a Microsoft Excel based financial
model to prepare a 5-year Financial Plan that
supports and links with our Corporate
Development Plan and the annual budget
procedures. The model generates the required
customer tariff, covering the cost for operation,
maintenance and depreciation of
equipments/assets.

Description of Main Activities

We will undertake budgeting and financial planning
exercises as part of the Company’s annual CDP
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trinh xem xét K& hoach phat trién coéng ty hang
nam. Giai doan va thoi gian lap ké hoach cho cac
hoat déng tai chinh sé& can dbi véi chu ky lap Ké
hoach phat trién cong ty va sé dwoc thye hién tirng
nam mot.

Gia dich vu nw¢c thai cho khach hang

DPé dam bao tinh 6n dinh cla céng tac thu tién
nwéc thai va cong tac quan ly van hanh hé thong
thu gom va x& ly nwoc thai, ching ta sé cb gang
thuyét phuc UBND tinh thay phi nuwéc thai dang ap
dung hién nay béng mot mire gia dich vy nwéc thai
mé&i cho khach hang va Coéng ty phai dwoc phép
gitr lai tién nwéc thai thu dwoc tlr khach hang nhw
mot khoan thu nhap hang thang.

Do phi nwéc thai hién nay thu tlir khach hang s
dung nwéc sach cé thé khdng du dé trang trai toan
bd cac chi phi van hanh va duy tu hé théng thoat
nwéc trong giai doan dau khi hé thdng di vao hoat
dong, UBND phai tiép tuc tro cAp cho Cong ty dé
bu dap sw thiéu hut trong thu nhap.

Gia dich vu nuwéc thai phai dan dan dwoc tang 1én
dé Coéng ty co6 thé trang trai dwoc toan bo chi phi
quan ly van hanh va bdo duéng va co thé thay thé
kip thoi cac thiét bi may méc theo yéu cau.

Lap Bao cao tai chinh

Ban lanh dao Céng ty sé ap dung hé théng lap Bao
cdo tai chinh ndi bd hang thang dé thwe hién quy
trinh quan ly tai chinh mot cach hiéu qua va dung
thoi han. Cé dwoc thong tin vé tai chinh kip thoi sé
giup cho ban lanh dao Céng ty phat hién ra nhirng
khé khan va han ché trong giai doan diu va dwa ra
cac gidi phap néu can thiét.

Lap du todn ngan sach va lap ké hoach tai chinh

review process. The planning horizon and the
timing of activities of financial planning will be
harmonized with those of the CDP planning cycles
and will be ‘rolled-over’ from year to year.

Customer Tariff

For assuring sustainable operations of the waste
waster collection and treatment facilities, we will
lobby with the PC to replace the present waste
water fee by a waste water customer tariff, which
should be allowed to be kept by the Company as
regular monthly revenue.

Whilst the presently agreed waste water fee,
collected from water supply customers, might not
be sufficient during the initial years for covering the
total costs of operating and maintaining the waste
water facilities, the People’s Committee should
continue to provide ‘operating support’ payments
to the Company for balancing possible revenue
shortfalls.

The waste water tariff should be gradually raised
over a period of time so that the Company can
cover all the required operation and maintenance
costs and can undertake the required replacement
of mechanical and electrical equipment in due
time.

Financial Reporting

Management will introduce an internal monthly
financial reporting system to facilitate on-time and
effective  financial management procedures.
Receiving important financial information in due
time enables our management to detect
constraints at an early stage and to come up with
remedies or corrective actions, as the requirement
might be.

Budgeting and Financial Planning

Hang nam, Céng ty lap duw toan ngan sach két hop
vGi viéc xem xét Ké hoach phat trién cong ty. Ngoai
ra, Cong ty thiét 1ap cac trung tdm chi phi va dinh
murc chi phi theo tinh hinh hoat dong thuc té. Binh
murc chi phi phan anh hiéu qua hoat dong, st dung
hiru hiéu ngudn nhan lyc, thiét bi may méc cla
Coéng ty.

Vao cudi quy 3 hang nam, Céng ty lap du toan
ngan sach vé quan ly nwéc thai cho ndm sau theo
nguyén tac phan bd ngan sach “dinh hwéng hiéu
qua hoat déng”. Lap ké hoach ngan sach hang
nam cla coéng ty gom: Ké hoach doanh thu, Ké
hoach chi phi, K& hoach l3i (16), K& hoach vén (vén
tw cd, vén vay...), K& hoach ndp ngan sach (cac
khodn thué: thué VAT, thué thu nhap doanh
nghiép...); cung cac tai liéu bd tro nhw dy toan chi
phi hoat déng va dw toan chi phi dau tw cda cac bo
phan va phong ban. Céng ty tién hanh ra soat ngan

Our Company links the annual budget preparation
process to the annual CDP review. Moreover, we
have set up cost centers and standard cost in
accordance to actual working conditions. Our
standard costs are reflecting efficient operations
and effective utilization of our human resources,
equipment and machinery.

At the end of each year’s third quarter, the annual
budget estimate for wastewater management of
the following year is being prepared, following the
principles of ‘performance oriented’ budget
allocations. Our annual budgets consist of the
‘income statement’, ‘balance sheet’ and ‘flow of
funds statement’; together with all supporting
documents, such as: ‘revenue budget’, ‘operating
expense budget' of each division, and ‘capital
expenditures budget’ of each department and
division. We are implementing budget reviews
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sach hang thang va trinh UBND tinh phé duyét
trong trworng hop co sw thay ddi.

B6 phan lap ngan sach thudc phong Ké toan cla
cbng ty chiju trach nhiém lap dy toan hang nam va
ra soat ngan sach. Hang thang, bé phan Iap ngan
sach tién hanh phan tich diéu chinh dw toan ngan
sach bang cach dbi chiéu chi tiéu thyc té véi ngan
sach dwoc phan bd; va cung cép ban copy cho
toan b cac phong ban, bd phén trong cong ty “Bao
cao Dy toan Ngan sach”. Trong trwong hop co
kién nghi vé& giai phap, can trinh 1&n Ban Giam déc
dé xem xét va phé duyét.

3.2 Quan ly Quan hé Khach hang

every month and submit the results of such
reviews to the PPC for approval in case of major
deviations.

The budgeting section of our accounting
department is responsible for implementing annual
budget preparations and reviews. The budget
section also performs monthly variance analysis by
comparing actual expenditures with allocate
budgets; and provides to all departments and
divisions a copy of the monthly ‘Budget Monitoring
Report. In case remedial actions are
recommended, it is up to the Directors discretion to
issue appropriate directions and actions.

3.2 Customer Relations Management

Quan ly quan hé khach hang la chién luvoc
kinh doanh nham muc dich hiéu biét, dw
doan, quan ly va ca nhan héa cac nhu cau
cla khach hang hién tai va twong lai.

Customer Relations Management is the
business strategy that aims to understand,
anticipate, manage and personalize the needs of
our current and potential customers.

Chét lwong dich vu khach hang va cac médi quan
hé gan giii va tét dep voi khach hang 1a rat quan
trong cho thanh céng clia Coéng ty chdng ta. Chung
ta cam két cung cap dich vu cép thoat nwéc hiéu
qua, vi vay viéc cung cap théng tin va tw van ky
thuat cho khach hang, quan ly cac phan nan cla
khach hang mét cach hiéu qua la rat quan trong va
sé tao quan hé tot dep v&i khach hang. Hang nam
chung ta sé& thyc hién cac cudc didu tra vé “sw hai
long clia khach hang’, cac chién dich truyén théng
nang cao nhan thirc cdng déng vé dich vu cla
Cong ty va vé vé sinh méi truwdng.

Tinh hinh hién tai vé Quan ly khach hang

Hién nay Céng ty Cép thoat nwdc Béc Ninh phuc
vu cho 10 phuong xa thudc thanh phé Bac Ninh,
va mét sé vung lan can thanh phd nhw huyén Qué
V6, huyén Yén Phong va huyén Tién Du véi sb
khach hang la khoang trén 21.000 hé gia dinh va
400 khach hang 1a doanh nghiép va cac t6 chirc.
Téc d6 tdng khach hang ctia ho gia dinh 1a khoéng
10% mot nam.

Phong Quan ly khach hang clia Cong ty da duwoc
thanh lap tr 1/2006 trén co sé tach tir phong Kinh
doanh. Nhiém vu hién nay cla phong la thwc hién
phat trién khach hang, ddm bao dich vu mét clra
cho khach hang, quan ly phan nan cda khach hang
vé st dung dich vu va thu tién dich vu hang thang.
Phong Quan ly khach hang c6 36 can bd nhan vién
(trong d6 c6 3 ngwdi 1a nam) thudc 4 t6 quan ly
khach hang.

The quality of customer service as well as close
and good customer relationships is critically
important for the success of our Company. We are
committed to provide efficient and effective water
supply and sewerage services; thus to provide
information and technical advise to our customers;
managing customer complaints effectively and
creating a fruitful relationship with our customers.
Last but not least ‘customer satisfaction’ surveys
and series of public awareness campaigns for
promoting our services and for improving public
awareness on sanitary and environmental
behaviors will be implemented annually.

