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CONG TY CAP THOAT NU'O'C CAN THO'
KE HOACH PHAT TRIEN CONG TY (CDP) 2007 — 2010

D{ LIEU CHUNG VE CONG TY

Tén Cong ty:

Coéng ty TNHH cép thoat nwéc Can Tho

Sau day goi la CTy CTN Can Tho.

Pia chi:

2A Nguyép Trai, Phwong An H6i, Quan Ninh Kiéu,
Thanh pho Can Tho

Cha tich:

ONG LA QUOC NGHIA

Giam dbc:

ONG TRUIONG QUOC TRANG

Theo dé& xuét ciia S& Xay dwng va S& Noi vu Thanh
phd Can tho, ngay 28/6/2004 UBND Tp Can Tho ra
quyét dinh s6 924/QD-CT-UB chuyén dbi Céng ty
Cép thoat nwéc Can Tho tir doanh nghiép nha nuéc
thanh Cong ty trach nhiém hiru han mét thanh vién cé
tén la Cong ty TNHH Cép thoat nuwéc Can tho.

Tong gia tri thyc té cta Cong ty tai thoi diém chuyén
dbi la 222.524.542.742 dong (USD 13.968.900) trong
do téng gia tri thwe té cla phan vén Nha nuwéc la
125.172.457.559 @ (USD 7.857.655).

Cung ngay, Cong ty dwgc dang ky tai S& KHDT TP
theo dang ky kinh doanh sé 5704000008 (Dang ky lan
dau). Tdng gia tri thwe té ctia phan vén Nha nuéc néi
trén dwoc tinh 1a vén diéu 1é cia Cong ty.

Nhiém vu chinh ctia Coéng ty nhw néu trong quyét
dinh thanh lap, quyét dinh chuyén déi bao goém:

e San xuét va kinh doanh nwéc sach
e Dich vu thoat nwéc va xtr ly nwéc thai

e Xay dung cac cong trinh dan dung va chuyén
nganh v&i cong suat dwdi 20.000 m*/ngay dém va
céc cong trinh ky thuat ha tang

e San xuét va kinh doanh thiét bj vat tw chuyén
nganh cap thoat nwéc

e San xuét va kinh doanh nwéc ubng tinh khiét

e Dich vu tw van, thiét ké, giam sat cac dy an cép
thoat nuwéc

e Xay dung céc tuyén ong cap thoat nwdc qua cac
cau hién co

e San lap mat bang

e Dam va dwong

La dai dién cGa chinh quyén, UBND Tp Céan tho la

chu s& hiru duy nhat ctia Coéng ty va toan bd tai san

clia Coéng ty. Cac co quan lién quan la S& Tai chinh,

GENERAL COMPANY DATA

Company’s Name:

Can Tho Water Supply and Sewerage Company Ltd.,
hereinafter referred to as: CT-WSSC

Address:

2A Nguyen Trai Street ,
District, Can Tho City

Chairman:

Mr. LA QUOC NGHIA
Director:

Mr. TRUONG QUOC TRANG

An Hoi Ward, Ninh Kieu

On June 28, 2004 the People’s Committee (PC) of Can
Tho City issued Decision No. 924/QD-CT-UB on
converting the Can Tho Water Supply and Sewerage
Company from the status of a State Owned Enterprise
(SOE) into a “Limited liability one member Company’,
hereinafter called the Can Tho Water Supply and
Sewerage Company Ltd. (CT-WSSC).

The registered value of the Company at the time of
conversion was in the amount of VND 222.524.542.742
(USD 13.968.900), including the state's capital with a
value of VND 125.172.457.599 (USD 7.857.655).

At the same day the Company was registered at the
Can Tho City’s Department of Planning and Investment
(DPI) under the business registration number
5704000008 (first registration). The above quoted state's
capital of the registered value was acknowledged as the
Company'’s charter capital.

The main tasks of the Company, as stated in its
establishment deed, respectively transformation deed,
include:

e Production and sales of clean water

e Sewerage service and waste water treatment

e Construction of civil works, specialized water supply
works like. water plants up to a capacity <
20,000m*/d and infrastructure engineering works

e Production and trade of water supply and sewerage
equipment and materials

e Production and sales of pure drinking water

o Consultancy, designing and supervisory services
for water supply and sewerage projects

o Water supply & sewer river crossings using existing
bridges

e Surface leveling

e« Road mending

The sole owner of the Company and all its assets is the
PC of Can Tho, as the representative of the state.
Immediate stakeholders are the city’s Department of
Finance (DoF), Department of Transport and Urban
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S& Giao thong céng chinh (SGTCC) va S& KHDT.

Viéc chuyén déi Xi nghiép Thoat nwéc Can Tho thudc
Cong ty Cap thoat nwéc Can Tho (DNNN), sang Xi
nghiép Thoat nwéc Can Tho thuéc Cong ty TNHH
Céap thoat nwéc duoc tién hanh theo quyét dinh cia
Giam dbc Cong ty s6 05/QD-CTN ra ngay 17/7/2004.

QUY MO KY THUAT CUA CAC HANG MUC
THU GOM VA XU LY NU'GC THAI DA CO KE
HOACH

Thanh phé Can Tho dang ddi mat véi rat nhiéu van
dé méi trwong vi hé thdng thoat nuwdc va x& ly nuwéc
thai hién trang khéng phu hop, dac diét khu vwe trung
tam c6 méat dé dan cw cao.

Hé thdng thoat nwdc thiét k& méi sé dwoc xay dung
vao 2007-2008 nhadm céi thién cac diéu kién moi
trworng thanh phd Can Tho théng qua viéc nang cép,
cdi tao va stra chira hé théng cdng chung hién co
trong trung tdm thanh phd. Dé cai tao cac khu vuc
ngap ung, dw an sé xay dwng thém cac ctra thu nwéc
mua, |&p dat cac tuyén céng mdi va cai tao lai hé
thdng mwong thoat cii.

Chinh phu Viét Nam théng qua B Tai chinh va Chinh
phi Cong Hoa Lién Bang Blrc thédng qua KfW (Ngéan
hang Tai thiét Blrc), da théa thuan cung cap tai chinh
cho dw an véi tébng sbé tién Ién t&i 14,4 triéu Euro,
trong d6 khoang 70% tlr ngudn vén KfW. Sau khi xem
xét hé so thau, ngay 10.08.2006, UBND TP Can Tho
da phé duyét lai tbng mirc dau tv dy an do gia dw
thau tdng cao. Téng mirc dau tw dw an ting 1én dén
18,7 triéu Euro trong dé khoadn vay tr KfW chiém
52%, con lai 48% tw chinh phu Viét Nam.

Cac thong s6 thiét ké hé théng thoat nwéc

Sw phat trién dan sé: Theo sb liéu trong nién giam
thdng ké Viét Nam nam 2002 thi ty |é tdng dan sb dén
nam 2020 binh quan la 1,2%/nam, dan dén dan sb
tinh toan trong khu vyc di an nhw sau:

Public Works Services (TUPWS) and the DPI.

The takeover of the wastewater and drainage (WW&D)
division and its related service duties from the former
SOE to the CT-WSSC was formalized by the Company’s
director in his Decision No. 05/QD-CTN dated on July
13, 2004.

TECHNICAL DIMENSIONS OF THE PLANNED
WASTEWATER COLLECTION & TREATMENT
FACILITIES

The city of Can Tho suffers from a number of
environmental problems caused by the inadequacies of
the existing wastewater disposal systems, especially in
the densely populated central areas.

The newly designed wastewater disposal scheme, which
will be implanted in 2007-08, will improve the
environmental conditions of Can Tho city by upgrading
and rehabilitating the existing combined sewerage
system within the city centre. For the improvement of the
flooded areas the construction of additional storm water
inlets, rehabilitation of existing drainage and new pipes
are planned.

The Government of Vietnam, through the Ministry of
Finance, and the Government of the Federal Republic of
Germany, through the KW (Kreditanstalt fiir
Wiederaufbau), have mutually agreed to fund the project
with a total amount of 14.4 million Euros, of which
approximately 70% is committed from KfW sources. On
August 10, 2006, after evaluation of the tender
documents the Can Tho PC agreed on a modification of
the project cost due to increased bidding prizes. Thus,
the modified total project amount was raised to 18,7
million Euros and will be funded by approximately 52%
from KW and 48% from Government of Vietnam.

Design Criteria for the Wastewater Disposal Scheme

Population Growth: Data of the Viethamese Statistical
Yearbook of 2002 indicated that the likely growth rate
until the year 2020 is in the range of 1.2% per year,
resulting in the following population figures within the
project area:

Bang 1: Dan sé hién tai va dw dodn trong twong lai tai khu vire dw én nwéee thai (Iam tron)

Table 1: Present and Predicted future Population of within the Wastewater Project Area (rounded)

Nam / Year 2003

2010 2020

Dan s6 / Population 140,000

160,000 180,000

Lwong nwéc tiéu thu: Theo sb liéu clia cong ty Cap
Thoat nwéc Can Tho trong 3 ndm gan day nhét,
lwong nwéc tiéu thu trung binh hang nam tang
khodng 11% nam, v&i 103 lit/ngwdi/ngay nam 2003.

Water Consumption: Based on CT-WSSC data the
annual average increase in water consumption during
the last three years was approximately 11% per year,
with an initial consumption of 103 liter/day/capita in
2003.
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Can cir Quyét dinh sb 63/1998/QD-TTg ngay 18
thang 3 nam 1998 ctia Thi twéng Chinh pha vé viéc
phé duyét Pinh hwéng phat trién cip nuwdc d6 thi
Quéc gia dén nam 2020; nhu ciu dung nuéc cho Can
Tho wéc tinh khodng 150 littnguwdi/ingay dén nam
2010, v&i ty 1& cip nwdc 90%; va nhu cau s dung
nwéc 1a 165 litingudiingay, véi 95% dan sb dwoc dau
ndi v&i hé thdng thoat nwdc dén ndm 2020, trong do
ﬁ,Ié lwgng nwéc thai wéce tinh 1a 80% lwong nuwédc
cap.

Do do, lvong nuwéc théi,sinh hoat dwoc woc tinh 1a
120 lit/ngwoi/ngay dén nam 2010 va 132
lit/ngwdi/ngay den nam 2020.

Cac yéu tb thiét k& co ban: Hé théng xr ly trong
twong lai dwoc thiét ké nhw hé théng thoat nuwéc
chung ca nwéc muwa va nwédce thai voi ‘lwu lwong mua
muwa’ bang 2 1an ‘lwu lwong mua khé’, va cong thém
ty 1& lwong nwéc thAdm vao 10%.

Bang 2 téng hop cac thong sb thiét ké chinh cho khu
vire dy an hién nay, phia bac séng Can Tho.

In accordance to the Decision No. 63/1998/QD-TTg on
the approval for “Development orientation of water
supply in national level cities until 2020” issued by the
Prime-Minister ~ dated 18" March 1998, the water
demand for Can Tho can be estimated at 150
liter/day/capita until 2010, with a service ratio of 90%;
and a demand of 165 liter/day/capita and 95%
population ratio connected to the wastewater system in
2020, out of which 80% are assumed as waste water
production.

Domestic wastewater production is therefore predicted
at 120 liter/day/capita in 2010 and 132 liter/day/capita in
2020.

Principle Design Considerations: The future disposal
scheme is designed as a combined storm
water/sewerage system with a maximal ‘Wet Weather
Flow’ (MWWEF) of two (2) times the ‘Dry Weather Flow’
(DWF), and an additional infiltration rate of 10%.

Table 2 summarizes the main design values for the
present project area, located north of the Can Tho River.

Bang 2: Cac théng s6 thiét ké cho hé théng xtr ly nwéc thai /

Table 2: Design values for the Wastewater Disposal Scheme

Hang muc / Item Pon vi/ 2010 2020
Unit

Nhu cau dung nwéc / (Ing/ngay) 150 165

Domestic water consumption /(Ve/day)

Lwong nwéce thai/ (I/ng/ngay) 120 132

Wastewater Production [ire/aay)

Lwu lwong trung binh mua khé / (ms/”sgéy) 22,550 28,542

Average Dry Weather Flow fm*/d)

Lwu lwong trung binh mua khé + nwéc (ms/nagéw/ 24,805 31,362

tham /Average Dry Weather Flow + Infiltration (m™/d)

Lwu lweng t6i da mia muwa / (m’/s) 0.727

Maximal Wet Weather Flow

M6 ta cac tuyén céng bao nwérc thai

Tuyén céng bao doc séng Can Tho bat dau tr dwérng
Hoa Binh va chay qua cac dwdong Ngb Gia Tw, Hai
Ba Trwng va Nguy&n Thi Minh Khai dén tram bom
nwdc thai Quang Trung. Kich thuwéc tuyén cdng bao
tr 400 mm dén 1200 mm. it nhat cé mét tram bom
dang dwoc xay dung dé gidm dé sau chén cbng.

Tuyén cbng bao chinh cho khu vuc phia Bac dw an
xay dwng trén dwdng Mau Than va chay qua tram
bom nwéc thdi Rach Ngbng, cho Xuan Khanh va dén
tram bom Quang Trung. Buwéng kinh tr 400 mm dén
1000 mm.

Tuyén cbng bao chinh cho khu vic phuong Thoi
Bjnh va An Hoa chax doc b& Bac kénh Cai Khé, bat
dau tr dwong Nguyéen Trai v&i dwong kinh tr 300

Description of Interceptor Sewers

The interceptor sewer for the Can Tho River
commences in Hoa Binh Street and runs via Ngo Gia
Tu, Hai Ba Trung and Nguyen Thi Minh Khai Streets to
the site of the proposed Quang Trung Pumping Station.
The diameter ranges between 400 mm and 1200 mm.
One lifting station is required to limit the installation
depth of the sewer.