Current Situation of Customer Relations
Management

Currently, our Company’s water supply services
cover ten communes and wards of Bac Ninh City
and some suburbs including the of Que Vo, Yen
Phong and Tien Du district, with a total number of
more than 21,000 households, plus 400 non-
domestic customers. The growth rate of domestic
customers is about 10% per annum.

The Company’s Customer Management
Department (CMD) was established in January
2006, after the separation from the Company’s
Business Development Department. The mandate
of the CMD includes the development of a sound
customer base, providing ‘one-door-services’ to
our customers, managing customer complaints,
and collecting the monthly customer tariff charge.
The department has 36 staff (from which three are
male) working in four separate customer
management teams.
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Ngoai ra trong céng ty con cé phong Quan ly mang
dam nhan moét s hoat dong chdm séc khach hang
nhw gidi quyét cac yéu cau cla khach hang, x ly
cac sy ¢b vé dong hd, ro ri hodc mat nuwéc. Cho téi
nay cac hoat ddng cham séc¢ khach hang méi dirng
lai & viéc ghi nhan nhitng y kién phan héi cla
khach hang va nhanh chéng giai quyét. Thém vao
do, Cong ty chua thiét 1ap dwoc hé thdng bang
theo ddi sy bién dong vé sé lwong khach hang
cling nhv nguyén nhan clia né. Vi vay chung ta
cam két giao cho nhan vién phong Quan ly khach
hang thwc hién cac hoat dong cham séc khach
hang, diéu tra thda man khach hang thuwéng ky,
phan tich va dadm bao giai quyet cac phan nan cla
khach hang mét cach nhat quan va cé hé thong;
Nhirng hoat dong nay sé gitp chang ta hiéu rd hon
mong doi cua khach hang, quan diém va y kién
cta ho vé dich vu va két qua hoat dong cta cong
ty. B6i ngl can b6 nhan vién cla phong tré, nhiét
tinh va c6 y thirc hoc hdi nang cao trinh d6 dé cung
cép dich vu tbt hon cho khach hang cla ching ta.

Chung ta cam két giam dan dan sw phan nan cla
khach hang va nang cao mirc dd hai long cla
khach hang theo thoi gian bang viéc thwe hién dao
tao nang cao kjy ndng giao tiép va nang luc giai
quyét van dé cho can bd nhan vién.

Céng ty da tao lap mdi quan hé buwdc dau voi
chinh quyén dia phwong va céac té chie lién quan,
nhwng Céng ty con yéu trong cac chinh sach va
hoat dong quan hé céng déng mot cach chi dong.
Hién nay, Cong ty da c6 mot cong tac vién thuong
la can bé dia chinh hodac giao thong, thiy lgi tai moi
phudng, xa, phdi hop hoat dong trong viéc truyén
dat théng tin hai chiéu tr cong ty va khach hang.
Chung ta cam két tang cuong méi quan hé véi
cong déng thdng qua phdi két hop chat ché véi cac
nhém cong dong va cac dai dién cong doéng.
Chung ta sé& chuén bj cac ké hoach hanh déng va
chwong trinh pht hop de nang cao nhan thtrc cong
déng vé dich vu chi yéu clia Cong ty bao gdm cap
thoat nwde va dich vu vé sinh.

Cac chién dich théng tin va gido duc nang cao
nhan thirc cong ddng sé gilp ngwdi dan hiéu rd
hon lgi ich clia s&r dung nwéc sach, cac cong cu
vé sinh phu hgp va hanh vi bao vé méi trwdng phu
hop. Hon nira, Luat Bao vé moi trwdng ban hanh
12/2005 di vao hoat dong sé tao didu kién hanh
lang phap ly cho Céng ty trong viéc thu gom va x&
ly nwéc thai & Thanh phd Bac Ninh. Chung ta
quan tam liéu céng dong c6 duoc thdng bao vé
muc tiéu, hoat déng va chi phi hoat déng vé quan
ly nwéc thai. Trong khia canh nay, cong ddng can

In addition, the Company’s network mangement
unit carries out some limited customer care
activities, such as providing services upon
requests from customers, solve problems related
to watermeters, leakage or supply of piped water.
So far, the unit records customers complains,
reports internally ensuring immediate resolution of
customer problems. However, our Company does
not yet keep proper internal track of changing
customer number as well as reasons of changes.
Thus, we are committed to assign our customer
care activities and duties to the CMD team,
carrying out regular ‘customer satisfaction’
surveys; analyzing and assuring follow-up
measures of all customer complaints consistently
and systematically; thus, helping us to improve our
understanding about customer expectations,
customer views, and customer opinions about our
Company’s services and performance. Our young
and enthusiastic workforce is highly motivated and
ready to improve their skills and knowledge for

providing better services to our esteemed
customers.
It is our commitment to reduce customer

complaints gradually and to improve the degree of
customer satisfaction over a period of time by
implementing specific staff training measures for
improving our communication skills and internal
‘problem-solving’ capacities.

Even though the Company has established a
beneficial relationship with the provincial People’s
Committee and other related government
organization, we are still weak in terms of pro-
active ‘public relations’ policies and activities. So
far, the Company has assigned one part time staff
from the Department of Land Registration or
Department of Transportation in each ward to
communicate with our customers. We are
committed to intensify the present level of
community relations through closer collaboration
with  community groups, and other community
representatives. We will prepare suitable action
plans and programs to enhance public awareness
on topics of our core business, including water
supply, drainage, waste water and sanitation
services.

Tailor made informational and educational
campaigns will help the community to get a better
understanding on the benefits of clean water
services, appropriate sanitary facilities and good
environmental behaviors. In addition, the new
environment protection law of 12/2005 will be
applied as reference for our Company with regard
to wastewater collection and treatment in Bac Ninh
City. It is our sincere concern that the community
is informed about the objectives, activities and
related operational cost of waste water
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duoc thong bao vé dw kién 16 trinh gid nwoc thai
séla1.700 déng/mStinh theo lvgng nwédc sach tiéu
thu vao nam 2008.

Chién lwoc vé quan ly khach hang ctia ching ta

Chung ta cam két xay dwng cac chién lwoc vé
quan ly khach hang theo thoi gian, nhdm muc tiéu
phat trién khach hang, nang cao chét lwgng dich
vu, cai thien mbi quan hé v&i khach hang va cdng
ddng va nang cao hinh anh Coéng ty.

Sau day la ndi dung tém tét ctia cac chién lwoc cu
thé ma ching ta dy kién thyc hién trong phong
Quan ly khach hang. Néi dung cu thé cta cac hoat
dong sé& dwoc néu trong phan K& hoach hanh
doéng.

Thanh lap t6 Bao dwdng ddng hd

Chung ta sé thanh lap moét té Bao dwéng dong hd,
chiu sy quan ly cia B phan Cham séc khach
hang, xay dwng ké hoach kiém tra, stra chira va
thay thé mién phi déng hd dé cai thién cong tac thu
phi va s hai long clia khach hang.

Chinh sach & B6 phan Cham séc khach hang
Chang ta sé chuén bi xay dwng cép chl'nh ;éch
chung vé quén’ ly khach hang va viét dé xuat vé
viéc thanh Iap t6 Cham séc khach hang.

Chung ta sé néu ré pham vi cdng viéc, chirc nang
nhiém vu ctia t& cham séc khach hang; t& Cham
séc khach hang sé dwoc bd tri nhan vién phu hop,
c6 da trang thiét bi va bt diu hoat dong vao cubi
nam 2007, thwc hién cac nhiém vu va chic nang
da duwoc phé chuan. Cac qui trinh chuén vé cham
s6c khach hang cling sé dwoc xay dwng va thyc
hién

T Cham séc khach hang sé hoat dong véi nhirng
nhan vién dwoc dao tao, cod trach nhiém cai thién
mbi quan hé vé&i khach hang, giai quyét cac phan
nan clia khach hang mét cach cé hiéu qua va thuc
hién cac chién dich nang cao nhan thic cdng
ddng. Két qua hoat dong clia bd phan nay sé giup
tang mirc d6 théa man cla khach hang va nang
cao hinh anh céng ty trong céng ching.

Nang lwc can bd nhan vién

Chung ta sé tién hanh danh gia nhu cau dao tao
va sé tim nhirng t6 chirc, ca nhan cung cép dich vu
dao tao phu hop; chuan bj va thuc hién ké hoach
dao tao hang nam va céc khoa hoc nang cao.

management. In that respect, the community
should be informed about the intended application
of a waste water tariff, which is estimated at VND
1,700 per cubic meter of piped water in the year
2008.

Our Customer Relations Management
Strategies

We are committed to develop, over a period of
time, a set of suitable customer management
strategies, aiming in improving our customer base,
improving the quality of our services, improving the
relationship with our customers and the general
public, and enhancing the Company’s public
image.

Below is the summary of specific strategies that we
intend to implement through our customer relations
department. The detailed content of the activities
are outlined in the attached Action Plan.