The main interceptor sewer for the northern part of the
project area is located in Mau Than Street and runs via
the Rach Ngong Pumping Station to the Xuan Khanh
Market and the Quang Trung Pumping Station. The
diameters range from 400 mm to 1,000 mm.

The main interceptor sewer for Thoi Binh and An Hoa
Wards is located along the northern bank of the Cai Khe
Canal, commencing at Nguyen Trai Street with a
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mm dén 600 mm va cé mét tram bom dang.

Tuyén cdng bao chinh cho khu vuc phwdng An
Nghiép va An Cu nam bén phia Nam kénh Cai Khé,
chay doc dwong Hoang Van Thuy clia b& Nam kénh
Cai Khé. Co ba tuyén cdng bao chay doc bd Nam
kénh Cai Khé (doan phia déng, doan trung tam, doan
phia tay).

Doan cbéng bao nuwéc thai phia dong bat dau tir
dworng Hoang Van Thu, qua phia tay dwong Nguyén
Trai va chay theo huéng tay dén kénh Xang Théi, sau
doé quay vé phia Nam chay doc theo bd Déng cla
kénh Xang Théi va hd dén dworng Bé Tham cubdi phia
Nam cta hé. Kich thwéc cbng tir 300 mm dén 600
mm. N6 sé& ndi vao tram bom Xang Théi trén dwong
Dé& Tham cudi phia Nam cla hd. Trén tuyén cbéng do
c6 thém mét tram bom dang. Poan cbng bao phia
déng sé duwoc xay dwng trong dw an nang cap db thi
Viét Nam (VUUP).

Doan cbng bao trung tam bét dau t» dau duwong
Huynh Thuc Khang véi kénh Xang Théi va chay theo
hwéng Nam clia bo Tay kénh Xang Théi trén duwong
méi dwoc xay dung doc theo bd Tay kénh Xang Thdi
va hé. N6 sé& dwoc ndi vao tram bom Xang Thdi trén
duong Dé Tham cudi phia Nam cla hé. Kich thudc
cbng 300 mm va 400 mm. Doan céng chay doc theo
kénh va hd sé& dwoc xay dwng trong dw an nang cap
do thi Viét Nam (VUUP).

Doan cbng bao nwdc thai phia Tay bat dau tir khoang
100 m phia déng cia kénh Xang Théi & bén phia
Bong QL 1 theo doc dwong Huynh Thuc Khang. No
chay theo hwéng Tay dén dwdng Mau Than réi ndi
v&i tuyén cdng bao trén dwérng Mau Than. Trén tuyén
c6é xay dwng hai tram bom dang. Cac tuyén céng cé
dwong kinh 300 mm.

Tuyén cbéng bao phia Nam Can Tho béat dau t
khodng 200 m phia déng clGa cau Quang Trung.
Tuyén cbng chay theo hwéng Nam va sau dé theo
hwéng déng, cat qua dwong Quang Trung va ndi voi
tuyén cbéng bao trén dwong QL 91. Tuyén cdng bao
chay doc theo dwong QL 91 trwde khi dé vao tram
bom, bom nudc thai vé tram x@ ly nwoc thai. Tuyén
cbng bao dwoc thiét ké cho phép cac cbng nuwdc thai
tr cac khu do thi méi va cac khu thwong mai co thé
két ndi vao dwoc. Tuyén cbng bao chinh cé dwéng
kinh 1200 mm.

Tram xtr ly nw&c thai

Vi tri tram x& ly nwéc thai tap trung cha thanh phd
Can Tho duoc dat & bo bac kénh Cai Sau gan séng
Hau. Tram c6 x& ly co hoc va sinh hoc dé gidm thiéu
BOD va COD theo tiéu chuan Viét Nam.

Bun phat sinh trong qua trinh xt ly nwoc thai sé duoc
lam on dinh bang cach xt ly ky khi, phoi kho réi do ra
bai rac hoac cé thé str dung cho néng nghiép.

diameter of 300 mm to 600 mm and one lifting station.

The main interceptor sewers for An Nghiep and An Cu
Wards, located in the south of the Cai Khe Canal, is
located along Hoang Van Thu Street on the southern
bank of the Cai Khe Canal. There are three separate
interceptor sewers located along the south bank of the
Cai Khe Canal (eastern section, central section and
western section).

The eastern section of the interceptor sewer
commences in Hoang Van Thu Street west of Nguyen
Trai Street and runs westwards to the Xang Thoi Canal,
then turns south along the east bank of the Xang Thoi
Canal and Lake up to De Tham Street at the south end
of the lake. The diameters range from 300 mm to 600
mm. It discharges into the proposed Xang Thoi
Pumping Station at De Tham Street at the south end of
the lake. There, one additional lifting station is required.
The eastern section of this sewer will be constructed
under the WB sponsored Vietnam Urban Upgrading
Project (VUUP).

The central section of the interceptor sewer commences
at the junction Huynh Thuc Khang Street and Xang Thoi
Canal and runs southwards at the west bank of the
Xang Thoi Canal under the new road to be built along
the west bank of the Xang Thoi Canal and Lake. It
discharges into the proposed Xang Thoi Pumping
Station at De Tham Street at the south end of the lake.
The diameter of the sewer is 300 mm and 400 mm. The
section of the sewer along the canal and lakeside will
also be constructed under the Vietnam Urban Upgrading
Project (VUUP).

The western section of the interceptor sewer
commences in Huynh Thuc Khang Street approximately
100 meters east of Xang Toi Canal at the eastern side of
the National Route No. 1. It runs westwards to Mau
Than Street where it joins the Mau Than Street
interceptor sewer. On this route two lifting stations are
required. The sewer has a diameter of 300 mm.

The Can Tho South Interceptor commences
approximately 200 meters eastwards of the Quang
Trung Bridge. The sewer runs southwards and then
eastwards, crossing the Quang Trung Street and joining
the National Road No. 91. The interceptor is located
along the National Road No. 91 before discharging into
the pumping station, which delivers the sewerage to the
Wastewater Treatment Plant. The interceptor is
designed to allow future connections of wastewater
sewers from new developed residential and commercial
area. This main sewer has a diameter of 1,200 mm.

The Wastewater Treatment Plant

The site for the future central wastewater treatment plant
of Can Tho City is situated on the east bank of the Cai
Sau Canal near the Hau River. The plant provides
mechanical treatment and biological reduction of BOD
and COD according to Vietnamese Standards.

The sludge from wastewater treatment will be stabilized
by means of anaerobic digestion, air dried and disposed
at a solid waste site or of use for agricultural purposes.
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Coéng suét trung blnh cla tram dén ndm 2010 dwoc
thiét ké la 22.550 m /ngay voi luu lwong tdi da la
0,726 m’/s.

Quy trinh xtr ly bao gém cac hang muc sau:
« Song chan rac
. Bélangcat
. Bélangso bd
« Béloc sinh hoc kiéu nhd giot
« Bélang thw cap
. B& ngéu bun (ky khi)
e San phoi bun.

Quy trinh s ly chinh thirc sé dwoc Iwa chon dya trén
két qua dau thau quéc té (theo hinh thirc cia FIDIC,
sach vang) va tha tuc danh gia thdu bao gdm danh
gia chi phi dong vé vén dau tw, cac chi phi van hanh
va bao dwdng cho giai doan 20 nam.

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

Muc tiéu 1ap ké hoach phat trién cong ty déi véi cong
ty cAp thoat nwéc Can Tho 1a xac dinh va thiét lap
céac chién lwgc va hoat dong can thiét nham cung cép
dich vu thoat nwéc bén virng. Can tap trung cac
ngudn lwc s8n c6 cho cac hoat dong chinh dé cai
thién cac diéu kién hoat dong clia cong ty nhuw thiéu
vén dau tw va tai dau tw, nguon thu han hep, chi phi
nang lugng tang, co s& ha tang xubng cép va nang
lwe can bd cong nhan vién con han ché.

Ké hoach Phat trién Cong ty s& phan anh cac két qua
cla qua trinh 1ap ké hoach chién lwoc tai Cong ty hoi
thang 6 nam 2006, cho phép cdng ty xac dinh cac giai
phap wu tién va trién khai cac chién luvoc thwe hién cé
hiéu qua.

Ké hoach phat trién cong ty Ia van ban chi dao dinh
hwéng cho cbng tac quan Iy va sap xép cong ty, dua
ra bién phap can déi dé giai quyet cac van dé quan ly
quan trong nhét ctia Cong ty, gom: cac phwong an vé
co cAu td chirc trong tu’o’ng lai, cac van dé vé tinh gia
va quan ly tai chinh, quan ly quan hé khach hang va
sw tham gia clia cong dong quan ly tai san, 1ap ho so
tai sdn va quan ly ngudn nhan lyc. Ké hoach phat
trién cong ty sé& hé tro cong ty trong viéc phat trién
khung thé ché va nang cao néi lwc cla cong ty dap
&ng ddi hdi v& quan ly hé théng thoat nwéc & thanh
phd Can Tho.

Ké hoach chién luvgc cong ty duoc trinh bay trong
bao céo ké hoach phat trién céng ty mang tinh dinh
huwéng theo muc tiéu va theo nhu cau. Trudc tién,
ching ta sé xac dinh muc tiéu phat trién chinh, tiép
theo xac dinh cac bién phap dé dat dwoc cac muc
tiéu d6. Cac hoat dong dwoc xac dinh theo thr tw wu
tién va duwoc thwe hién theo thir tw wu tién do.

Khong giéng nhw qua trinh 1ap ké hoach thong
thwdng, 1ap ké hoach chién lwgc tap trung vao xay

The average hydraulic capacity of the plant for the year
2010 is designed at 22 550 m°/d, with a maximum
hydraulic flow of 0,726 m*/sec.

This treatment process consists of the following
components:
o  Screening
Sand removal
Primary sedimentation
Biological treatment by trickling filters
Final sedimentation
Sludge digestion (anaerobic)
Sludge drying beds

The final treatment process selection is based on the
results of the international functional tendering (FIDIC
Yellow Book) and bid evaluation procedure, which
includes a dynamic cost evaluation of capital costs and
operation and maintenance costs for a period of 20
years.

THE RATIONAL OF CORPORATE
PLANNING

The purpose of corporate planning for the Can Tho
Water Supply & Sewerage Company (CT-WSSC) is the
identification and formulation of key strategies and
actions necessary to achieve sustainable wastewater
service delivery. The concentration of our available
resources on key actions is vital to improve the
Company’s operational conditions, which are still
characterized by limited funds for asset investment and
replacements, a restricted revenue stream, increasing
energy cost, deterioration of existing infrastructure, and
limited workforce capacities.

As such, this CDP is reflecting the results of a
participative strategic planning process that took place in
our Company in June 2006, allowing us the identification
of priority measures and the development of effective
implementation strategies.

This CDP is our Company’s institutional planning and
management guideline, representing a balanced
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 and
documentation, and human resources management.
The CDP guides 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 Can Tho.

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

Unlike conventional development planning, strategic
planning focuses on medium-term planning, taking a
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dwng ké hoach trung han, va mang tinh thuc tién cao.
Vi thé cong ty chung ta chi dwa vao ké& hoach nhiing
hoat ddng mang lai lgi ich cu thé (htru hinh) trong vai
nam. Ngoai ra, lap k& hoach chién lwgc mang tinh
lién nganh; két hop cac bién phap td chirc, ky thuat,
tai chinh, quan hé khach hang va phat trién ngudn
nhan luc dé dat dwoc cing mot muc tiéu.

M6t yéu cau dac biét dbi véi cong ty ching ta la viéc
t& chirc lai mot don vi chirc nang quan ly Nwdc thai
c6 hiéu lyc trong co clu td chirc hién tai cla cong ty.
Theo dw kién thi hé théng co s& ha tang thu gom va
X ly nwoc thai do KFW dong tai tro sé di vao hoat
dong vao nam 2008. Vi thé, hién nay cong ty dang
chuan bi cac ké hoach phu hop dé thiét 1ap cac diéu
kién vé thé ché td churc, ky thuét va tai chinh nham
dam bao cong tac van hanh va bao dwdng an toan hé
thdng co s& ha tang ky thuat thoat nwéc va x ly
nwéc thai hién tai va twong lai. Viéc xay dwng ké
hoach phat trién ngudn nhan lwc va thwc hién
chwong trinh dao tao dé nang cao cac ky nang can
thiét cho cong tac quan ly nwéc thai hiéu qua ciing 1a
mot van dé quan trong.

LAP KE HOACH PHAT TRIEN CONG TY

Ké hoach phat trién cong ty dwoc thiét 1ap trong subt
dot hoi thdo kéo dai 9 ngay td chirc tai Can Tho, tw
21/6 dén 30/6/2006. Pay ciing la két quad cua qua
trinh tham van va tham gia cla ban 1anh dao cong ty,
td cong tac lap ké hoach phat trién cong ty, dai dién
cac phong chirc ndng chuyén mén va té chirc hanh
chinh. Nhém tw van GTZ da tham gia vao qua trinh
danh gia thé ché va qua trinh soan thdo ké hoach
phét trién cong ty.

Cong ty da ap dung phwong phap “thdo luan linh
hoat” d& dam béo sy quan triét vé qua trinh soan thao
ké hoach phat trién coéng ty. Sy tham gia tich cwc cla
céac dai biéu goép phan to I&n vao viéc nang cao nhan
thirc cling nhw viéc xac dinh cac nhu cau va yéu cau
dich thuc vé cong tac thé ché cta Cong ty bao gébm
viéc thiét 1ap cac chinh sach, cac muc tiéu phat trién
cong ty, cac chién lvgc va k& hoach hanh dong cho
giai doan 2007-2010.