Establishment of Watermeter Maintenance Team

We will establish a Watermeter Maintenance Team
under the Customer Care Unit and set up a plan
for regular inspection and repair, respectively
replacement, of watermeter for our customer free
of charge which will improve water billing and, as
such, customer satisfaction.

Policy & Customer Care Unit

We will prepare a general policy outline on
customers relations management (CRM) and
prepare a proposal on the establishment of the
customer care unit (CCU).

We intend to clarify the scope of works, functions
and responsibilities if the CCU; hence the CCU wiill
be adequately staffed, fully equipped, and
functional by the end of 2007, implementing a
range of agreed tasks and functions. Standard
customer care procedures will be developed and
implemented.

The CCU is operated by a trained customer care
team, responsible for improving customer
relations, handling customer complaints effectively,
implementing public awareness campaigns, and
helping to enhance our corporate image and public
appearance. Hence, the performance of the CCU
will be related to the number of satisfactorily
resolved customer complaints and the
improvement of the customer satisfaction level.

Staff Competence

We will carry out training needs assessments
(TNA), and will identify suitable training institutes
and trainers; the preparation and implementation
of annual training plans and comparative studies
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Tat cd can bd quan ly, nhan vién clta phong sé
dwoc tham dy cac khéa dao tao phu hop ma muc
tiéu co ban 1a nang cao ky nadng giao tiép, cham
séc khach hang va giai quyét nhirng phan nan cia
khach hang.

Piéu tra sw hai long ctia khach hang va céng ddng

are core elements.

All managers and staff of the CCU participate in a
series of identified training course that are primarily
aiming in improving the staff's communication skills
and customer care, respectively complaint skills.

Customer Satisfaction & Community Surveys

Céng ty chang ta sé thiét ké va ap dung céc thuwéc
do cé hé théng dé hiéu rd nhu cau va quan diém
clia khach hang hién tai va twong lai. Chung ta sé
thwec hién cac cudc diéu tra cong dong thwong
Xuyén dé phat hién: mirc d6 hai long cla khach
hang vé dich vu cla chung ta, nhu cau cta khach
hang, quan diém cta ho vé kha ndng chip nhan
dich vu cla chung ta, vv... Ching ta sé tang cwong
quan hé tw van véi lanh dao dia phwong dé hiéu ré
quan diém cla cong dong va nhirtng diém yéu
trong dich vu ctia chung ta. Cac cudc diéu tra sé c6
lgii trong viéc nang cao sy tham gia clia cong dong.

Két qua clia diéu tra con gilp lanh dao cong ty hiéu
ro r)hfmg dich vu quan trong can cai thién va cé
chién lwgc cham séc khach hang phu hop.

Chinh sach cham séc khach hang

Dwa trén két qua diéu tra vé khach hang, ching ta
sé xay dwng va thwc hién chinh sach phu hop va
thuwc t& d& nang cao qui trinh nodi bd vé cham séc
khach hang. Viéc thwc hién chinh sach vé cham
séc khach hang can phai cé su gidm sat cta lanh
dao cong ty va la diéu bét budc dbi voi tt ca can
bé nhan vién. Hang nam chinh sach can cé sw
danh gia, xem xét dé diéu chinh cho phu hop véi
nhu cau va diéu kién thuc té.

Cac chién dich nang cao nhan thirc clia cdng dong

Our Company will design and apply systematic
measures to understand the needs and opinions of

our present and future customers more
comprehensively.  We will carry out regular
community surveys for identifying: customer

satisfaction level on our service, customer needs,
opinion on the affordability of our services, etc.
We will intensify consultations with community
leaders to gain a better understanding on
community options and prevailing customer
service gaps. Surveys will also be beneficial for
improving community participation activities.

The results of the surveys will also help the
management identifying vital service need to be
improved and developing adequate customer care
strategies.

Customer Care Policy

We will prepare, based on the results of the
customer surveys, and put into operation a suitable
and practical policy to enhance our internal
procedures on customer care. The execution of
the customer care policy is supervised by the
Company’s management and is compulsory for all
staff members. Annual reviews will be executed to
adjust the policy to actual needs and conditions.

Public Awareness Campaigns

Tat ca khach hang clGa cong ty va cong déng &
Thanh phd Bac Ninh sé dwoc thdng bao thudng
xuyén vé cac dich vu clia cong ty, bao gdm ca tiéu
chuédn vé dich vu va chi phi cta dich vu. Cong
dbng sé duoc tuyén truyén vé vé loi ich cla nwéc
sach, t&i cong tac thu gom va x&r ly nwéc thai.
Chung ta sé& cung cép théng tin dinh ky vé st dung
hop ly nwéc sach va vé sinh co ban va vé loi ich
clia gilr gin méi trwong sach sé. Chung ta sé phat
trién va st dung cac cdng cu va phuwong tién khac
nhau dé tuyén truyén trong cac chién dich nang
cao nhan thirc cong dong.

Chung ta sé phdi hop véi chinh quyén phwéng, xa
va cac té chire lién quan trong cac chién dich thong
tin va nang cao nhan thirc ma sé dwoc thuwc hién
tai cac khu dan cu, tredng hoc, chg, bénh vién, co
s& san xuét kinh doanh. Chung ta s& phat trién va
cung cap t& roi, t& quang céo, ap phich, gidy dan
twong, bang truyén théng va doan bang video
trong cac chién dich nay.

Chung ta sé xay dwng ,mc}t chinh sach nham
khuyén khich cho tap thé va cé nhén trong va

All of our customers and the community at large of
Bac Ninh City are regularly informed about our
Company’ services, including information on
service standards and cost of our services.
Communities will be informed about the benefits of
clean water, and the collection and treatment of
waste water. We will provide periodic information
about the proper use of clean water and basic
sanitation and will inform the public about the
benefit of good environmental practices. We will
develop and apply various means and media for
the dissemination of the awareness campaigns.

We will closely coordinate with wards, districts and
relevant city officials on informational and
educational awareness campaign that are
conducted in residential areas, schools, markets,
hospitals, commercial and industrial
establishments. For that purpose we will develop
and provide leaflets, brochures, posters, stickers,
billboards, and video clips.

We will set up a policy to encourage our staff as
well as external organizations, and individuals to
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ngoai Céng ty t& cao cac hanh vi lam hai dén hé
thdng cip thoat nwéc va tai sén cta Cong ty. Viéc
t6 cdo cac hanh vi nay sé dwoc Céng ty khen
thudng thich dang.

3.3 Quan ly tai san

Cong tac quan ly tai san la mot hoat dong
quan trong cia Céng ty, néu tinh dén viéc
doi héi vén dau tw rat Ién cho viéc thu gom
va xtr ly nwéce thai. Muc tiéu quan ly tai san
nham vao (a) kéo dai tudi tho cla tai san da
dwoc dau tw, va (b) cung cip day du tai
chinh theo yéu ciu dé dam bao duy tri hoat
dong bén vikng cla tai sadn va cac dich vu
lien quan. Quan ly tai sdn dung cach doi hoi
hiéu biét can ké vé cac diéu kién, yéu cau
ky thuat va cac nguy co rdi ro dbi véi cac
loai tai san, dé ra cac quyét dinh lam thé
nao dé van hanh, stva chiva va/hay thay thé
tai san moét cach hop ly.

Tinh hinh hién tai vé Quan ly tai san

Céng ty chung ta 1a mét Doanh nghiép Nha nuworc,
hoat dong theo Luat Doanh nghiép; do d6 UBND
tinh B&c Ninh la co quan chi quan cla Céng ty, va
la chd s& hivu tAt ca cac tai san hién c6 ma Coéng ty
dang van hanh. Hién nay nhiém vy quan ly cac tai
san thoat nwéc hién cé da dwgc ban giao tr Cong
ty Méi trwdng D6 thi Bac Ninh sang Céng ty ching
ta vao ngay 17/5/2005.

Céac quy trinh tha tuc va van hanh hé théng thoat

report any abuse of our assets and/or services .
The rightful reporting of such cases will be honour
by our Company.

3.3 Asset Management

Asset Management is a critical element of
the Company’s operations, considering the
highly capital-intensive nature of
wastewater collection and treatment. Asset
management aims at (a) optimizing the life
cycle value of invested assets, and (b)
providing inputs on financial requirements
that are required for sustainable use of the
assets and its related services. Proper
asset management requires a thorough
understanding of conditions, technical
requirements, and risks associated with the
various types of asset components, so that
informed decisions can be made on how to
operate, repair and/or replace an asset.

Current Situation of Asset Management

Our Company is a SOE, operating under state-
owned enterprise law; hence, the Bac Ninh PC is
the owner of the Company and, thus, the owner of
all existing assets operated by the Company. The
management duties of the presently existing
drainage assets were formally handed over from
the Bac Ninh URENCO to our Company on May
17, 2005.

Wastewater Operations & Procedures

nuwdc

Hoat déng van hanh hé théng thoat nwéc hang
ngay theo ké hoach nam da dwoc xay dwng, trinh
va dwgc UBND tinh phé duyét. Ké hoach cbng viéc
dwoc phé duyét mé ta cong tac thwdng xuyén va
ngén sach twong tng.

Cho t&i nay, Cong ty chwa c6 quy trinh chuén cho
cong tac van hanh va bao duwdng. Trong nhirng
nam trwéc, Cong ty URENCO Bac Ninh thyc hién
cac hoat dong thoat nwéc thuweng xuyén véi ngudn
tai chinh vao khoadng 500 triéu (khoang 31.000
USD) cho toan bd tinh. Tuy nhién, coéng tac van
hanh va bdo duéng khong thé thuc hién day da do
ngudn kinh phi han hep. Hinh dwéi day mé ta quy
trinh phé duyét ké hoach hién tai.

The daily operational activities of the wastewater
sections are implemented in accordance to
established annual work-plans, submitted and
approved by the Bac Ninh PC. The approved
work-plans describe routine works and the
corresponding budgets.

Until date, there are no standard-operation-
procedures  (SOP) for  operational and
maintenance works in place. In the past year,
annual financial resources for routine works of
wastewater and drainage activities, which were
implemented by the Bac Ninh URENCO, were
around VND 500 million (about USD 31,000) for
the whole province. However, operation and
maintenance could not be implemented in full
scope because a limited fund provided. The
following figure describes the current work plan
approval process.
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Quy trinh phé duyét Ké hoach hoat dong / Flow of Work-plan Approval

CONG TY CAP J:‘%AT NUOC BAC SO XAY DUNG

BN-WSDC Department of Construction

SO KE HOACH & PAU TU

Department of Planning &
Investment

UBND TiNH BAC NINH

3.1. Xem xét va dé xuat Bac Ninh PPC
cac van dé lién quan dén
ké hoach vén I1én UBND
tinh

2. Xem xét va dé xuét cac
van de lién quan déen ky
thuat 1én UBND tinh)

1. P& trinh ké hoach hoat
dong

1. Submit the plan of
activities 2. Revise and sent the
approval on technical
issues to the PPC

3.1. Revise and sent the
approval on budget
planning to the PPC

\/\ >

4. Duyét ké hoach hoat
doéng va hé tro tai chinh

4. Approve the plan of
activities and financial
support

SO TAI CHINH

Department of Finance

3.2. Xem xét va d& xuit
cac van dé lién quan dén
tai chinh Ién UBND tinh

3.2. Revise and sent the

L

approval on financial
issues to the PPC

\/\

Bao dwdng hé thdng nwée thai va Quy trinh thd tuc

Wastewater Maintenance & Procedures

Ké hoach bao dwéng tdng thé cho cac hoat dong
thoat nwéc va nwédce thai khong dwoc lap trwdc va
thwe hién do thiéu tro cdp cta Nha nuwéc va chua
c6 quy trinh tha tuc trong boé phan thoat nwéc cia
coéng ty. Coéng ty chwa c6 quy trinh chuan (SOP)
cho cbng tac bao dwdng thwong xuyén va bao
dwdng dy phong.

B6 phan thoat nuwéc

B6 phan thoat nwéc cliia Cong ty c6 31 nguwdi, bao
gbm ca trwdng va phoé bd phan. Théng thudng, bd
phan nay chi thwc hién cac cong tac stva chira nho.
Cac cong tac stra chiva Ién déu thué cac cong ty
chuyén mén bén ngoai.

Chién lwge Quan ly tai san caa Coéng ty

Quan ly tai san la chu trinh ky thuat toan dién
hwéng theo nhu ciu bao gdm céng tac lap ké
hoach, mua sdm, van hanh, bao dwdng, stra chira
va thay thé tai san. Chién lwoc Quan ly nuwéc thai
ctia Cong ty trong nhirng ndm t&i bao gdm cac van
dé sau:

e Thanh lap mét don vi chirc nang vé thoat nuéc

e Dao tao nhirng ngwdi quan ly nwdc thai va
cbng nhan

e Thuwc hién cong tac van hanh va bao du’c“):ng
dung cach theo Quy trinh tac nghiép chuan
(SOP) dwoc duyét.

e DAu tv cdng cu may méc cho cong tac van
hanh bao dudng thwdng xuyén.

Hon ni¥a, muc tiéu cia Cong ty con mé réng khu

An overall maintenance plan for the wastewater &
drainage activities is not yet prepared nor
implemented due to a lack of government
subsidies and missing procedures within drainage
section of the Company. There are no SOPs for
routine and preventive maintenance tasks in place.

Wastewater Unit

The wastewater and drainage unit of the Company
has 31 staff, including the Head and Deputy of the
section. In general, only minor repairs are carried
out by this unit. Bigger repair works are out-
sourced to specialized Companies.

Our Asset Management Strategies

Asset management is a comprehensive and
demand oriented technical cycle of planning,
procurement, operation, maintenance, repair, and
replacement of asset. During the initial years of
waste water management, our strategies include
as follows issues:

o Establish an operational functional wastewater
division
e Train wastewater managers and workforce

¢ Implement proper operation and maintenance
of asset in accordance to agreed standard
operation procedures (SOP)

¢ Investment in tools & machinery for routine
O&M

Moreover, It is our aim to expand the wastewater
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vuc dich vu nudc thai dén 90% dan s6 do thi vao
nam 2015; va, ching ta muén dam bao gidm han
ung ngap trong doé thi.

Theo d6, chién lwoc Quan ly tai san la mot phan
ctia ké hoach hanh déng ciia Cong ty va la cac yéu
t6 rang budc chat ché dén qua trinh phat trién thé
ché cuia Coéng ty.

Co ciu quan ly tai san

Thiét 1ap co cAu quan ly tai san theo chirc ndng la
moét trong nhitng chién lwoc cét yéu va cép thiét
clia Cong ty. Phat trién quan ly ‘theo huéng hiéu
qua hoat dong’, xay dwng céac tiéu chi chuan vé
hiéu qué hoat dong, xay dwng tiéu chuan dich vu,
thiét lap viéc quan ly lvu lwong vao cdng va quan
ly cac rui ro la cac yéu té chinh ctia co cau quan ly
tai san, nhw dwgc mé ta dudi day.

Thanh 1ap co cdu quan ly nuwéc thai va cac hoat
dong co lién quan, nhw da dugc chi ra dwoi day, la
nhiém vu clia ‘phong té chirc hanh chinh’ cung véi
‘phong ké hoach ky thuat’ dwédi sw chi dao cla
giam déc. Nhém tw van dy an quan Iy nwéc thai sé
hd tro cac chién lwoc trong giai doan thai nghén va
déng gop vao viéc dao tao nhan vién da duoc lya
chon.

quan ly va nhiém vu chinh lién quan t&i cong tac
quan ly. Ké hoach bd nhiém nhan vién dam bao
rang cac chirc nang nhiém vu cé thé duoc thuc
hién theo yéu cau quan ly nwéc thai va quy trinh
tac nghiép chuan (SOP) ciia Céng ty.

thdo dwa trén co sé& cua yéu cau cac hoat dong
cho tlrng vi tri va cip chd yéu. Cong tac nay can
phai hop tac chat ché véi cac nha thau xay dwng
cac hang muc cong trinh nwéc thai.

thwe hién mot cach cong bang va cong khai, dam
bao Iwa chon ngudi cé ndng lwc tbt nhat vao cac vi
tri con tréng. Nhw vay, Cong ty sé thong bao tuyén
ngudi trén cac bao va sé sang loc va lwa chon
nguwdi dwa trén co s& phéng van va phan tich ly
lich. Két qua cla quéa trinh tuyén chon sé& duwoc
trinh I&én Giam dbc phé duyét.

dwéng tai san sé dwoc danh gia, ké hoach dao tao
va chuén bj cac tai liéu sé dwoc tién hanh. Dé trién
khai cac khoéa dao tao can thiét Cong ty sé xac
dinh nhirng noi dao tao phu hop.

Héﬁi’é’h"&diij :-sﬂoms-éh‘ﬁ v&i cac cong ty thoat nwéc
hoat dong tot khé\p. C@ng ty dw dinh xac dinh tiéu
chuan dich vu gan lién v&i cac hoat déng nuéc
thai.

service area to 90% of the urban population by the
year 2015; and, we like to assure that inundations
in urban areas are considerably reduced.

To following asset management strategies are part
of our action plan and are binding elements of our
institutional development process.

Asset Management Structure

The establishment of a functional asset
management structure is one of our immediate
core strategies. Developing ‘performance oriented’
management, establishing performance
benchmarks, setting services standards,
establishing sewer inflow management and risk
management are essential elements of the asset
management structure, as described below.