Tuy nhién, ban lanh dao céng ty cling cho rang ké
hoach nay Ia céng cu linh hoat va can dwoc cap nhat
cac van dé wu tién mdi phat sinh vao ban ké hoach
phat trién cong ty, pht hgp véi chinh sach quan ly
nwdc thai cia quoc gia cling nhw cua tinh, cac diéu
kién méi trwdng va nhu ciu thye té cla khach hang.
Do vay, hang nam cdng ty sé xem xét va cap nhat ndi
dung ké hoach truéc khi lap dw toan ngan sach hang
nam.

Thanh céng ctia ké hoach phat trién cong ty chi yéu
phu thudéc vao ngudn thu nhap hop ly cia cong ty
thdng qua viéc ap dung gia nuwéc thai da dé trang trai
chi phi hoat déng ctia cong ty va dweng 16i chi dao
triét dé ctia chu tich, giam dbc cong ty va chd sé hivu

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 interrelated 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.

PREPARATION OF THE CORPORATE
DEVELOPMENT PLAN

This CDP was established and structured during a
comprehensive nine days seminar that took place in
Can Tho from June 21 until June 30, 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
technical and administrative divisions. The GTZ
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 ftrue 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 chairman, director
and the Company’s owner — the PC of Can Tho City.
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coéng ty — UBND Thanh phé Can Tho.

Ngoai ra, lanh dao Céng ty sé chu trong t&i viéc chi
dao thwc hién lich trinh cac hoat déng trong Ké
hoach phat trién Cong ty. Cong ty sé tim kiém cac
ngudn lwc va co hdi bén ngoai dé hd tro cho viéc
thwc hién K& hoach Phat trién cong ty, nhw dw an
quan ly nuwéc thai cia GTZ da hé tro viéc xay dwng
ké hoach quan ly nwéc thai.

Moreover, the management will pay full attention to
focus our staffs on the implementation schedule of
agreed CDP activities. The Company will seek for
external resources and opportunities to support the
implementation of this CDP, such as the GTZ sponsored
WWM project, which provides us with selected support
for the development of an appropriate wastewater
management scheme.
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PHAN 1: - ,
TUYEN BO CHINH SACH CUA GIAM POC
CONG TY

““Tuyén bd chinh sach” cta giam dbc céng ty bao
gdm “Str ménh”, “TAm nhin”, “Céc gia tri’ va ,Céc
méc muc tiéu chién lwoc’ cia cong ty. Tuyén bd
chinh sach nay la cac nguyén téc dinh hwdng cho sw
phat trién cla cong ty dwoc thé hién trong K& hoach
phat trién cong ty. Cac nhan vién ctia cong ty sé déng
vai trd 1a nhitng s gia cta “Tuyén bd Chinh sach”
cong ty, van dung tinh than cta Tuyén bd Chinh sach
nay cho muc dich 1ap ké& hoach chién lwoc va cho
cbng viéc thwc hién hang ngay.

SU’ MENH I6n nhét cia ching ta 1a cung cip cac
dich vu céng cong cho nhan dan thanh phé Can Tho,
bao gébm céc dich vu cung cdp nuéc theo nhu cau va
c6 chét lwong cao, cling nhw céc dich vu thoat nuwéc
va quan ly nwéc thai.

Ngoai ra, trach nhiém cta Cong ty chung ta phai gop
phan lam gidm sy 6 nhidm nwéc ngdm va nwéc mat,
cling nhw lam gidm tinh trang ngap Ung theo mua tai
Thanh phé Can Tho. Do d6 viéc bdo vé modi trudng
tré thanh cong viéc trong tdm clia cong ty nham xay
dwng thanh phd Can Tho tré thanh moét thanh phd
“Xanh, Sach, Bep”.

Vi vay, Coéng ty ching ta sé gép phan vao viéc nang
cao strc khde va loi ich cdng déng, cling nhw vao sw
phéat trién kinh té cia Thanh phd Can Tho va cac
vung ven noi.

TAM NHIN cta chung ta 1a trong thdi gian 10 nam
ni*a ching ta sé tr& thanh Cong ty cAp nudc thoat
nwédc hang dau tai khu vuc phia Nam. Chung ta sé
cung cap céac dich vu tét nhat c6 thé cho khach hang
cta minh va do dé xay dwng duoc long tin bén chat
voi clp trén cta Cong ty ching ta 1a UBND Thanh
pho.

Chung ta cam két sé& chuyén bién manh thanh mot
doanh nghiép c6 trach nhiém giai trinh va ty chu cao,
c6 hoat dong tai chinh dang tin cay, khoéng y lai vao
sy bao clp cla nha nwéc. Chung ta sé cai thién nang
lwc tai chinh dé co thé dau tw vao cac cong trinh cap
thoat nwére tai cac vung 1an can.

Khach hang cta chang ta la nhitng nhan tb chinh va
ciing 1a ly do ton tai cia Céng ty ching ta. Do do,
chung ta s& phan ddu nang cao uy tin cla Céng ty,
xing dang la don vi phuc vu dang tin cay clia khach
hang, luén luén hiéu dwoc cac nhu ciu doi héi cla
khach hang va sén sang cung cap cac dich vu hoan
hdo theo ky vong va sy “tw nguyén tra tién” cla
khach hang.

DPé théa man khach hang cuta chung ta, ddi ngli cong
nhan vién cta Céng ty can dwoc thwdng xuyén dao
tao, cd dong lwc cao va phan kh&i phuc vu khach
hang. Nguwoc lai, ching ta can ludn ludn chi trong
cham lo cai thién diéu kién lam viéc va cac lgi ich cla

PART 1:
THE DIRECTOR’S POLICY STATEMENT

The following ‘Policy Statement’ is presenting the
Company’s ‘Mission’, ‘Vision’, ‘Values’, and ‘Strategic
Goals’, which are the guiding principles for the
orientation and development of this CDP report. Our
employees are committed of applying the spirit of the
Policy Statement as a guideline for the strategic
planning purposes and during day-to-day operations
alike.

Our core MissION is the provision of public services for
the citizen of Can Tho City, which includes demand
oriented and high quality water supply services, as well
as drainage and waste water management services.

Moreover, it is our responsibility to contribute to the
reduction of groundwater and surface water pollution, as
well as reduction of seasonal inundations in the City of
Can Tho. Environmental protection is thereby our focal
point of attention in order to keep our city ‘Green, Clean
& Beautiful’.

Thus, our Company contributes to the improvement of
public health and convenience as well as to the
economic development of Can Tho’s urban and
periurban districts.

It is our VisIoN to become, over a period of ten years,
the best performing water supply provider and
wastewater managing company in southern Vietnam. It
is our intention to provide best possible services for our
customers and, thus, building the trust and the bond with
the Company’s owner - the city’s Peoples Committee.

We are committed to develop into an accountable,
autonomous government  enterprise, operating
financially self-reliant, without essential governmental
subsidies. We will improve our financial capacity to the
extent that we are able to invest into the construction of
water supply and drainage networks in neighboring
locations.

Our customers are our key actors and our reason ‘to be’,
without we would not exist. We will, therefore, strive to
increase our reputation as a reliable service organization
that understands the needs and requirements of our
customers and provides services in accordance to
customer expectations and their ‘willingness-to-pay’.

In order to satisfy our customers, our staff will be
constantly trained, highly motivated and enthusiastic in
serving our customers. In return, we care about or
employees, assuring improving working conditions and
benefits over a period of time.
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ngwoi lao dong.

CAC GIA TRl (PHWYONG CHAM) trong Céng ty
ching ta sé& xuyén subt trong moi hoat dong cla
chung ta, ddi v&i tirng ca nhan ciing nhw ca tap thé,
bao gdm cac mét sau day:

Ky nang lam viéc chuyén nghiép va da dang,
Coi trong truéc hét loi ich ctia khach hang,
Hiéu qua hoat dong va an toan lao ddng,

Sw trung thanh, doan két va coéng bang trong va
ngoai Céng ty,

Dbéi méi, sang tao va hdng hai & moi cip cua
Coéng ty.

Dé hoan thanh dwgc tdm nhin clia Cong ty, chung ta
xay dwng CAC MOC MUC TIEU CHIEN LUOC co
ban can thwc hién cho dén nam 2010 nhw sau:

Hoan thanh viéc chuyén dbi Céng ty sang md
hinh Céng ty me-Cong ty con,

Két ndi duoc 100% cac hd dan vao mang luoi
cap nuwoc,

Thiét lap duoc mot hé thong quan Iy nudc thai
toan dién va phu hop dé dau ndi duwgc 90% cac
h6 dan ctia Can Tho,

Hoan thanh dw an quan ly nwéc thai dwoc tai tro
bang ngudon von ODA cua Chinh phi Céng hoa
lién bang Brc,

Gidm murc that thoat nuéc xubng téi 25%,

Pao tao va cOr)g cb doi ngli can bd cong nhé,n
vién, tang ti 1é tot nghiép bai hoc thém 10% va tot
nghiép Trung cap thém 20%,

Cai thién viéc tw cha tai chinh théng qua viéc ap
dung gia bu dap chi phi.

Ngoai ra Cong ty ching ta sé ap dung luat Bao vé
Moi trvong maéi 12/2005 vao cong tac thu gom va XU
ly nwéce thai tai Thanh phé Can Tho.

Our corporate VALUES are governing our behavior,
individually as well as collectively, are comprising the
following attributes:

e  Professionalism and diversification of skills,
e  Putting the customer’s interests first,
e  Operational efficiency and labor safety,

e [loyalty, solidarity and equality within and outside
the Company, and

e Innovation, creativity and enthusiasm at all
corporate levels.

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

e  Complete the conversion into a mother-daughter
model company,

e Connect 100% of the city’s households to the water
supply network,

e  Set-up a comprehensive and suitable waste water
management system that connects 90% of Can
Tho’s households,

e  Complete the ongoing wastewater management
project, funded by an ODA loan of the Government
of the Federal Republic of Germany,

e Reduce ‘non-revenue’ water rate to 25%,

e Train and reinforce our staff; increase the number of
university graduates about 10% and the number of
college graduates about 20%, and

e Improve financial autonomy through the introduction
of cost covering tariffs.

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
Cén Tho City.
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PHAN2: )
CAC MYC TIEU PHAT TRIEN CONG TY

Nam bat co hdi va dwong dau véi nhivng kho
khan, tang cwong thé manh va vwot qua
nhirtng thach thirc la cac nguyén téc chi dao
trong cong tac td chirc va thé ché ctia Cong ty.

Muc tiéu cta Phat trién Thé ché va Té chirc

Muc tiéu cta Phat trién Thé ché va Td chirc 1a tim toi
nhung thay adi hop ly, nhitng diéu chinh, va nhwng
cai tién vé cac diéu kién khung cho hoat dong cla
Cong ty, co cAu tb chirc va cac thiét ché quan ly cla
Coéng ty Coéng viéc nay nhdm tao ra cac diéu kién
khung thuan loi cho phép Cong ty hoan thanh cac
muc tiéu phat trién va cac mbc muc tiéu chién lwoc
theo dung tién d6 va hiéu qua kinh té.

Cac diéu kién khung do6i khi can dwoc diéu chinh
ding luc dé thich nghi duwoc véi cac thach thire ngay
cang lén dbi voi Cong ty. Viéc tdng cwong tinh tw cha
va viéc bu dap chi phi cho cac dich vu cia Céng ty,
va viéc hinh thanh chinh sach vé gia dich vu thich
hop,nhitng quy dinh dung dén cua nganh va viéc
kiém toan, viéc nang cao trach nhiém giadi trinh la
nhirng diéu can thiét d& dap ng cac ky vong ngay
cang cao cla khach hang va kha nang phuc vu cla
Cong ty chang ta.

Nhirng thay ddi ndi bd rat can cé dé rat ngén khoang
cach gitra khung phap quy nha nwéc véi cac doi hoi
cung cép dich vu va cac ky vong ngay cang cao cla
khach hang. Coéng ty can dwoc quan ly theo cach
thirc hiru hiéu va hiéu qua ddm bao chi phi van hanh
thap. V&i su tin twdng chung 1a hoat déng ‘bén virng’
can dén viéc ap dung tinh gia da trang trai cac chi
phi, ching ta cam két quan ly cac hoat déng theo
phong cach chuyé&n nghiép va cung cép cac dich vu
theo céc tiéu chuan tbt nhat cé thé va véi chi phi thap
nhét co thé.

Chién lwgc phat trién thé ché va té chirc toan dién
clia chung ta cudi cung sé tao ra cac hoat déng hiéu
qua va bén vitng. Do dd,cac chién lwgc dwoc trinh
bay trong K& hoach phat trién Cong ty nay, sé dé cap
dén cac linh vic chd yéu, bao gém ca quan ly tai
chinh, quan ly quan hé khach hang, quan ly tai san va
quan ly ngudn nhan luc.

PART 2:
CORPORATE OBJECTIVES

Seizing opportunities and opposing constraints,
fostering our strength and overcoming 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 institutional
framework conditions, organizational structure, and
management set-up. The ultimate aim is the
establishment of ‘conducive’ framework conditions that
allow 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.
The incremental development of institutional autonomy,
cost recovery of our services and the set-up of an
appropriate customer tariff policy, proper sector
regulations, supportive external audit, and improving
accountability are in need to meet increasing customer
expectations and our service delivery capacity.

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 cost.