The establishment of the wastewater management
structure and the related activities, as outlined
below, is the responsibility of our ‘Organization and
Administration Department’ in close coordination
with ‘Planning and Technical Department’ under
the supervision of the Director. The WWM project
team will provide strategic support during the
conceptional stage and contribute selected staff
trainings.

management functions and key duties related to
asset managment. A staff assignment plan
assures that functions and duties can be
implemented in accordance to our wastewater
management requirements and standard operation
procedures (SOP).

the basis of actual requirements for each key
position, including the operational level. Close
cooperation with the contractor of the waste water
facilities is required.

be executed fairly and openly, assuring that the
best qualified persons are assigned for the vacant
positions. Thus, we will advertise job vacancies in
newspapers, and will screen and select new staff
on the basis of interviews and objective CV
analysis. Results of this scanning process will be
submitted to the Director for approval.

needs

__________ for asset operation and
maintenance will be assessed, training plans and
materials will be prepared. For the implementation
of required trainings sessions we will identify
suitable training institutions.

comparative studies of other well performing
wastewater companies. We intend to identify
appropriate service standards which are binding
for our wastewater operations.
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dong quan ly nwédc thai quan trong. Thu thap va
danh gia cac s6 liéu lvu lwong vao la can thiét dé
dam bao hé théng thoat nwéc hoat dong hop Iy ca
trong hién tai va trong twong lai. Céng ty sé& két
hop quan ly Iwu lvgng véi co s& dir liéu khach
hang nhw 1a mot phan cia Hé théng hd so tai san
da dwoc 1ap ké hoach.

ly tai sdn. Cong ty sé xac dinh cac nguy co rli ro
tiém tang trong hoat dong va sé dwa ra ké hoach
‘dinh vi va ngan chan rai ro’. Cac rai ro trong hoat
dong sé dugc theo doi, ra soat va xac dinh lai theo
thoi gian.

Quy trinh tha tuc van hanh va bao dwdéng tai
san

Ap dung céac quy trinh thi tuc hop ly cho céng tac
van hanh va bao dwdng (O&M), ddm bao toan dién
chat lwong va bao cao hiéu qua hoat dong la
nguyén tc co ban cho céng tac quan ly cac hang
muc thu gom va xt ly nwéc thai thanh cong. Cong
ty phai lam viéc chat ché véi cac nha thau, tw van
ctia KFW va nhém tw van dy an quan ly nwéc thai
trong viéc soan thao quy trinh chuan cho cac cong
tac, bao gdm cac hop phan chinh sau:

cac yéu cau cu thé dbi véi viéc van hanh cac cong
trinh thu gom va x& ly nwéc thdi, ddm bdo kha
nang hiéu qua hoat dong cla tai san 1a tét nhat. Hé
thdng thu gom bao gdbm cac hang muc: dau ndi tiv
nha ra, cac tuyén céng chung va céng hop, cong
tron, hd ga, tuyén cbéng bao, giéng tach nwéc mua,
tram bom, hé thdng dién cung cap cho cac hang
muc, tuyén éng ap lwc dwa nwéc thai vé tram x ly;
tram x& ly nwéc thai bao gdm cac hang muc: cac
thiét bi co' khi va dién, x& Iy co khi va xt ly sinh
hoc, theo dbi nwéc xa ra, xtr ly bun va phong thi
nghiém. Cac quy trinh chudn (SOPs) chi rd loai
cong viéc, lubng cong viéc, cac bd phan lién quan,
mo t& cac mbi lién hé, yéu cau khoang thoi gian
thyc hién va thdi diém, yéu cau nhan lwc va khai
toan chi phi hang ndm. Cac quy trinh chuén
(SOPs) du kién sé& duwoc xem xét va diéu chinh
hang n&m cho sat véi thuc té.

dong bdo dwdng phong nglra dbi véi cac cong
trinh thu gom va x& ly nwéc thadi, ddm bao gia tri,
chilrc nang va hiéu qua hoat dong cua tai san hién
c6 duoc gilr & mirc tét nhat cé thé. Lap ké hoach
bao dudng dw phong bao gbm céac tram bom, tram
cung cép dién, cac thiét bi co khi va dién trong
tram x& ly. Cac quy trinh chudn (SOPs) chi r6 loai

our waster water management activities.
Collecting and evaluating inflow date are
necessary assuring the proper utilization of the
exiting and future wastewater and drainage
network. We will combine the inflow management
with our customer database as an integrated part
of our planned ‘asset documentation’ system.

management structure. We will identify potential
operational risks and will develop a ‘risk allocation
and prevention’ plan. Operational risk will be
monitored, reviewed and reformulated from time to
time.

Asset O&M Procedures

The development of appropriate procedures for
operation & maintenance (O&M), comprehensive
quality assurance, and performance based
reporting are fundamental for successful
managenet of the waste water collection and
treatment facilities. We have to work closely
together with the contractor, the KfW Consultant,
and the WWM project team during the preparation
works of these procedures, including the following
main components:

requirements for the operation of the waste water
collection and treatment facilities, assuring best
possible performance of the assets. The collection
system includes, among others: house
connections, drains and box-culverts, sewers,
manholes, interceptors, outfall structures, pumping
stations, electrical supply facilities, and the
pressure line to the waste water treatment plant;
waste  water treatment facilities include:
mechanical and electrical equipment, mechanical
and biological treatment, effluent monitoring,
sludge handling, and the laboratory. The SOPs
specify, among others: type of work, flow of work,
units involved, description of interfaces, intervals
and time requirements, man power requirements,
and estimated annual cost. SOPs are intended to
be reviewed annually.

well as detailed requirements of preventive
maintenance activities for the collection and
treatment facilities, assuring that the value,
functioning and performance of the existing assets
is maintained a highest possible levels. Preventive
maintenance plans include, among others:
pumping stations, electrical supply facilities,
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cong viéc, lubng cong viéc, cac bd phan lién quan,
mo td cac mdi lién hé, yéu ciu khoadng thoi gian
thwe hién va thoi diém, yéu clu nhan lwc, va khai
toan chi phi hang ndm. Cac quy trinh chuén
(SOPs) du kién s& dwoc xem xét va diéu chinh
hang nam cho sat vdi thuc té.

biéu chuan phu hop cho coéng tac ghi chép va bao
cdo. Hé thdng bao cdo quan ly tai san sé 1a mot
phan 16ng ghép cla trung tam hé thdng théng tin
quan ly (MIS) ctia Cong ty.

3.4 Lap ho so tai san

Cong tac lap hd so tai san 1a moét phan quan
trong hd tre' cho hop phan Quan ly tai san,
bao gébm viéc xay dwng hoé so vé (a) loai, vi
tri va tinh trang tai san c6 dinh cia Céng ty,
(b) thdi gian biéu van hanh va bao duwéng
va (c) ghi chép viéc thwc hién cong tac van
hanh va bao dwéng bao gébm chi phi van
hanh va bao dwéng va cac nguédn luc can
co.

Tinh hinh hién tai vé Ho so tai san

Hé thdng hd so tai san ching ta hién cé bao gébm
mot sb tai liéu trén gidy va ban vé AutoCAD duoc
Coéng ty Coéng trinh B4 thi ban giao cho Cbng ty tw
nam 2005. Céac tai lieu lién quan dén hé thdng
thoat nwéc do Cong ty quan ly hién chi thé hién
dwoc mot phan cta Thanh phd Béc Ninh. Hé thdng
hd so tai sé&n hién khéng duoc ching ta té chirc
mot cach cé hé thdng va ciing khéng dwoc cap
nhat thuwdng xuyén.

Chién lwoc vé lap ho so tai san

DPé cong tac van hanh va bdo dudng tai san thoat
nwéc trong twong lai dwoc thwe hién hiéu qua,
chuing ta can thanh lap mét “Trung tam lwu trir hé
so tai san” (ADC). Trung tdm nay sé dwgc vi tinh
héa, ap dung Hé théng thong tin dia ly (GIS) va cac
phan mém phu hop khac. Trung tdm cé 5 nhiém vu
chinh, bao gdm: (a) lap hd so tai sén hién cé, (b)
tiép nhan viéc chuyén giao dir liéu va théng tin vé
tai san thoat nwéc maéi tv Hop phan do KFW thuc
hién, (c) chuan bi thoi gian biéu van hanh va béo
dwdng, (d) ghi chép viéc thyc hién céng tac van
hanh, bao dwéng, sira chiva va thay thé tai san va
(f) lwu trir cac hd so vé kho bai hang héa.

Cong ty sé tuyén dung va dao tao dodi ngli can bo
cho t6 khao sat hién trwéong, co trach nhiém khao
sat tinh trang va thu thap di liéu tai san va td nhan
vién van phong, cé nhiém vy thyc hién céng tac
quan ly di liéu tai san

mechanical and electrical equipment of the
treatment plant. The SOP specify, among others:
type of work, flow of work, units involved,
description of interfaces, intervals and time
requirements, man power requirements, and
estimated annual cost. SOPs are intended to be
reviewed annually.

___________ requires the establishment of
appropriate standard forms for recording and
reporting. The asset management reporting
system will become an integrated part of the
Company’s central management information
system (MIS).

3.4 Asset Documentation

Asset Documentation is an essential asset
management support component, including
the documentation of (a) the type, location
and condition of the Company’s fixed asset,
(b) the operation and maintenance
schedules, and (c) the records of executed
operation and maintenance works, include
its related cost and required resources.