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

S& Giao théng cong chinh la bén hiru quan chinh cta
Coéng ty, chiu trach nhiém giam sat chung cac hoat
dong cla Cong ty. Cac hoat déng nay dwoc S&
GTCC danh gia hang thang. Ngoai ra, hang quy,
doan cla S& Tai chinh sé danh gia cac hoat dong tai
chinh ctia Céng ty. V& quan ly tai chinh, Céng ty
ching ta phai chap hanh cac quy dinh cta Bo Tai
chinh, nhu Théng tw sbé 49/2006TT-BTC ngay
6.6.2006 va 58/2002/TT-BTC ngay 28/6/2002. Thdong
tw nay hwéng dan quan ly tai chinh cho cac cong ty
TNHH mét thanh vién nha nwéc. Thong tw quy dinh
cac nguyén tac vé quan ly vbn va tai san, doanh thu,
chi phi va gia, lgi nhuan va viéc str dung, ké hoach tai
chinh, ké toan va kiém toan

Cho dén nay, pham vi trach nhiém va nhiém vu dbi
v&i hé thdng cong trinh thoat nwéc hién co va ca cac
cong trinh thu gom cling nhw cac cong trinh xt&r ly
nwéc thai sé dwgc xay dwng trong twong lai cling
chwa dwgc Uy ban Nhan dan Tinh xac dinh cu thé. Vi
thé can th|et phai co quy dinh mét khung phap quy
cta Tinh vé viéc cung cap cac dich vu vé nwéc thai,
trong d6 xac dinh rd quyén han va nghia vu cia Uy
Ban Nhan dan, cac bén cé lién quan khac, ciia Cong
ty va cla khach hang. Hién tai, ching ta ap dung
Nghi dinh 67 dé& thu phi méi trwong tir khach hang.
Moi chi phi Van hanh va bao dwéng hé théng nwéc
thai va thoat nwéc van do UBND Thanh phd cung cap
theo ké hoach duoc duyét.

Chinh sach ndi bo

Sau khi dwoc chuyén déi thanh Cong ty TNHH mot
thanh vién, Giam déc Cong ty da ban hanh Ban Diéu
l&é Té chirc va Hoat déng cla Céng ty TNHH mot
thanh vien CTN Can Tho ngay 3/7/2004. Chinh sach
néi bd cia Cong ty ching ta tap trung vao viéc phan
dinh rd rang cac chirc nang va trach nhiém trong
cbng ty Cac quy che nay can dugc ra soat lai dé lam
co s& cho viéc sdp xép co cau phu hop véi viéc
quan ly nwéce thai va cac hoat dong.

Cac chlrc nang va nhiém vu cla cac phong, ban, doi

va céac chi nhanh dwoc néu trong cac quy ché ndi bd

ban hanh vao cac ngay 16/6/1998, 09/11/2001,

25/8/1999, va 20/7/2001. M&i nam 2005, ching ta da

ban hanh Quy ché lam viéc dé& xac dinh cac quyén

han va trach nhiém cua tha trwédng cac don vi truc
thudc Cong ty.

Cac van ban khac quy dinh nhiém vy va trach nhiém

bao gébm:

e Quyét dinh sbé 382/2001.QD.CN quy dinh trach
nhiém va quyén han cGa Ban Quan ly dvw an,
phong Ké hoach, Phong téng hop va vat tw

e Quyét dinh sb6 82/1999-QD-CN dbi tén Phong Ké
hoach Tai vu thanh Phong Tai chinh Ké toan

Current Institutional and Organizational
Situation

External Supervisory Regime

The Department of Transportation and Public Works
Services (TUPWS) is the Company’s main stakeholder,
in charge of general external supervisory. Our Com-
pany’s performance is evaluated on a monthly basis by
TUPWS. In addition, the Department of Finance (DoF)
supervises our financial affairs each quarter in general
terms. With regard to financial management, our Com-
pany follows Ministry of Finance (MoF) regulations, e.g.
Circular No. 49/2006TT-BTC dated June 6, 2006 and
Circular No. 58/2002/TT-BTC dated June 28, 2002. The
latter Circular is a Guideline for a “One member Ltd
Company” owned by the state. It regulates the princi-
ples of Ltd Company’s capital and asset management,
revenues, expenditures and prices, profits and their use,
financial planning, accounting and auditing.

At present, the scope of responsibilities and tasks, with
regard to exiting drainage facilities and the future waste
water collection and treatment works, are not yet finally
defined by the PC. Therefore, we need 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. Actually, we apply the Decree 67 to col-
lect an environmental fee from customers. All O&M cost
for the management of the wastewater and drainage
system is still provided by City PC, according to agreed
plans.

Internal Policies

After being converted into Ldt. Company, the Director
has promulgated an Organizational and Operational
Charter of Can Tho Water Supply and Sewer-
age/Drainage Company on July 03 2004. Our Com-
pany’s internal policy is focusing on an accountable allo-
cation of functions and responsibilities within the organi-
zation. This regulation is the basis for the set-up of an
appropriate waste water management structure.

Functions and responsibilities of departments, units,
teams and divisions are described in the internal regula-
tions, dated June 16, 1998; November 09, 2001; August
25, 1999; August 14, 2000; and July 20, 2001. A more
recent Working Regulation of 2005 determines the rights
and responsibilities of the Heads of all entities subordi-
nated to the Company.

Other documents regulating tasks and duties are:

e Decision No. 382/2001.QD.CN on Rights & Re-
sponsibilities of the Project Management Unit
(PMU), Technical Department and Material Depart-
ment

Decision No. 82/1999-QD-CN of the Director on
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Quy dinh chc nang ,nhiém vu va quyén han cua
phan xwédng co khi s6 290/2000/QD.CN

Quyét dinh s6 243/2001-QD-CN quy dinh chirc
nang, nhiém vy ctia phong thi nghiém, ddi an ninh
va doi stra chira.

Co céu té chire

So d6 dudi day mé ta co cu td chirc hign hanh cua
Céng ty Cap thoat nuwéc Can Tho.

Changing the name of the Planning and Accounting
Department to Finance and Accounting Department

Regulation No. 290/2000/QD.CN of the Director on
Functions and Duties of the Mechanical Workshop

Regulation No. 243/2001-QD-CN of the Director on
Functions and Duties of the Laboratory Team, the
Security Unit and the Repairing Team

Organizational Structure

The following chart represents the current organizational
chart of the CT-WSS Company.

So d6 t6 chirc Cty TNHH CTN Can Tho / Organizational Chart of the CT-WSSC

CHU TICH CONG TY
CHAIRMAN
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INSPECTOR DIRECTOR BOARD OF DIRECTORS INSPECTION SECTION

! l

! l

PHO GIAM BOC
VICE DIRECTOR

KE TOAN TRUONG
CHIEF ACCOUNTANT

PHO GIAM BOC
VICE DIRECTOR

PHO GIAM DOC
VICE DIRECTOR

T N A N Y

[ S N A

. INMN CAN THO I A A
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CHANH TOAN HOP v THUAT CAN THO' THIETKE CTN| | CTN TRANOC CTNTHOTNOT CTN O MON CANTHO
ERSONNEL &| | FINANCIAL & GENERAL EQUIPMENT | | TECHNICAL | [SNEIeTiON | CANTHO WS || | oS WS, WW8D WS, WD TRANOC THOTNOT | |OMONwWs&S | [CANTHO TAN
ADMIN. DEPT. | | ACCOUNTING DEPT. DEPT. DEPT. PURE WATER [CONSTRUCTION|  [CONSULTINGS| | WS&S JS Co. WS&S JS Co. Js Co. T‘EbngCASﬂC
DEPT PRODUCTION Js Co. DESIGN JS Co. o
. ITRAM CAP NUOC
CHINHANH CHINHANH CHINHANH | |rRam CAP NUOC| THOAT BOISUACHUA | | BOIXAY LAP XN CAP NUOC NMN HUNG 9 KHA
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CAPNUOC SO | | CAPNUOC SO I BINH THUY AN BINH CAIRANG 9 KHANH
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Co cAu t6 chirc 1a mot van dé chinh yéu cho sy phat
trién twong lai ctia Céng ty chung ta. Co c4u lai Céng
ty mét cach hop ly, hiéu qua va 16 gich la mét trong
nhirng thach thirc hién tai va twong lai cho phép
chung ta hoan thanh duwgc cac nhiém vu va trach
nhiém ve sau. Trong qua trinh co cau lai, chung ta
cing can lwu tam dén cac mdc muc tiéu chién lwoc
va ké hoach cé phan hoa.

Co céu quan ly

Chu tich céng ty la dai dién cia Cong ty do UBND
TPCT ct theo nhiém ky 5 nam. Cha tich b nhiém va
quyét dinh mrc lwong Giam déc Céng ty sau khi
dwoc sy chap thuan cta chd sé& hiru-UBNDTP. Cha
tich con quyét dinh bd nhiém cac phé Giam dbc. Cha
tich Céng ty chiu trach nhiém trinh bay Ké hoach kinh
doanh hang nam va cac bao cao tai chinh ctia Cong
ty voi UBNDTP, quyet dinh cac mure lwong, sap xép
co cAu t6 chire, ky két cac hop ddng dau tw va kinh

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. During the process
of restructuring, we will take into account our strategic
goals and equitization plan.

Management Structure

The chairman is the authorized representative of the
Company nominated by the PC for period of 5 years.
The chairman nominates the Company's director and
determines his salary, based on mutual agreement with
the PC. He also nominates the vice-directors. The
chairman is responsible for the presentation of the
Company’s annual business plan and financial reports to
the PC, decides about the salary levels, sets up the
internal organizational structure, signs investments and
business contracts, and implements all decisions made
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doanh va thwc hién moi quyét dinh cta UBNDTP.
Kiém tra ndi bo:

Cong ty chung ta hién dang c6 mét kiém soat vién noi
bd. Nhiém vu cia kiém soat vién nay la thwc hién
thanh tra cac hoat dong ctia Cong ty va truc tiép bao
cdo v&i Giam dbc Cong ty. Cac hoat dong thanh tra
thwdng xuyén bao gdm: Cac cong viéc xay dwng cla
cac don vi trong Cong ty, cac cbng viéc Van hanh
Bao dwdng, hiéu qua thu phi, va quan ly cac phan
nan cta khach hang. Hon nira, kiém soat vién nay
ludn gitr virng méi lién hé véi cac phuwdng, xa dé nam
rd cac nhu cau dich vu hién tai va nhirng blrc xuc.
Trong twong lai cong ty ching ta s& cé mét t6 thanh
tra chuyén nghiép dé thwc hién cac cbng tac thanh tra
nhw da dé& cap. Hon niva, cac cong ty cd phan (hién
tai co sau) sé& duwoc kiém tra bdi mot bo phan thanh
tra déc lap do cong ty thanh lap.

Céc ké hoach kinh doanh va phéat trién ndi bd

Chung ta da lap mot sé bao céo vé ké hoach phat
trién lam dinh hwéng va tham khao ndi bd cho céac
hoat dong, bao gdm hai bao céo Dinh hwéng phat
trién Cong ty.

Ban bao cao nghién ctru vé dinh huéng phat trién
cdp nwédc TP Can Tho téi ndm 2020 do éng Phan
Quang Khai phu trach dwoc lap vao thang 3/2005 va
dwoc gl t&i mot sé co quan nha nudc dé lay y kién
dong gop. Bao cao nay la mot nghién ctru toan dién,
bao gom hién trang cap nwéc cta thanh phd, danh
gia cac ngudn nuéc cha thanh pho cac dy an dang
trién khai, cac ké hoach phat trién cap nuéc do thi
cta thanh phd, cac dé& xuét vé dau tw, cac két luan va
khuyén nghi. Thém vao d6 con cé nhitng bang biéu
chi tiét, cac ban vé ky thuat vé cac nha may nwéc va
cac ban dd mot sé quan cla thanh phd kém theo.

Mot tai liéu khac 1a ban bao céo vé “hoat dong va kinh
doanh nam 2004 va dinh hwéng cho nam 2005”. Ban
b&o cdo nay néu ra cac thong tin chi tiét vé toan bo
cac hoat dong clia Coéng ty nam 2004 va phac thao
mot sé dinh hwéng ban dau cho ndm 2005.

Cac Chién lwoc Phat trién ctia Cong ty

Duéi day la cac chién lvoc cu thé ma ching ta dw
kién thwe hién. N(f)j dung chi tiét clia cac hoat dong sé
dwoc néu trong Ké hoach hoat dong kém theo.

Quan hé dbi ngoai

Duy tri cac méi quan hé dbi ngoai can thiét [a mot yéu
cau rat quan trong déi véi chung ta, mét doanh
nghiép nha nwéc, cung cap cac dich vu cong cong
cho cong déng. Coéng viéc diéu chinh dan cac diéu
kién khung ctia Céng ty chung ta can dén nhitng mbi
quan hé mat thiét vOi cac bén cd lién quan. Duwa
khach hang dén gan véi Cong ty va hidu duwoc cac
nhu cau va hoan canh cla cong déng rat quan trong
déi véi Cong ty chang ta trong viéc phat trién cac

by the PC.
Internal Audit

Our Company currently employs one inspector for inter-
nal affairs. His 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 collec-
tion efficiency, and the management of customer’s com-
plaints. Furthermore, he maintains regular exchange
with communes and wards to understand prevailing ser-
vice needs and constraints. In future our company will
have a professional inspection team for carrying out the
mentioned inspections. In addition our joint stock com-
panies (six at present) will be checked by a separate
inspection section that has to be established.

Internal Business & Development Plans

We have several reports on development plans available
in the Company that are used as an internal orientation
and reference, including two reports on the orientation of
the Company’s development.

The research report on “Orientation on the Can Tho
City’s water supply development until 2020", prepared
under a team led by Phan Quang Khai, was published in
March 2005 and sent to several government bodies with
the request for contributions and comments. This report
is a comprehensive study, comprising the current state
of water supply in the city, an assessment of the city’s
water resources, ongoing water supply projects, the
city’s urban water supply development plans, investment
planning projections, conclusions and recommendations.
Furthermore, the report includes detailed tables,
technical drawings of water plants and maps of certain
districts of the city.

The second recent document is the report on the
“Operations of Business Year 2004 and Orientation of
the Business Year 2005, which contains detailed
information about all the Company’s business activities
in 2004 and outlines some preliminary direction for 2005.

Our Corporate Strategies

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

External Relations Policy

Maintaining meaningful external relations is a paramount
requirement for providing best possible public services
to our community. Gradual adjustments of our
Company’s  framework  conditions  require  the
development and maintenance of prolific relationships
with our external 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 external
policies and our behaviors in dealing with our most
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chién lwoc dich vu twong lai. Do d6, ching ta cam két
s& ra soat lai va diéu chinh cac chinh sach ddi noi va
cach (rng x&r clia minh v&i cac bén cé lién quan, bao
gdm UBND Tinh, S& Giao théng cong chinh, S& Tai
chinh, S& Tai nguyén Méi trudng va cac td chirc cong
ddng khac nhau.

Cac diéu kién khung

Sy thanh cdng cua cac hoat ddng ciia Céng ty ching
ta phu thudc rat nhiéu vao khung phap quy. Tirng
bwdc cai thién dan cac diéu kién hién tai va ap dung
cac quy dinh mé&i phu hop véi S ménh va Tam nhin
ctia Cong ty chung ta la coéng viéc chinh yéu dam bao
cho cac dich vy clia chung ta duwoc bén virng. T do,
ching ta cam két sé& tranh tha phdi hop toan dién voi
cac bén hiru quan nham phat trién méi trwdng khung
thuan loi cho cac hoat ddng va cung cép dich vu. Tinh
tw chi vé& quan ly théng qua viéc ky két mot hop dong
quan ly chinh thirc, cing véi kiém toan chuyén
nghiép tlr bén ngoai, chinh sach thay thé tai san rd
rang va thu tién t khach hang du trang trai cac chi
phi van hanh va bao dudng 1a mét sb van dé quyét
dinh nhat vé phap quy

Phan sau day sé phac thdo cac chién lwoc nhd ma
chung ta dv dinh sé thwc hién trong tirng giai doan cu
thé.

e Céac ludt, Nghi dinh, Théng tw va Quyét dinh: Tét
ca cac van ban c¢o lién quan dén hoat dong cla
Coéng ty sé dwoc ra soat lai nhw cac Luat, cac
Nghi dinh, Théng tw va quyét dinh ctia nha nwéc
va cla Thanh phd. Chung ta d&c biét lwu y dén
cac luat méi ban hanh la Luat Bao vé Méi trwong
va Luat Doanh nghiép. Chung ta sé lap mét bang
tdng hop dé xac dinh rd cac quyén han va nghia
vy cla Coéng ty.

Tuén theo s& ménh va Tam nhin cta Céng ty,
chung ta sé tranh tha sy giup d& cia UBNDTP dé
cai thién cac diéu kién khung, cho phép chang ta
hoan thanm nhiém vu cung cép céc dich vu tbt
hon cho cong déng.

e Loai hinh Céng ty: Ching ta dw dinh sé& chuyén
cac cong ty con thanh Céng ty cd phan dé da
dang héa cac hoat dong. T d6, ching ta can tién
hanh mot s6 nghién cu so sanh va chuan bi mot
16 trinh va dé& xuét phwong an véi UBND TP.
Céng ty chinh hay céng ty me sé& van la doanh
nghiép nha nwoc.

e Hop déng quan ly tai san: : Viéc nay nhdm nang
cao tinh tw chi v& quan ly va trach nhiém giai
trinh théng qua viéc ky két mot hop déng chinh
thirc. UBND TP sé yéu ciu sé& chl quan ky hop
ddng vo&i cong ty vé viéc van hanh va bdo duéng
cac cong trinh thoat nuwéc. Hop ddng quy dinh ré
rang nhirng quyén han va nghia vu cla cac bén
ky hop déng, chl s& hiru tai sén va chinh sach tai
dau tw thay thé tai san, céac tiéu chuan dich vu va
pham vi dich vu, cac tiéu chi chuin vé hiéu qua
hoat déng, cac chi phi dich vy, giam sat va theo
doi danh gia hiéu qua hoat dong.

important stakeholders, including the PC, TUPWS, DoF,
DoNRE, and the various community groups.

Regqulatory Framework

The success of our operations depends very much on
the Government’s regulatory framework. Gradual
adjustment of existing conditions and introducing new
regulations that are in favor of our Company’s mission
and vision are essential for sustaining our services. We
are committed to enter info a comprehensive dialog with
our stakeholders, aiming in the development of
conducive framework conditions for our operations and
service provisions. Managerial autonomy through the
introduction of a formal management contract,
professional external audit, clear asset replacement
policy, and cost recovery of our operation and
maintenance costs through the introduction of an
incremental customer tariffs are some of the most
decisive regulatory issues.

The following section outlines our sub-strategies that we
intend to implement over a specified period of time.

e lLaws, Decrees, Circulars and Decisions: All
relevant Laws, Decrees, Circulars, and Decisions
related to our Company’s operations will be
reviewed. This refers in particular to the newly
promulgated Law on Environmental Protection and
the Vietnamese Enterprise Law. We will establish a
matrix that identifies clearly the rights and
obligations of our Company.

With regard to our Mission and Vision we will lobby
with the PC to improve the framework conditions,
enabling us for providing better services to our
community

e Company’s Status: We intent to convert our
daughter companies into joint stock companies for
diversifying our operations. Hence, we will
implement some comparative studies and will
prepare a road map’ and a corresponding proposal
for the PPC. The main company or mother company
will be state owned.

e Asset Management Contract: It is our intention to
improve the Company’s managerial autonomy and
accountability through the introduction of a formal
management contract. The PPC will ask the related
department in charge for contracting the WW
operation and maintenance works to our Company.
The contract defines, among others: rights and
obligations of the contract parties, asset ownership
and asset replacement policy, service standards
and scope of services, performance benchmarks,
cost of services, supervision and monitoring of
performance.
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e Céc churc ndng gidm séat bén ngoai: Buwong nhién
khi ky hop dong chinh thirc gitra s& chi quan va
Cong ty thi phai thiét 1ap cac chirc nang giam sat.
Chung ta sé nghién ctu va dé xuat véi UBND TP
cach sap xép vé thé ché dé dadm bao viéc tuan
tht dang cac diéu kién cta hop déng da ky.

Céc chinh sach dbi ndi va cac muc tiéu

Cong ty ching ta dw dinh sé& chuyén cac két luan cta
ban ‘ Nghi quyét vé& Cai tién hé théng SXKD cla Cong
ty’ thanh cac chinh sach noi bd ctia Céng ty, bao gom
cac van dé sau day: tim kiém sy hd tro clia cac bén
hiru quan dé ting cudng hiéu quad hoat déng cua
Cong ty, xay dwng niém tin gitra cac co quan hiru
quan, khach hang va Céng ty, 16i cubn cong ddng
tham gia vao viéc cai thién cac dich vu clia chung ta,
va cai thién hiéu qué hoat déng ctia Coéng ty thong
qua cac nghién ctru so sanh.

Diéu d6 nhdm nang cao hiéu qua hoat dong va dich
vy khach hang théng qua viéc tirng buwéc cai thién
cac cam két, tao dong lwc thuc day, hiéu qua, sw
minh bach, trach nhiém gidi trinh va cudi cung nhwng
khéng kém phan quan trong la sy tin nhiém cua
chung ta.

Vé chién lvgc ma ndi, ching ta sé ra soat lai va ban
hanh m&i mét cach toan dién cac chinh sach ndi bo
vé: co cau quan ly Cong ty, hé théng quan ly tai chinh
va thu tién, quan hé khach hang va sy tham g|a cla
cong ddng, quan ly tai san va cong trinh,va quan ly
ngudn nhan lyc. Cac chién lwoc nay sé dwgc vach ra
trong cac chwong sau clia Ban Ké hoach phat trién
Céng ty nay.

O cép Cong ty, ching ta sé tap trung ddi méi theo
cac muc tiéu sau:

e Quan ly theo muc tiéu: Phwong thirc quan ly theo
muc tiéu ddm bdo réng cac quyét dinh, cac chi
dan va cac hoat dong cla Cong ty déu lién hé
dén cac chinh sach da dwoc théng qua noi bo,
cac quy trinh tha tuc,va céac tiéu chuan, bao gédm
ca cac van dé vé ky thuat, tai chinh, nhan sw va
khach hang. Ching ta can soan thao ra mot bo
“céc tiéu chi chuan vé hiéu qua hoat dong” dung
dé theo ddi theo muc tiéu cac hoat déng cuia cong
ty. Viéc theo ddi thdng qua céc tiéu chi chuan sé
tré thanh cong viéc thwdng xuyén hang thang,
cho phép nhitng ngwdi quan ly ching ta co6 thé
quan sat dwoc hiéu qua hoat dong cua Coéng ty
va tién hanh chan chinh néu thay can thiét.

e Chinh sach phat trién kinh doanh: Theo tuyén bb
vé S&r ménh va tdm nhin cta Coéng ty, ching ta
can ra soat chinh sach cta Cong ty vé phat trién
kinh doanh, xac dinh dinh hwéng cho viéc dau tw
ma&i va cac linh vec méi dé mé réng dich vu va
hoat dong. Chung ta sé& danh giad cac linh vuc
kinh doanh hién tai va cac co hdi kinh doanh
twong lai ctia Cong ty réi dwa vao do sé xac dinh
cac hoat dong kinh doanh trong tdm clia ching

e  External Supervisory Functions: Consequently to
the introduction of a formal management contract
between the respective department in charge and
our Company the establishment of objective
supervisory functions are required. We will explore
and recommend to the PPC institutional mediation
arrangements, assuring appropriate compliance
with the contract’s conditions.

Internal Policies and Requlations

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.

Strategically, we will review and reformulate
comprehensively our internal policies, including:
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.

At corporate level we intend to focus our reform agenda
on the following objectives:

e Management by Objectives: Objective oriented
management ensures that decisions, instructions
and activities are related to internally agreed
policies, procedures, and standards, including
technical, financial, personnel and customer issues.
We will set up a set of ‘performance benchmarks’,
serving as an objective reference for our internal
operations. Monitoring of the benchmarks will
become part of our routine monthly activities,
enabling our managers to observe our performance
and apply corrective actions, as deemed necessary.

e Business Development Policy: According to our
Mission and Vision statement we will review our
policy on business development, defining the
orientation for new investments and new fields of
service provisions and activities. We will evaluate or
present  businesses and  future  business
opportunities and will, based on the results of such
assessments, reformulate our core business
activities.

15



CONG TY CAP THOAT NU'G'C CAN THO - KHPTCT 2007-2010
CAN THO WATER SUPPLY & SEWERAGE COMPANY — CDP 2007-2010

ta.

e Cac tiéu chuan dich vu: Chung ta sé& xay dwng
céac tiéu chuan dich vu cta Cong ty dwa trén cac
tiéu chuan quéc gia. Chung ta dy kién sé hop tac
véi Hoi Cap thoat nwéc Viét nam tién hanh cac
nghién clru so sanh dé dwa ra cac tiéu chuan
thich hop va sé& xuyén subt trong cac hoat dong
vé nuéc thai.

e Cac tiéu chi chuén vé hiéu qua hoat dong: Chung
ta sé thiét [ap mot bod “cac tiéu chi chuan vé hiéu
qua hoat dong”. Nhw da ndi & trén, cac tiéu chi
chudn nay sé dwoc sl dung trong qué trinh
thwong xuyén theo déi danh gia hiéu qué hoat
dong toan cong ty.

e Quan ly chat lwong: Quan ly Chat lwong la mot
van dé ngay cang quan trong dé tang cwong hiéu
qua hoat dong clia cong ty va cung cap cac dich
vu hiéu qua cho khach hang va cong dong.
Chung ta dy kién sé& ap dung quan ly chat lwong
theo tiéu chuan quéc té (nhw 1ISO 9001) sau nam
2010.

e Heé thdng théng tin quan ly: Mét Hé théng théng
tin quan ly dwoc lap toan dién trén may vi tinh va
hang loat cac mau bao céo sé& dwoc trién khai va
dwa vao hoat déng trong th&i gian t&i. Thong tin
xac thwe va kip thoi, ludn c6 sén cho Giam dbc va
lanh dao cép trén la diéu cbt yéu thuan loi cho
qua trinh ra cac quyét dinh cta lanh dao va cho
phép tién hanh chén chinh kip thoi méi khi can
thiét.

e Kiémsoat ndi bod: Diéu chinh hé théng kiém soat
ndi bo hién tai 1a mot trong cac chién luvoc cla
chdng ta nham nang cao hiéu quéa hoat dong cla
Cong ty. Cai tién hé thdng kiém tra, kiém toan noi
bd sé giup cho lanh dao phat hién cac sai sét va
céac bl xuc trong hoat déng, va cu thé sé hé tro
qua trinh lanh dao ra dwgc cac quyét dinh dung
dan va kip thoi.

e Ché d6 trach nhiém gidi trinh: Sw doi hdi c6 trach
nhiém giai trinh Ia mdt muc tiéu co ban cia Céng
ty chung ta. Chang ta tin twédng rang mc do
trach nhiém giai trinh dwgc nang Ién cao sé la
strc manh tao ra sy phat trién tinh hiéu lwc va
hiéu qua cla cac hoat déng cling nhw viéc cung
cép céc dich vu. Chung ta sé co géng xay dung
mdt chién lwoc nhdm lam minh bach cac hoat
dong, tao déng lwc va tw nguyén trong hé théng
quan ly.