Current Situation of Asset Documentation

For documentation purposes some hardcopies and
some separate AutoCAD drawings were handed
over to our Company from URENCO in 2005.
These documents related to existing drainage
assets, which are covering some limited parts of
the Bac Ninh municipal area. The existing
documents are not yet systematically filed and no
updates are made yet.

Our Strategies on Asset Documentation

For facilitating future operations and maintenance
works of the drainage and waste water assets, we
are committed to establish an internal ‘Asset
Documentation Centre’ (ADC). The ADC will be
computer support, applying GIS applications and
other suitable software. The ADC has five
principle tasks, including (a) documentation of
existing assets, (b) transfer of data and information
from the KfW supported waste water project, (c)
preparing operation and maintenance (O&M)
schedules, (d) recording all implemented O&M
works, and asset replacements and/or repairs, and
(f) keeping ware-house records.

The Company will recruit and train staff for the field
team, in charge of asset survey and data
gathering, and the office team, im charge of data
management.

32



CONG TY CAP THOAT NUG'C BAC NINH 2007 — 2010

Tat ca cac thong tin lién quan dén tai san thoat
nwdc mai, dwoc tai tro mot phan béi Hop phan dw
an KFW, sé& dwoc chuyén giao cho Trung tam luu
tri hé so tai san sau khi cong tac xay dung dwoc
hoan thién theo ké hoach vao cudi ndm 2008.

Co céu tb chirc

Trung tam lwu tri hd so tai san sé hoat dong dudi
sw chi dao ctia Phong Ké hoach - Ky thuat Cong ty,
phdi két hop cong viéc chét ché véi cac phong ban
lién quan. Trung tdm sé c6 mot vai can bd chuyén
mon vé Cong nghé thong tin dé thuc hién cong tac
quan ly di¥ liéu va thu thap di¥ liéu tai san. Tuy
nhién, co ciu td chirc chinh xac sé can dwoc Ban
Giam dbc ban thao ky luéng va xay dung dwa trén
yéu cau thuc té cong viéc.

Khung chinh sach

Chung ta sé ban hanh mét chi trwong chinh sach,
néu rd muc tiéu, nhiém vu va méi quan hé cbng
viéc cla Trung tdm Lwu trir hd so tai san vdi cac
phong ban khac. Viéc xay dwng chu trwong chinh
sach nay sé la mot hoat dong quan trong ban dau
Chu trwong chinh sach cé thé bao gom nhiéu van
dé khac nhau nhwng it nhat cac van dé dudi day
can dwoc xem xét:

e Muyc tiéu va nhiém vu clia Trung tam lwu tr hod
so tai san

e Co céu t6 chirc, mbi quan hé véi cac phong
ban khac trong céng ty va bo tri can bd

e S0 tay va Quy trinh hoat dong tiéu chuan cho
cong tac lap hé so tai san (SOP)

e Heé théng kiém tra va danh gia
e Hé théng bao céo

Chuén bi co s& vat chat

Cong ty sé trang bi cho Trung tdm mot phong lam
viéc riéng, co diéu hoa, lwa chon moét sé (ng dung
phan mém thich hop cho cac cdng viéc chinh ban
dau. Mot khi da xac dinh xong hé théng va phan
mém, ching ta can chuan bj ngan sach d& mua
sadm phan mém, phan clng bao gébm may tinh,
may in, mot s6 trang thiét bi khac va tién hanh céac
dao tao theo yéu cau cong viéc.

BA tri can bd

Lién quan dén cbng tac nhan sy, chung ta sé phan
tich pham vi nhiém vu, yéu cau coéng viéc va chuén
bi ban M6 ta céng viéc cho tirng vi tri. Thém vao
d6, chung ta sé lwa chon va diéu chuyén can b tir
ndi bé coéng ty hodc sé tuyén dung thém can bod
bén ngoai dé thuc hién cac cong viéc nhu khao sat
thuc dia, thu thap va quan ly di¥ liéu.

Pao tao can bd

Cong tac dao tao can b bao gém viéc t6 chirc cac
I&p dao tao tap trung ban dau va dao tao tai cho,

It is planned that all information of the new asset,
which is partly funded by the KfW project
component, will be transferred to the ADC after the
completion of construction works, assumingly at
the end of the year 2008

Organizational Set-up

The ADC will operate under the Planning and
Technical Department of our Company, practicing
closed coordiation with other related departments.
The ADC will have some specialized IT personnel
for data management and trained personnel for
data gathering. However, the exact structure will
be discussed by the Management and set up in
accordance to actual requirements.

Policy Framework

We will issue a policy guideline that describes the
objectives, tasks and coordination works of the
ADC. Preparation of this framework will be an
initial activity. It is intended that this policy
contains, among other issues, at least the following
considerations:

e Objective and tasks of the ADC

e Organizational structure, coordination with
others, and staffing

e Asset documentation manuals and procedures
(SOPs)

e Quality management procedures
¢ Monitoring and evaluation
e Reporting

Physical Preparation

The Company will provide a separate air
conditioned room to accommodate the ADC. The
selection of appropriate software applications is on
of the major initial tasks. Once the system and
software applications are determined we will
prepare budgets for the procurement of required
softeware, hardware, including desk top, printer,
plotter and other equipment, as needed, including
staff training activities.

Staff Allocation

With regards to personnel we will analyze the
scope of works, job requirements, and will prepare
job descriptions for each position. Furthermore,
we will select and assign internal staff or, if
required, recruit external staff for the principle
duties of field surveys, data gathering, and data
management.

Staff Trainin

The staff training involves intensive initial
classroom and on-the-job activities, followed by
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tiép theo Ia dao tao bdi dwdng can bd, dao tao cap
nhat va nang cao kién thirc duoc tién hanh thweng
xuyén mdi 6 thang theo yéu cu. Viéc dao tao boi
duéng kién thirc bao gom ca coéng tac cap nhat
phan mém. Dwéi day 1a cac hoat dong can thiét noi
chung:

e Danh gia nhu ciu dao tao

e Chuén bi phuong phap va ké hoach dao tao
e Phan bd ngan sach dao tao

e Chuan bi trang thiét bj va tai liéu giang day
e Xac dinh cac ngudn luc dao tao

3.5 Quan ly Nguén nhan lyc

Nguén nhan luc |4 tai sdn quan trong nhéat
cla cong ty chung ta. Muc tiéu cta quan ly
ngudn nhan lwc |4 lam thé nao dé cong ty co
mét lwc lwong lao dong dwoc bd tri “dung
ngudi, dung viéc va dang thoi gian”.

Vi vay. trach nhiém ctia cac cap quan ly trong cbng
ty 1a xay dwng hé thdng quan ly nguén nhan lwc va
dam bao c6 moét lwc lwong lao ddng day da vé sbé
lwong, voi ky nang va nang lwc phu hop nhét voi
yéu cau cong viéc. Chién lwoc quan ly ngudn nhan
Iwc cla cong ty ching ta dam bao rang cong ty co
thé quan ly thanh cong co s& ha tAng x& ly va thu
gom nudc thai, nwéc mua, quan ly c6 hiéu qua
nguon tai chinh phu hop nhat vé&i tinh hinh thuc
tién va cung cap dich vu tdt nhat cho khach hang.

Tinh hinh hién tai vé Quan ly Nguén nhan lyc

V&i tw cach la cong ty cung cap dich vu cong cla
tinh, Cong ty Cép thoat nuwéc Bac Ninh can mot doi
ngl nhan sy cé nang lwc trong cac linh virc quan
ly, ké toan, quan hé khach hang, van hanh va quan
ly hanh chinh. Thyc trang quan ly ngudn nhan lyc
clia Cong ty c6 thé phan tich nhu sau.

Nguén nhan lyc tuy dbi dao vé sb lwong. Nhung,
ky nang va nang Iyc cla lyc lwgng lao dong hién
c6 chwa hoan toan phu hop véi yéu cau cbng viéc.
Pé vuwot qua nhitng thach thirc ngay cang tang,
Céng ty can dwa ra nhitng chwong trinh dao tao
thich &ng cho ngudi lao déng déi véi tivng phong,
ban, don vi trong Céng ty.

Lanh dao Céng ty va ngudi lao dong déu nhéat tri
va mong mudn tang cuwdng sy thwre hién céng viéc
bang viéc thiét 1ap cac tiéu chuan thuc hién cong
viéc va xac dinh cac muc tiéu quan ly ro rang. Lanh
dao Cong ty va cac can bd chu chot nhin chung
twong déi tré, _nhang dong va luén s&n sang nam bat
moi co' hdi d& déi mai. Tat ca can bo cébng nhan
vién déu dwoc dong vién va hiéu rd s ménh va

frequently refresher and up-date trainings for
knowledge improvement after each 6 month, or as
required. Refresher training should also include
software up-dates. The general activities required,
include the following:

e Training need assessment
e Preparation of training methods and plans
¢ Allocation of training budgets

e Preparation of training equipments and
materials

o I|dentification of training resources

3.5 Human Resource Management (HRM)

Our human resources are the most valuable
asset of our Company. It is our firm
intention to ‘place the right people - at the
right place - at the right time’.