Co céu tb chirc cia Cong ty:

Do c6 sw thay ddi loai hinh cong ty va cac muc tiéu
quan ly mai trong twong lai, ching ta sé sap xep lai
co cAu ndi bd cong ty va sé diéu chinh néu can.
Chung ta sé thanh lap “B6é phé&n cham so6c khach
hang” va “B6 phan hd so tai san” hoat déng cé hiéu
qua va mot sé co ciu khac trong Céng ty. Cac van dé
khac vé té chirc can xem xét nhu sau:

e Service Standards: We will develop corporate
service standards that are based on best national
practices. We intend to cooperate with the VWSA
and conduct comparative studies for establishing
adequate standards, which are binding for our
wastewater operations.

e  Performance Benchmarks: We will set up a set of
‘performance benchmarks’, serving as an objective
reference for our internal operational performance.
Monitoring of performance benchmarks are part of
our routine monthly activities.

e Quality Management: Quality management is an
increasingly important management issue for
improving our performance and providing efficient
services to our customers and community. We are
planning to introduce quality management following
international standards (e.g. ISO 9001) after 2010.

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

e Internal Inspection Adjusting the existing internal
inspection and control system is one of our
strategies for improving 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.

e Accountability Regime: The quest for accountability
is a fundamental objective of our Company. We
believe that a steadily increasing level of
accountability is the ‘driving force’ for the
development of more efficient and effective
operations and provision of services. We are
committed to build a strategy that focuses on
transparent operations and the development of
motivation  and  commitments  within  our
management system.

Company’s Organizational Structure

Because of the change of the Company’s legal status
and new management objectives that need to be
accomplished in the near future, we will re-address our
internal structure and will make re-adjustments as
required. An efficient ‘Customer Care Management’ and
an ‘Asset Documentation Unit’ belonging to the
companies Technical Department are samples of
various new items that we intent to establish within our
Company. Other related objectives are as follows:
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Chirc nang va nhiém vu quan ly: Cac chire nang
va trach nhiém cla tirng phong ban va don vi can
dwoc quy dinh day da, cac méi lién quan glwa cac
phong, ban, don vi sé dwoc xac dinh don gian va
ro rang.

Té chire lai céng ty: Cac chirc ndng, nhiém vu va
hiéu qua clia cac chi nhanh, don vj va doi sé can
dwoc xem xét va diéu chinh lai néu can. Cac don
vi cia Cong ty can dwoc tb chirc lai theo hé thdng
t6 chirc hivu hiéu nham vao cac hoat déng chinh
cla chung ta va phu hgp véi muc tiéu va nhiém
VU m&i vé quan ly nwéc thai.

Cac quy trinh thd tuc noi bd: Dé ting cuc‘yng hiéu
qua hoat dong, Cong ty sé dwa ra cac “quy trinh
tac nghiép chuan” (SOP), mé ta tng hoat dong
chinh va dong quy trinh thd tuc, cling nhu co cau
ra quyét dinh c6 lién quan vé ky thuat, tai chinh,
va hanh chinh ctia Cong ty. Can wu tién lap cac
quy trinh tac nghiép chuan cho Xi nghiép Thoat
nwdc méi dé dap ng dwoc cac _yéu cau ve quan
ly t6t hé théng nuéc thai, bao gdm ca quan ly tai
chinh, quan ly khach hang, quan ly tai san va
quan ly ngudn nhan lyc.

Cac So db ludng: Dé cho cac quy trinh tha tuc
quan ly néi b dwgc thwc hién dé dang hon,
ching ta sé xay dwng cac So dé ludng vé: quan
ly diéu hanh va chi dan, va cac tac nghiép chuan
cho cac hoat déng chinh. Cac So' dd ludng chinh
la cac quy trinh tha tuc va cac méi lién quan duoc
ap dung trong cong ty va dwoc vé ra cho dé nhin
thay dé hé tro cho cong tac quan ly.

Function & Duties of 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.

Restructuring of the Company: 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 an
efficient organizational system, focusing on our core
activities and accommodating the new waste water
management objectives and tasks.

Internal Procedures: 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
related decision making structure for technical,
financial, and administrative issues of our Company.
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.

Flow Charts: For facilitating our internal
management procedures we will prepare flow
charts, including: = management commands,
instructions and standard operations of key
activities. Flow charts are visualizing written
procedures and interfaces and will be applied within
the Company as management aids.
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PHAN3:
CAC MYC TIEU HOAT DONG

Chuong dwoi day mé ta cac muc tiéu hoat dong chu
yéu va céac chién luvgc chinh cla coéng ty trong cac
[inh vwrc sau:

e Quan ly tai chinh

e Quan ly Quan hé khach hang

e Quan ly tai sén & Lwu tri» hd so tai san
e Quan ly ngudn nhan lyc

3.1 Quan Ly Tai Chinh

Quan ly tai chinh nhdm muc dich s dung hiéu
qua cac khoan thu tlr khach hang va tro cép
chinh phu. Cong tac quan ly tai chinh bao gém
dv bao, phan bb va kiém soat cac quy, day la
cac van dé can thiét cho viéc cung cép dich vu
theo nhu cadu khach hang, van hanh, bao
duwéng va thay thé cac tai san hién cé ciing
nhw mé& rong khu vwe dich vu va pham vi bao
pht dich vu.

Tinh hinh hién tai vé Quan ly tai chinh

Phi nwéec thai

B6 Xay Dwng va Uy Ban Vat Gia Nha Nwéc da ban
hanh Thong tw lién bd sb 03/1999/TTLT/BXD-BVGCP
ngay 16/6/1999 vé viéc cho phép thu phi nuwéc thai
theo ti 1& t6i thiéu 10% trén gia nwdc sach.

Ngay 13/6/2003, Chinh Phl da ban hanh Nghi dinh
67/2003 vé viéc thiét lap phi bdo vé méi trwong dbi
véi nwdc thai cong nghiép va nwéc thai sinh hoat.
Nghi dinh da quy dinh phi bdo vé mai trudng tbi da
ddi v&i nwéc thai sinh hoat tinh theo i 1& 10% cla gia
nwdc sach (chwa bao gébm VAT). Phi bdo vé moi
truong déi véi nwodc thai cdng nghiép dugec tinh theo
khéi lwong va mirc dd & nhiém. Coéng ty cap nuéc cod
thé gitv lai mét phan phi thu dwoc va khéng dwoc
vuot qué 10% tdng sb tién thu duwoc. 90% sb tién thu
duoc con lai dwoc chuyén vao Kho bac Nha nuéc,
50% trong sb d6 dwoc dwa vao Ngan sach Trung
wong dé bd sung cho Quy Bdo vé Méi trwong Viét
Nam, 50% con lai dwoc phan bd cho cac dia phuong
dé st dung cho cong tac bao vé& méi trudng.

Thay méat UBND, cong ty bat dau thyc hién thu phi
bao vé moi truo’ng vao ngay 1/1/2004 v&i mie gia la
180VND/m®. Phi bao vé& méi trwong dugce tach riéng
thanh mét muc trén hoa don thu tién nwoc may, la

PART 3:
OPERATIONAL OBJECTIVES

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

e  Financial Management

e  Customer Relations Management

o Asset Management & Asset Documentation

e  Human Resource Management

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 collects the EP fee on behalf of the
People’s Comm/ttee since January 1, 2004 at a rate of
VND 180 per m°>. The EP fee, which is a separate item
in the water invoice, is billed to all water supply
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hoa don cla tat ca cac khach hang nwéc may bao
gdm ca khach hang nam ngoai vung c6 dich vu nwéc
thai. Cong ty str dung hé thong may tinh dé phat hanh
hoa don, Céng ty cap nuwéc duwoc giv lai 10% nhw
mot khodn tro cip phuc vu codng viéc thu tién, trong
khi d6 90% sb tién con lai la khoan phai trd vao tai
khodn d&c biét ctia cong ty dé trad no vay cua KfW va
van hanh dy an thoat nwéc — x& ly nwéc thai.

Phi bao vé méi trwdng cé hiéu lwc tir ngay 01 thang 4
nam 2004, gia nwdc thdi da dwgc tang 500 VND/m?
nhw da thoa thuan v&i Ngan hang tai thiét Bic (KFW)
va ap dung cho cac quan Ninh Kiéu va Binh Thuy,
day la nhitng quan nam trong vung cung cap dich vu
thoat nworc). Hai quan nay tiéu thu khoang 90% lwong
nwéc may dwoc cung cap bdi Cong ty cap nwéce. Phi
bdo vé maéi trwdng & mirc 180 VND/m?® chi dwoc ap
dung cho nhirng khach hang & cac quan con lai nam
ngoai ving c6 dich vu thoat nwéc (O Mén, Cai Rang,
Thét Nét, Vinh Thanh va Co D4).

Coéng tac ké toan

Dé thuc hién cong tac ké toan, Cong ty dang st dung
phan mém ké toan tir thang 7 nam 2000. Phan mém
ké toan tuan tha theo hé théng ké toan hién hanh &
Viét Nam duwoc &p dung cho tat ca cac doanh nghiép
& Viét nam.

Bén canh viéc s&r dung phan mém ké toan, Coéng ty
da st dung phadn mém lap hoa don cho cac khach
hang nwéc may tr ndm 1999. Hé théng phan mém
lap hoa don la mot hé théng doc 1ap va khong két ndi
v&i hé théng ké toan chung ctia Cong ty .

Hién tai, phAn mém ké toan chon goi va phan mém in
hoa don dang s dung van phu hop cho céng tac ké
toan va lap hoa don cltia Céng ty trong th&i gian ngan
han va trung han.

Lap ngan sach, lap ké hoach tai chinh va thiét Iap

biéu gia.

Cho dén nay, Céng ty van chwa thuc hién cong tac
l&p ngén séach va lap ké hoach tai chinh mot cach
toan dién cho hoat déng kinh doanh clia céng ty. Do
vay, cac ké& hoach ngan sach khéng dwoc dbéi chiéu
v&i két qua thuc té do ap dung cac mau khac nhau,
diéu nay dwoc phan anh trong cac béo tai chinh.

Cong ty da ap dung hé théng tinh gia co ban; tuy
nhién, can phai ra soat lai phwong phap tinh gia va
co cau gia cho phu hop.

Kiém toan ndi bd

Ngay 29/6/2004, B6 Tai Chinh da ban hanh Thong tw
sb 64/2004/TT-BTV hwéng dan thwe hién cong tac
kiém toan doc lap. Lan cubi cung Coéng ty duwoc kiém
toan béi kiém toan Nha Nuwédc la ndm 1999. Tuy
nhién, muc dich ctia Cong ty l1a muén tadng cwédng
cong tac kiém toan dé nang cao kha ndng va trach
nhiém giai trinh cha cong tac ké toan.

customers including those outside the WW service area.
The Company, which uses a computerized billing
system, retains 10% of the EP fees collected as
compensation for its collection efforts while the 90%
balance is payable to a separate account of our
Company used to repay the KfW loan and to operate the
wastewater disposal project

Effective April 1, 2004, the EP fee in the districts of Ninh
Kieu and Binh Thuy, which are located in the ww
service area, was increased to VND 500 per m® as per
agreement with KfW. The two districts account for about
90% of water sold by the WS Company. The EP fee of
VND 180 per m’ is applied only to customers who are
residing in the remaining districts, outside the WW
service area (O Mon, Cai Rang, Thot Not, Vinh Thanh
and Co Do).

Accounting

For accounting purposes, the Company is using
customized accounting software since July 2000. The
accounting software follows the Vietnamese Accounting
System, which is the current system required by law to
be used by all enterprises in Viet Nam.

Aside from customized accounting software, the
Company’s billing system for its water supply customers
is computerized since 1999. The billing system is a
stand alone system and not integrated to the Company’s
general accounting system software.

The present accounting and billing system software
packages being used are still adequate for the
accounting and billing requirements of the Company in
the short and medium term.

Budgeting, Financial Planning & Tariff Setting

So far, our Company does not yet exercise
comprehensive budgeting and financial planning for the
various business activities in which we are engaged in.
Thus, budget plans are not compared against actual
results, as presented in the financial reports, because of
different formats applied.

We use a basic system for tariff calculation; however,
the methodology for setting the tariff and the correlating
tariff structure needs to 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. The last
audit of the Company by the State Audit of Viet Nam
was in 1999. However, it is our intention to intensify
formal state audit for improving our accounting capacity
and accountability.
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Cac chién lwoc quan ly tai chinh ctia Cong ty

Muc tiéu chinh la thiét 1ap hé théng doanh thu bu dap
dwoc chi phi van hanh va bao dwdng cho dich vu thu
gom va xt ly nwédc thai. Theo thod thuan véi Ngan
Hang tai thiét Blrc, Cong ty phai tao ra nguén thu du
dé bu dap ca chi phi khu hao cla céc tai san c6 thoi
gian st dung ngén han nhw may méc, thiét bi co khi
va dién tir.

Trong khi chi phi cta dich vu thoat nuwéc thai can
duwoc bu dap théng qua tién nwédc thai thu dwoc tir
khach hang, thi chi phi lién quan dén cac cong trinh
va dich vu thoat nwéc mua lai can dwoc bu dap théng
qua tro’ cap ctia UBND tinh.

Dé cong tac quan ly tai chinh c6 hiéu qua hon, UBND
can trao quyén tw chd tai chinh cho Céng ty trong
c6ng tac van hanh va quan ly hé théng thu gom va xt
ly nwéc thai. Tién nwdc thai thu dwoc bdi Cong ty
nén duwgc gilr lai nhw moét khodn doanh thu héng
thang. Diéu d6 rat quan trong dé cong ty co thé tw
chd trong viéc tinh gid nwéc thdi ban dau va diéu
chinh gia nwdc thai sau nay theo “Cong thirc Diéu
chinh Gia nudc thai” da dwoc thdng nhét va phé
duyét. Vi ngudn doanh thu phu thudc vao gia bu dap
chi phi nén gia dich vu nwéc thai can dwoc diéu chinh
cho phiu hop véi sw dao déng cla gia ca va chi s
lam phat trong nwéc ma khong co sw cham tré nao.

Viéc ap dung gia dich vu nuwéc thai cho khach hang
nhdm dan dan xoa bd tro' cap hién tai ctia UBND tinh
cho hoat déng quan ly nwéce thai.

Cong ty ciing s& bat diu thuc hanh lap dw toan ngan
sach va lap ké hoach tai chinh mét cach toan dién,
dang theo “ thoa thuan thwc hién riéng ” vé&i ngan
hang tai thiét Burc.

Céng ty sé ap dung mé hinh tai chinh trén chwong
trinh Microsoft Excel dé& 1ap k& hoach tai chinh cho
giai doan 5 nd&m nham hd tro' va két nbi véi Ké hoach
Phat trién Coéng ty va quy trinh 18p ngan sach hang
nam. Md hinh nay sé tinh dwoc gia nuwdc thai da dé
bu dap chi phi van hanh, bao duéng va khiu hao cac
thiét bi c6 thdi gian s& dung ngan han.

Cong ty sé& tién hanh lap dw toan ngan sach va ké
hoach tai chinh nhw mét phan céng viéc cta qua trinh
xem xét Ké hoach Phat trién Coéng ty hang ndm. Giai
doan va thoi gian 1ap ké hoach cho céc hoat déng tai
chinh sé can dbi v&i chu ky lap ké hoach phat trién
coéng ty va va dwoc luan chuyén t nam nay sang
nam khac.

Du6i day 1a phan tém tat cac chién luvoc cu thé ma
Coéng ty dw dinh thwc hién. N6i dung chi tiét ctia cac
hoat dong dwoc tém tét trong bang ké hoach hoat
dong kém theo.

Financial Management Strategies

The leading objective is the establishment of a revenue
system that covers our O&M costs for waste water and
drainage services. In line with the KW agreement we
are obliged to include in the revenue stream the
depreciation cost for short living assets, such as
mechanical and electrical equipments.

Whereas the costs for waste water services should be
covered through a customer tariff, the costs for works
and services that are related to storm water drainage
should be covered through PPC subsidies.

For more effective wastewater management, the
Company should be granted financial autonomy by the
People’s Committee with regards to its WW&D
operations. The waste water tariff collected by the
Company should be allowed to be kept as regular
monthly revenue. It is important, that the Company can
autonomously set the initial tariff and consequent tariff
adjustments in accordance to an agreed and approved
‘Tariff Adjustment Formula’. Once the Company’s
revenue stream depends on a cost covering service
tariff, the service tariff has to be adjustable in
accordance to cost fluctuations and the local inflation
index without delays.

The introduction of a customer service tariff is intended
to abolishing the present PPC subsidies for waste water
operations over a period of time.

We will also introduce comprehensive budgeting and
financial planning practices, which are in compliance
with the KiW’s ‘Separate Implementation Agreement’.

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 ‘short living’
equipment.

We will undertake budgeting and financial planning
exercises as part of the Company’s annual CDP 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.

Below is the summary of specific strategies that we
intend to implement. The detailed content of the
activities are outlined in the attached Action Plan.
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Tw chd tinh gia nwdc thai

Tinh gid nwéc thai va thiét 1ap co ciu gia nuwdc thai
sé duoc thwe hién dwa trén cac nghi dinh, théng tw
va quyét dinh. Co clu gia nuwdc thai cia Cong ty sé
dwoc trinh UBND tinh phé duyét. Cong ty sé thuyét
phuc UBND tinh thay thé phi nwéc thai hién tai thanh
gia nwéc thdi cho khach hang, tién nwéc thai thu
duwoc tir khach hang sé dugc Cong ty gilr lai nhu mét
khoan doanh thu hop ly hang thang dé bu dép chi phi
van hanh va bao duwéng.

Do phi nwéc thai hién tai thu tir cac khach hang st
dung nwéc may cé thé khéng dd cho viéc bu dap tbng
chi phi van hanh va bao dudng hé théng thoat nwoc
trong nhitng ndm dau nén UBND can tiép tuc hd tro
Cong ty dé bu d&p tham hut doanh thu.

Gia nwdc thai can dan dan dwoc tang 1én dé Céng ty
c6 thé bu dap dwoc toan bod chi phi van hanh, bao
dwdng va co thé thay thé may mac, thiét bi co khi va
dién td khi can thiét.

Quan ly tai chinh

Cong ty sé thiét 1ap quy trinh quan ly tai chinh va hé
thong kiém toan ndi bd nham cai thién tinh chinh xac
trong hoat dong tai chinh hién tai cia Cong ty.

Ban lanh dao Coéng ty sé ap dung hé thdng béo cao
tai chinh hang thang dé hd tro viéc thwc hién quy
trinh quan ly tai chinh mét cach hiéu qua va theo
ding ké hoach thdi gian dat ra. Tiép nhan nhiing
théng tin tai chinh kip th&i giup cho ban I&anh dao co
thé phat hién ra nhirng sai s6t sém va tim ra nhirng
gidi phap hodc chan chinh néu can thiét.

Vao cubi quy ba hang nam, cong ty sé lap dw toan
ngan sach ctia ndm sau trén nguyén tic phan bd
ngan sach “theo hiéu qua hoat déng”. Bao cao ngan
sach hang nam cta Céng ty gédm co “ Bao céo 13i/l6”,
“ Bang can dbi ké toan” va “bdo cao lwu chuyén tién
t&” v&i nhivng tai liéu b tro nhw 13 “ ngan sach doanh
thu”, “ngan sach chi phi hoat ddéng” va “ngan sach chi
phi vén dau tw xay dwng co ban” cla tirng bd phan.
Cong ty tién hanh ra soat ngan sach hang thang va
trinh két qua 1én UBND Tinh trong trudng hop co sw
chénh léch I&n.

B phan lap ngan sach thudc phong ké toan chiu
trach nhiém thwc hién 1ap va ra soat ngan sach hang
nam. Bo phan ngan sach cling chiu trach nhiém phan
tich s6 liéu hang thang théng qua viéc so sach chi phi
thwc thé véi ngan sach phan bd; va cung cép ban
copy “ Béo cdo kiém soat ngan sach” hang thang cho
tat cd cac bd phan va phong ban. Trong truéng hop
c6 nhirng gidi phap kién nghi, trinh ban Ianh dao xem
xét dé& dwa ra nhirng dinh hwéng va hanh déng phu
hop.

Pao tao

Dé quan ly tai chinh mot cach c6 hiéu qua, Cong ty sé
tién hanh danh gia dao tao va tbé chirc cac khoa dao

Tariff Autonomy

Wastewater tariff calculation and tariff structure setting
will be done on the basis of relevant decrees, circular
and decision. Our tariff structure will be submitted to
PPC for approval. We will lobby with the PPC to replace
the present waste water fee by a waste water customer
tariff, which is kept by the Company as regular monthly
revenue covering our O&M expenditures.

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
operation and maintenance costs and can undertake the
required replacement of mechanical and electrical
equipment in due time.

Financial Management

We will establish financial management procedures and
internal audit system to improve the accuracy of our
present financial operations.

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.

At the end of each year’s third quarter, the annual
budget of the following year is being prepared, following
the principles of ‘performance oriented’ budget
allocations. Our annual budgets consist of: ‘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
division. We are implementing budget reviews 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.

Training

For efficient financial management the Company will
implement training assessments and will arrange
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tao d& nang cao ky ndng va nang luc quan ly tai
chinh.

3.2 Quan Ly Quan Hé Khach Hang

training courses for improving our staff's financial

management skills and capacities.

3.2 Customer Relations Management

Quan ly quan hé khach hang la chién lwoc
kinh doanh nham muc dich hiéu biét, dy doan,
quan ly va ca nhan hoéa cac nhu cau cta khach
hang hién tai va twong lai.

Tinh hinh hién tai vé Quan ly khach hang

Hién nay cong ty cap thoat nwoéc Can Tho phuc vu
cho quan Ninh Kiéu, Binh Thay, Cai Rang va O Mén
thuoc thanh phd Can Tho, va mét sé vung lan can
thanh pho nhw huyén Co Do, Thét N6t va Vinh Thanh
v&i s6 khach hang khodng 40.200 hd gia dinh (khéng
ké khu viec O M6n va Thoét Nét), 7.150 khach hang la
céac td chire, cac hd khong truc tiép st dung nuéc dé
kinh doanh, 101 khu ché xuét va 2.500 khach hang la
cac co s& kinh doanh. (khéng ké khu vic O Mén va
Thét Nét)

Cong ty khong co6 Phong quan ly khach hang tap
trung, nhwng cong ty da phan cong trach nhiém quan
ly khach hang cho 5 chi nhanh cip nuwéc va 4 xi
nghiép cép nuéc.

Hang thang can b cua cac chi nhanh, xi nghiép c6
nhiém vu di den khach hang dé doc cong to' nwdc va
thu tién dich vu hang thang

Cac chi nhanh va xi nghiép clia céng ty cling chju
trach nhiém giai quyét khiéu nai ciia khach hang. Tuy
theo ban chét cta khiéu nai ma can bo nhan vién clta
chinh nhéanh/xi nghiép s& tryc tiép gidi quyét hogc
can bd ky thuat & van phong cong ty giai quyet Cho
dén nay, cong tac giai quyét khiéu nai cta khach
hang van chwa dwoc ghi chép thanh hé théng hd so
va chwa dwoc phan tich. Hon niva, cong ty chua tién
hanh diéu tra sw thod man cta khach hang hay cac
chién dich nang cao nhan thirc cong ddng.

Chién lwoc quan ly khach hang ctia cong ty

Chung ta cam két sé xay dwng céac chién lwoc vé
quén ly khach hang, theo th&i gian, nham muc tiéu
phat trién co so théng tin khach hang, nang cao chét
lwong dich vu, gidi quyét cac khiéu nai cla khach
hang moét cach hiéu qua hon, cai thién méi quan hé
v&i khach hang va cong ddng va nang cao hinh anh
cbng ty.

Sau day la ndi dung tém tat ctia cac chién lwoc cu thé
ma chung ta dw kién thwc hién trong phong Cham séc
khach hang. Noi dung cu thé cla cac hoat dong sé
duwoc néu trong phan ké hoach hoat dong

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

Current Situation of Customer Relations

Management

Currently, our Company covers for water supply services
the districts: Ninh Kiéu, Binh Thay, Céi Réng and O Mén
of Can Tho City and some suburbs including the of Co
D6, Thét N6t, Vinh Thanh district, with a total number of
about 40,200 households (not included customers in 6)
Mén, Thét Nét), plus 7,150 non- profit organisations,
plus 101 export zones and plus about 2,500 business
customers (not included O Mén and Thét Nob).

The Company has no centralized Customer
Management Department; instead we delegate the
customer management function to five water supply
branches and four separate water supply enterprises.

The staff of the branches or enterprise has the duty,
among others, to conduct monthly water meter reading
and to collect the monthly service charge.

The Company’s branches and enterprise are also in
charge to handle customer complaints. Depending on
the nature of the complaint, the matter is either directly
solved by the branch/enterprise staff or by the technical
experts of the head office. So far, complaints are not yet
systematically recorded and analyzed. Moreover, we
have not yet conducted any customer satisfaction
surveys or public awareness campaigns.

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 information base, improving
the quality of our services, handling customer complaints
more efficiently and effectively, 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.
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Nang cao nang lwc quan ly khach hang cta can bo
nhan vién

Muc tiéu cta chung ta la nhan vién cta 5 chi nhanh
clp nuwéc (tham khdo so dd td chirc trang 12) sé
cung lam viéc véi khach hang va cong ddngmét cach
chuyén nghiép, thwc hién tat ca coéng viéc véi tinh
than vi khach hang; vi vay sé giai quyét tét cac khiéu
nai clia khach hang va dan dan nang cao mirc do hai
Iong clia khach hang.

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 bi va thuwc hién ké hoach dao tao
hang nam.

TAt ca can bd quan ly va nhan vién cta 5 chi nhanh
cap nudc nhivng ngudi thwe hién cong tac chdm séc
khach hang sé dwoc tham dy cac khdéa dao tao ma
muc tiéu co ban la nang cao k§ nang giao tiép, cham
s6c khach hang

Hiéu cac nhu ciu va guan diém cda khach hang

Chung ta sé thuc hién cac cudc diéu tra cong dong
thuwdng xuyén dé xac dinh mirc dd hai long ctia khach
hang, nhu clu cla khach hang, quan diém cla ho,
mirc dd thoéng tin va nhan biét cta khach hang vé
dich vu cong ty v.v...

Ké&t qua cla diéu tra con gilp lanh dao cong ty hiéu rd
nhu cdu cla khach hang, nhirng dich vu quan trong
can cai thién. Hiéu dwoc mong mudn clia khach hang
sé giup ta xay dwng dwoc cac chién lwgc cham séc
khach hang phu hop.

Quan ly quan khach hang

Chung ta sé& xay dwng cac chinh sach chung vé quan
ly khach hang va viét dé xuat véi pham vi cong viéc,
chlrc nang, nhiém vu rd rang cta cac nhan vién phu
trach mang cham séc khach hang & 5 chi nhanh va
phong téng hop.