It is, therefore, the responsibility of all management
levels within the Company, to build up a human
resources management system and a labor force
in sufficient quantity with best possible skills and
capacities. Our HRM strategy ensures that our
Company can efficiently manage drainage and
wastewater collection and treatment infrastructure,
manages finance in accordance to best practices,
and provides best possible customer services.

Current Situation in HRM

As the major public service provider of the Bac
Ninh province, our Company depends on
numerous qualified personnel in a variety of fields,
including managers, accountants, customer
relations staff, engineers, technicians, operators,
and administrators. In terms of human resources
the Company’s existing situation can be illustrated
as follows.

The province provides amble human resource in
terms of quantity. However, the skills and
capacities of available personnel are not always in
accordance to our requirements. Having the
increasing future challenges of our Company in
mind, we have to offer comprehensive training
programs for almost all of our departments and
units.

Managers and employees alike are eager to
improve the Company’s performance through the
set-up of clear performance benchmarks and
clearly defined management objectives.  Our
managers and key staff are generally young, active
and eager to seize all possible opportunities for
improvements. All employees are motivated and
understand the Company’s mission and vision
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tam nhin cta Céng ty.

Bén canh co hdi kinh doanh va diém manh thi
Céng ty ciing nhan thire rd nhirng han ché hién tai
va thach th&c twong lai nhw: cac doanh nghiép
khac trén thj trwong lao dong co diéu kién lam viéc
tbt hon da thu hat nhitng lao déng coé trinh d6
chuyén moén gidi cia Cong ty; chinh sach tuyén
mo nhan vién can duoc déi m&i; can phan tich va
xac dinh nhu cdu dao tao mot cach co cin ci
khoa hoc; hé théng cac bién phap khuyén khich
ngudi lao déng can hap dan hon; trong tinh con
thiéu cac khoa dao tao chuyén nghiép va cé hiéu
qua; mirc lwong trung binh hién tai con thap.

Chién lwoc quan ly ngudn nhan lwe cia Céng
ty

Nhirng co hdi trwdc mat ctia Cong ty 1a hoan thién
phan tich céng viéc va chuan bj ho so clia cac vi tri
chi chét trong 5 phong ban: phong Ké hoach - k§
thuat; phong Td chirc - hanh chinh; Phong ban
Cép va thoat nwédc; phong Ké toan va Ban Quan ly
dw an.

Thém vao d6, Cong ty can thiét 1ap hé thng “danh
gia thuc hién cong viéc” chinh thirc d& ghi nhan vé
s thwe hién cdng viéc clia nhan vién, phat trién
nhan vién va xac dinh nhu ciu dao tao. Hon nira
ching ta sé khai thac sy hd tro tr bén ngoai dé
tang cwdng k§ nang va nang lwc clda nhan vién.
Mot hé théng “théng tin quan Iy nhan sy” sé duoc
cai dat dé lwu gitr va quan ly cac sb liéu, thong tin
ngué“m nhan Iwc mot cach co hiéu qua.

Cong ty sé ra soat chinh sach tuyén moé nhan luc
va ap dung vao thyc tién, xay dwng chinh sach
khuyén khich nhan vién nhdm thac day sw thuc
hién cdng viéc va dé cao long trung thanh cla
nhan vién. Chang ta can lap ké hoach tirng buéc
phat trién van hoa Cong ty nhw phat trién hinh anh
Cong ty, nhan dang Cong ty thong qua nhirng nét
riéng biét v& van hoa. Cubi cung ching ta cam két
thwe hién nhitng quy dinh an toan lao dong, diéu
chinh cho phu hop véi yéu cau thuc tién.

M&i chién lwoc trén day duoc thé hién cu thé trong
cac ké hoach hoat dong, bao gdm wéc tinh chi phi
va dé xuat cac phong ban hodc/va ngudi chiu trach
nhiém. Phan tiép theo sé& tom tat muc tiéu ctia mdi
chién lwoc va cac hoat dong cé lién quan.

Yéu ciu cdng viéc cho phong TCHC

Muc tiéu cta chién lvgc nay 1a xay dung cac ban
mo ta cong viéc, hd so nhan vién va hé théng danh
gia thwc hién coéng viéc nhdm xac dinh khoang
cach gitra ndng lwc thuc té va yéu cau cha cong
viéc trong Phong TCHC. D6 chinh 1a nhu ciu dao
tao.

thoroughly.

Besides obvious business opportunities and our
internal strengths, the Company is aware of exiting
constraints and future challenges that we are
facing, e.g. highly skilled staff is joining other
companies because of higher wages; the
professionalism of our staff is not yet satisfactorily;
staff recruitment policy needs to be updated,;
systematic training needs assessments are still
missing; our incentive system should be more
attractive; specialized and effective training
courses are lacking in the province; and the
current average salary level is nor entirely
satisfying.

Our HRM Strategies

Our immediate internal opportunities include the
improvement of job descriptions and the
preparation of CVs for key positions in our five
departments, including: Technical Department,
Personnel and Administration Department, WS &
WW Department, Accounting Department, and
PMU.

Furthermore, we like to establish a formal ‘job
performance appraisal’ system to document staff
performance, staff development, and to identify
training needs. Furthermore, we will explore
suitable external training facilities to improve the
skills and capabilities of our staff. A ‘personnel
management information’ system (PMIS) will be
installed in our Company for capturing and
managing all personnel data efficiently.

We will review our staff recruitment policy and
practices and will set up an appropriate incentive
policy for spurring staff performance and staff
loyalty. We are also planning to develop our
corporate culture in a systematic way, and, as
such, develop our corporate image and identity
over a period of time. Finally, we are committed to
re-address our labor safety regulations and
introduce adjustments, as required.

Each of these strategies is detailed in the attached
Action Plan, including a tentative cost estimate and
the nomination of the department and/or person in
charge. The following section summarizes the
objective of each strategy and the related actions
sought.

Job Requirements for the Human Resource

Department

The objective of this sub-strategy is the
development of job descriptions, staff CVs, and a
job performance assessment system for identifying
actual capacity gaps and thus training needs for
the Human Resource Department.
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Cac hoat déng chinh la:

e Xay dwng ban mé ta cong viéc cho mdi chirc
danh cong viéc

e Chuén bi hd so nhan vién/ ly lich cta tirng
nguoi

e So sanh yéu cau cong viéc v&i hd so nhan vién/
ly lich

 Dé xuét dao tao nhan vién dé dap tng yéu cau
cbng viéc hoac bo tri lai nhan vién

Pao tao nhan vién cho phong TCHC

Muc tiéu cta chién lvgc nay 1a nang cao kién thirc
va ky nang dam bao cho cac thanh vién cda phong
TCHC thwc hién nhiém vu clia minh moét cach co
hiéu qua.

Tru’lé’ng phong TCHC co6 trach nhiém thwc hién
chién Iwgc nay. Cac hoat dong chinh gom:

. Thuc hién danh gia nhu cau dao hai ndm mot
lan cho can bd quan Iy va cac nhan vién chu
chot

e Lap ké hoach dao tao va bé tri ngan sach

e Lwa chon céc t6 chirc dao tao va nguoi dao tao
phu hop

e Thuwc hién dao tao
e bDanh gia hiéu qua dao tao

Chinh sach Quan ly ngudn nhan lwc

Ra soat lai chinh sach quan ly nguén nhan lwc hién
c6 va tién hanh cac nghién ctru so sanh dé hoc hoi
céac chinh sach quan ly ngudn nhan lyc thanh cong
cla cac cong ty khac. Chung ta sé xay dwng va cai
tién khung chinh sach va thwc hién cac chi dan
quan ly ngudn nhan lyc hwéng vao cac thach thirc
hién tai va twong lai cia cong ty. Tao ra mot moi
treong lam viéc linh hoat va c6 dong lwc, xac dinh
ré cac chirc ndng va trach nhiém cla cac cap quan
ly va thwe hién va bd tri dang ngwoi dung viéc 1a
nhirng nguyén tac chi dao cha chinh sach quan ly
ngudn nhan lwc méi trong cong ty.

Hé théng thong tin quan Iy nhan sy (PMIS)

Muc tiéu clia chién lwoc nay la thu thap va quan ly
cac di¥ liéu cé lien quan dén nhan sy bao gém
thdng tin c& nhan, cac hinh thirc gido duc va béng
cap, chirng chi, qua trinh dao tao, két qua dao tao,
k§ nang va nang khiéu... Day la co s& di liéu mat,
khong két ndi voi bat ky hé théng théng tin nao
khac. Chi c6 Giam déc va Truwéng phong Td chirc
hanh chinh duwoc phép st dung hé théng théng tin
nay. Cac hoat déng chinh gém:

The following main activities are due:

e Create job description for each job title
e Preparing CVs for each employee

e Comparing Job Requirements with CVs

e Propose staff training to meet job requirements
or reallocate staff

Staff Training for Human Resource Department

The objective of this sub-strategy is the
improvement of knowledge and skills, enabling the
staff of the Personnel and Administrative
Department to perform their tasks more efficiently
and effectively.

The Head of the Personnel and Administration
Department is in charge of the implementation of
the strategy. The following main activities are
sought:

¢ Implement Training needs assessments (TNA)
for managerial staff and key operational staff
every two years

e Prepare training plans and allocate budgets

¢ Identify suitable training institutions and
trainers

¢ Implement training (in-house and external)
e Assess training efficiency

Human Resource Management (HRM) Policy

We are committed to review our current human
resources management policy and conduct
comparative studies to learn more about the HRM
policies of other successful companies. We will
draft an improved policy framework and
implementation guidelines that are addressing the
present and future challenges of our Company.
Creating a conducive and motivating working
environment that is defining clear functions and
responsibilities to all management and operational
levels and putting the right person on the right job
are the guiding principles of our new HRM policy.

Personnel Management Information  System

(PMIS)

The objective of this sub-strategy is the systematic
acquisition and management of staff related data,
including personal data, type of education and
certificates, training history, track records, specific
skills and talents, etc. The system is a confidential
data base, not linked to any other information
system. Access is permitted to the Director and
the Head of the Personal and Administration
Department only. The following main activities are
due:
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e Xéc dinh céc loai théng tin can thiét

e Xay dwng biéu mau thu thap va Iwa chon phan
méem

e Mua may mdc thiét bj

¢ Dao tao nguwdi str dung

e Thu thap sb liéu va théng tin cia mdi nhan vién

e Swrly sé liéu va thong tin

e Cap nhat théng tin

e Bdo cao mat dinh ky mot nam hai l&n cho Giam
doc

Nén bé tr "mat" di hodc thay bang moét tir khac ma

khéng mang tinh nhay cam

Hé théng khuyén khich nhan vién

Muc tiéu cla chién lwoc nay |a cai tién hé thdng
khuyén khich nhan vién hién hanh dé tédng cudng
dong lwc lao déng, sw cam két cGia nhan vién cho
thwe hién coéng viéc va phuc vu tét hon. Hé thdng
khuyén khich sé& biéu dwong nhirng nhan vién
cling nhw cac t6, nhém lao ddng co thanh tich xuét
séc. Quy khen thuwédng nén dwoc trich véi ty 1& cb
dinh t& loi nhuan cGa Coéng ty. Cung v&i viéc dan
dan cai thién thu lao cia ngudi lao dong, hé thdng
khuyén khich nhan vién sé nang cao mic sbng
clia déi ngdi nhan vién chung ta. Hoat déng chinh
cuia chién lwgc nay gom:
e Ra soat lai nhirng quy dinh khen thwéng hién
hanh ctia céng ty
e Xay dwng lai va hoan thién quy ché khen
thwéng

e L&y y kién va phé chuan
e Tap hop va phan tich cac théng tin phan hoi
e Phd bién va ap dung quy ché khen thuéng méi

Van hoa céng ty

Van hoéa cong ty bao gébm thai do, hanh vi, niém tin
va gia tri Coéng ty. Ching ta cam két phat trién van
hoa Cong ty nhw la sw phan chiéu s& ménh va tam
nhin ctia t6 chirc. Muc tiéu hwéng dén thé ché hoa
van hoa cong ty nhw la sy chirng minh hinh anh
ctia Cong ty trong tinh Bac Ninh. Giam dbc cong ty
c6 trach nhiém thwc hién chién lvoc nay két hop
véi cac tw van chuyén mén ngoai Coéng ty. Hoat
doéng chinh bao gém:

e Xac dinh thai do, gia tri va niém tin

e Thuthap y kién va cac goi y

e Hoc héi kinh nghiém tir cac cong ty khac
e Thiét 1ap cac hwéng dan phu hop

e Phd bién va thé ché hoa van hoa cong ty

e Determine type of information needed

e Set-up formats and software

e Purchasing equipments

e Train applications and use of system

e Gather data and information of each staff
e Process data and information

¢ Implement regular information updating

e Prepare bi-annual ‘confidential’ report for the
Director

Delete word "confidential" or change another word

Staff Incentive System

The objective of this sub-strategy is the
improvement of the existing staff incentive system
to enhance motivation and staff commitments,
contributing to better performance and services.
The incentive system will acknowledge outstanding
performance of individual as well as teams or
groups. The actual allocations of the incentive
system should be a fixed percentage of the
Company’s net profit. With the gradual
improvement of staff remuneration, the incentive
system will enhance the living standard of our staff.
Main activities of this sub-strategy include:

e Review of the Company’s existing incentive
regulation

e Formulate and testing improved regulations
and practices

e Seek PC approval

e Gather and analyzing feedback information

o Disseminate and apply revised incentive
regulation

Corporate Culture

Corporate culture comprises the attitudes,
behaviors, beliefs, and values of our Company.
We are committed to develop our corporate culture
as a reflection of the mission and vision of our
organization. The aim is to institutionalize a
corporate culture as well as to improve the image
of our Company within the Province of Bac Ninh.
The Director is in charge for the execution of this
sub-strategy, which will be elaborated in close
coordination with a specialized external advisor.
The following main activities are sought:

o Define attitudes, values, and beliefs
e Gather opinion and suggestion

e Consult with other institutions

o Establish appropriate guidelines

e Disseminate and institutionalize the corporate
culture
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Pac treng Cong ty

DPé&c trung cta Cong ty (Cl) Ia mot cai gi do rat
riéng biét cha cong ty ta, giup cong ty hoan thanh
s ménh va vuon téi tAm nhin da cong bd. Cac nét
riéng biét ctia Cong ty sé dwoc biéu hién thong qua
nhan/thucwng hiéu” clia céac loai dich vuy. Bac treng
clia Coéng ty khoéng chi lién hé dén biéu trung va
cac dich vu clia ching ta ma con lién hé dén van
hoa cong ty. Giam doc Céng ty chiu trach nhiém
thwc hién chién lvgc nay két hop voi cac tw van
chuyén mén ngoai Cong ty. Cac hoat dong chu yéu
cho phat trién chién lwoc nay gém:

e Chuan bj thlej( ké biéu twong, kh&u hiéu, bién
quang cao, dong phuc...

e Thiét Iap théng tin va hinh &nh ciia Cong ty
(thwong mai, cac quan hé céng cdng, théng
tin...)

e Thé ché hoa hanh vi cong ty (gia tri bén trong,
chuan myec, cw x&r véi khach hang...)

e Thuwong hiéu cia san pham va dich vu (cap
nwéc, nwdc thai, xay dwng...)

An toan lao déng

An toan lao dong va bao vé strc khoé la muc tiéu
sbng con clia cong ty. Ra soat lai cac quy dinh hién
c6 dé vuwon t&i cac tiéu chuan chung québc gia,
tuyén truyén va dao tao nguwdi quan ly, nhan vién,
ap dung céc tiéu chudn an toan lao déng. Phong
Té chirc hanh chinh va phong Ky thuat chiu trach
nhiém thwc hién chién luvgc nay. Cac hoat dong
chtd yéu cho phat trién chién lvoc nay gébm:

e Danh gia cac diéu kién an toan lao ddng hién
hanh.

e Ra soat va phéan tich cac tai nan lao déng da
qua.

e Danh gia sy phu hop clia cac tiéu chuén an
toan cho moi nhém cdng viéc.

e Xay dung lai cac tiéu chuan an toan va khung
phap ly.

e Chuan bi ké hoach dao tao an toan lao dong.

e Thuwc hién ,déo tao an toan lao déng va ap dung
vao thuwc té.

e B6 sung cac trang thiét bj an toan va dao tao
ngwoi str dung phu hop.

Corporate Identity

The corporate identity (Cl) is the ‘persona’ of our
Company, aiming to accord with and facilitate the
attainment of our mission and vision statement.
We will visibly manifest our Cl by ‘branding’ our
services within our services areas. ClI relates not
only to our logo and our services, but equally
important to our corporate culture. The Director is
in charge for the execution of this sub-strategy,
which will be elaborated in close coordination with
a specialized external advisor. The main features
for the development of this sub-strategy include:

e Prepare ‘corporate designs’ (logos, letter
heads, poster, uniforms, etc.)

e Establish ‘corporate communication and
appearance’ (commercials, public relations,
information, etc.)

o Institutionalize ‘corporate behavior’ (internal
values, norms, treating our customers, etc.)

e Branding of our ‘corporate products and
services’ (water supply, wastewater,
construction, etc)

Labor Safety

Labor safety and health protection is a vital
objective of our Company. We will review all
existing procedures to scope with common
national standards and will disseminate and train
managers and staff alike for applying our safety
standards. The Personnel and Administration
Department, in close coordination with the
technical departments bears the responsibility for
handling and carrying out this sub-strategy. The
main activities consist of:

o Assessment of present labor safety conditions

¢ Review and analyzes of historic records of
labor accidents

o Evaluate the suitability of safety requirement
for each task-group

o Reformulate safety requirements and
frameworks

e Prepare labor safety training plans
e Execute labor safety training in operation

e Supplement labor safety equipments and
respective training for usage of equipments, as
required
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