Cac chi nhanh cap nuwéc sé& dwoc bd tri nhan vién
phu hop, c6 du trang thiét bi va bat dau hoat dong
vao dau nam 2008, thwc hién cac nhiém vu va chirc
néng da dwoc phé chuan

Cac nhan vién phu trach mang cham séc khach hang
cta 5 chi nhanh gédm nhirng nhan vién dwoc dao tao
sé& hoat ddng phdi hop véi cac chi nhanh va xi nghiép
clp thoat nwéc. Muc tiéu 1a cai thién méi quan hé voi
khach hang, giai quyét cac phan nan cta khach hang
mot cach cé hiéu quad va thwc hién cac chién dich
truyén théng va nang cao nhan thirc cdng dong. Két
qué hoat déng clia cac nhan vién chuyén trach tai 5
chi nhanh gép phén vao viéc nang cao mirc do thda
man cla khach hang va nang cao hinh anh céng ty
trong cong chung.

Khiéu nai clia khach hang

Chung ta sé xay dwng va thwc hién mét qui trinh phu
hop vé& x& ly khiéu nai cta khach hang trong trong
toan coéng ty vao cudi ndm 2007. Qui trinh nay sé
hwdng dan nhan vién cach giai quyét viéc khiéu nai

Improve Staff Competence

It is our aim enabling the staff of the 5 water supply
branches (cf. org. chart page 12) working together with
the customer and the community performing
professionally, carry out all duties with the customer in
mind; thus, managing customer complaints satisfactorily
and gradually improving the degree of customer
satisfaction over a period of time.

We will, therefore, carry out training needs assessments
(TNA), and will identify suitable training institutes and
trainers for the preparation and implementation of
annual training plans.

All respective managers and staff of the 5 water supply
branches participate in a series of training courses that
are primarily aiming in improving the staff’s
communication skills and customer care skKills.

Customer Needs, Opinions and Attitude

We will carry out regular community surveys to identify
the level of customer satisfaction, customer needs and
opinions, the level of information and awareness about
our services, efc.

The results of the surveys will help the management
identifying  customer needs and vital service
improvement requirements. Understanding our customer
expectations is guiding us for the development of
adequate customer care strategies.

Customer Relations Management

We will prepare a general policy outline on customer’s
relations management (CRM) and prepare a proposal
including the clear formulation of functions, duties and
responsibilities of respective staff in 5 WS branches and
the General Department.

The WS branches will be adequately staffed, fully
equipped, and functional by the beginning of 2008,
ready for implementing a range of agreed tasks and
functions.

The respective staff out of 5 WS branches forms a
trained customer care team, and closely cooperates with
the water supply and drainage branches and
enterprises.  The objective is to improve customer
relations, handling customer complaints effectively, and
implementing  public information and awareness
campaigns. The respective staff of 5 WS branches will
contribute to the improvement of the customer
satisfaction level; thus, helping to enhance our corporate
image.

Customers Complaints

We will prepare and put into operation a suitable
complaint solving procedure within the Company by the
end of 2007. This procedure will guide our staff to
response and solve customer complaints efficiently and
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cua khach hang mot cach hiéu qua, dam bao sw
cham séc tot nhat véi khach hang.

Viéc thwc hién chinh sach vé chim soc khach hang
can phai cé su gidm sat cla lanh dao cong ty va la
cobng viéc bat budc ddi véi tht cd can bd nhan vién
phu trach mang cham séc khach hang clia 5 chi
nhanh va cac can b6 ky thuat khac co lién hé voi
khach hang cta coéng ty. Hang nam céng ty can tién
hanh ra soat lai chinh sach dé diéu chinh cho phu
hop v&i nhu cau va diéu kién thuc té.

Thuwc hjén cac chién dich nang cao nhan théc cla
cong dong

Tét ca khach hang cia cong ty va cong dong & thanh
phd Can Tho sé duoc thong bao thuo’ng xuyén ve
cac dich vy cla cong ty, bao gom ca tiéu chuan vé
dich vu va chi phi cta dich vu, quyen loi va nghia vu
cla khach hang, clha cong ty. Chang ta sé tuyén
truyén cho cong dong vé vé loi ich cla nwéc sach,
cong tac thu gom va x& ly nwéce thai. Mét trong nhirng
théng tin quan trong la chi phi thuc té cta dich vu
nwdce thai dwoc cong ty tinh toan vao thang 11/2006
la khoang 1500 dong/m vao nam 2008. Mwc gia nay
bu d&p dwoc chi phi van hanh, bdo dwéong va chi phi
khau hao thiét bi co' dién cho hé thong x& ly nuoéc
thai. Chi phi van hanh, bao dwdng bao gom ca khau
hao toan bé theo tinh toan la 2,500 dong/m nwoc
thai.

Chung ta sé& cung cap théng tin dinh ky vé st dung
hop ly nwéc sach, vé sinh co ban va lgi ich cta gilr
gin méi trwéng sach sé&. Chung ta sé phat trién va s
dung céc cdng cu va phuong tién khac nhau dé tuyén
truyén trong cac chién dich nang cao nhan thirc cong
dong.

Chung ta s& phéi hop véi chinh quyén phwdng, xa va
cac t6 chwrc lién quan dé thwc hién cac chién dich
truyén théng va gido duc nang cao nhan thirc tai cac
khu dan cw, trwdng hoc, chg, bénh vién, co s& san
xuét kinh doanh. Chng ta s& chuén bj va cung cap to
, t& quang cdo, ap phich, gidy dan twong, bang
truyen théng va phim tw liéu trong cac chién dich nay.

effectively, ensuring best possible customer care.

The execution of the customer care policy is supervised
by the Company’s management and is compulsory for
all respective staff of 5 WS branches and other technical
staff that gets in touch with our customers. Annual
reviews will be executed to adjust our customer care
policy to actual needs and conditions.

Conduct Public Awareness Campaigns

All of our customers and the community of Can Tho City
are regularly informed about our Company’ services,
including information on service standards, cost of our
services, and about the rights and obligations of the
Company’s customers. We will inform our community
about the benefits of clean water, and the collection and
treatment of waste water. Of particular importance is the
information of the actual; cost of wastewater services,
which was calculated by our company in November
2006 at about VND 1,500 per cubic meter covering
operation and maintenance costs as well as costs for
mechanical and electrical equipment depreciation for the
upgraded waste water system in the year 2008.
Operation and maintenance costs including full
depreciation were calculated about 2,500 VND per cubic
meter waste water.

We will provide periodic information about the proper
use of clean water and basic sanitation and 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.
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3.3 Quan Ly Tai San

Cong tac quan ly tai san la mét hoat ddong quan
trong clGia Cong ty, vi nd doi hdi vén dau tw rat
I&n cho cac cong trinh thu gom va xt ly nwéc
thai. Muc tiéu cla cong tac quan ly tai san la
kéo dai tudi tho clia tai san da dwoc dau tw, va
cung cép cac dich vu tét nhéat cé thé théng qua
viéc str dung tai san hiéu qua. Quan ly tai san
dung cach doi héi hiéu biét c&n ké vé cac diéu
kién, yéu cau k¥ thuat, va cac nguy co rii ro
ddi voi cac loai tai san d& dam bao cong tac
van hanh, bdo dudng va thay thé tai sdn mot
cach thich hop.

Tinh hinh hién tai ctia cong tac quan ly tai san

Céng ty la mét doanh nghiép trach nhiém hiru han
mét thanh vién nha nwéc, hoat ddng theo luat doanh
nghiép. Nhw vay, UBND thanh phé Can Tho la cha
s& hiru clia Cong ty va la chi sé& hiru tAt ca cac tai
san hién c6 ma Cong ty dang van hanh. Hién nay
nhiém vy quan ly cac tai san thoat nwéc hién cé da
dwoc ban giao tir Ban Giao thdng cong chanh sang
Céng ty chung ta vao ngay 11 thang 9 nam 2003

Van hanh hé théng thoat nwdc & Quy trinh van hanh

Cac cong viéc hang ngay lién quan dén cong tac van
hanh hé thdng thoat nwéc dwoc thwc hién theo Ké
hoach cong viéc da dwogc UBND Tinh Can Tho phé
duyét. K& hoach cong viéc mé ta cac hoat dong hang
ngay cua cong ty va ngan sach thyc hién twong rng.
Xi nghiép thoat nwéc chiu trach nhiém [én ké hoach
van hanh va bdo dwéng, giam sat va ké tir thang
1/2007 xi nghiép thoat nwéc bat dau tw thwe hién
cong tac van hanh va bdo dwdng. Lwc lwong lao
dong tr Xi nghiép Xay dwng cap thoat nwéc dwoc
chuyén sang xi nghiép thoat nwéc.

Cho t&i nay, Cong ty chwa ap dung Quy trinh tac
nghiép chuan cho céng tac van hanh va bdo dudng.
Trong nhitng ndm trwéc, ngudn tai chinh cho céac
hoat dong nao vét va duy tu stra chiva hé théng thoat
nwdc do Cong ty Cong trinh B6 thj thwe hién trung
binh hang nam vao khoang 2.4 ty (khoang 150.000
USD) cho khu vwc quan Ninh Kiéu va Binh Thuy.
Hinh dwéi day mo ta qua trinh phé duyét ké hoach
hién tai.

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 facilities. Asset management aims
at optimizing the life cycle value of invested
capital and providing best possible services
through efficient use of available assets. Proper
asset management requires a thorough
understanding of conditions, technical
requirements, and risks associated with the
various types of asset components, assuring
appropriate  operations, maintenance and
replacement of assets.

Current Situation of Asset Management

Our Company is a one-member limited Company,
operating under the enterprise law. As such, the Can
Tho PC is the sole owner of the Company and of its
assets operated by the Company. The management
duties of the presently existing drainage assets were
formally handed over from the Bureau of Transport and
Urban Public Works to our Company on September 11,
2003.

Wastewater Operations & Procedures

The daily operational activities of the wastewater
sections are implemented in accordance to established
annual work-plans, submitted and approved by the Can
Tho PC. The approved work-plans describe routine
works and the corresponding budgets. Our wastewater
division is in charge of O&M planning, supervision and
since January 2007, the WW&D Division employs its
own work force for performing O&M works. The work
force staff was formerly employed by the Water and
Wastewater Construction Division. .

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 Can Tho PWC, were in the value of
about VND 2,4 billion (about USD 150,000) for Ninh
Kieu and Binh Thuy districts. The following figure
describes the current work plan approval process.
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Quy trinh phé duyét Ké hoach hoat ddng / Flow of Work-plan Approval

So db 7-2: So’ dd quy trinh phé duyét ké hoach
Figure 7-2: Workflow of annual work plan approval
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6. Implementing the annual working

plan plan

V&i sw chuyén giao cac cong nhan tir Xi nghiép Xay
dwng cil, quy trinh phé duyét ké& hoach hoat doéng
hang thang cho cac hoat déng van hanh va bao
dudng hé théng thoat nwéc cia Xi nghiép Thoat
nwéc dang dwgc soan thdo. Hién tai, Xi nghiép Thoat
nwéc lap k& hoach va thwc hién cac cong tac van
hanh va bao dwong dudi sy giam sat cda phong Ky
thuat cGa cong ty. Dwa trén khoi lwong cong viéc thuc
té Xi nghiép Thoat nwéc ndp hd so quyét toan cla
thang trwéc cho S& Tai Chinh. Sau khi thdm dinh hd
so quyét toan, S& Tai Chinh s& chuyén tra tién cho Xi
nghiép Thoat nwédc. Quy trinh thye hién cong tac van
hanh va bao dudng hién tai chuwa hop va sé dwoc
soan thao lai.

Bao dwdng hé thdng nwde thai va Quy trinh thd tuc

Ké hoach bdo duéng téng thé cho cac hoat dong
thoat nwéc va xtir ly nwédce thai khdng duoc lap trwedce
hodc khéng dwoc thwe hién day da do thiéu tro cap
cla nha nwéc va chwa cé quy trinh tha tuc trong bd
phan thoat nwéc cla cong ty. Cong ty chwa cé quy
trinh tac nghiép chudn (SOP) cho céng tac bao
dwdng thwdng xuyén va bao duwdng dy phong.

Xi nghiép thoat nwéc

Xi nghiép thoat nwéc clia Cong ty cé 9 ngudi, bao
gdm ca lanh dao. Luc lwong lao dong mél chuyén
dén gdm 18 ngwdi. Hién nay Cong ty co thé thuc
hién cac cong tac sra chia nhé va dam trach ca cac
cong tac stra chira I&n.

Chién lwoc quan ly tai san cta Cong ty

Quan ly tai san la chu trinh k¥ thuat toan dién hwéng
theo nhu cau bao gébm coéng tac lap ké hoach, mua
sam, van hanh, bdo duéng, sira chira va thay thé tai
san. Chién lwoc quan ly nwéc thai clia Cong ty trong

With the transfer of the former laborers of the Water and
Wastewater Construction Division a new monthly work
flow for O&M activities of WW&D Division is currently
elaborated. At present the WW&D Division plans and
implements the O&M works under supervision of the
Technical Department of the Company. Based on the
actual quantity of works the WW&D Division submits the
description of works including budget spent during last
month to the DoF. After verifying the documents DoF
reimburses the expenditure to WW&D Division. The
present monthly workflow for O&M implementation is not
yet fully satisfactory and will be further elaborated.

Wastewater Maintenance & Procedures

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 Division

The wastewater and drainage division of the Company
has nine staff members, including the Head of the
section. The new transferred workforce consists of 18
staff. In general, all kinds of repairs are carried out by
Company.

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 the following issues:
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nhirng nam t&i bao gébm cac van dé sau:

e Dao tao d6i ngil can bd quan ly va nhan vién

e Thuc hién cong tac van hanh va bao dwdng ding
theo Quy trinh tac nghiép chuan (SOP) dwoc
duyét.

e Dau tw cong cu may moéc cho cong tac van hanh
bao dudng thwong xuyén.

Theo d6 chién Ivgc quan Iy tai san 1a mot phan cua
ké hoach hoat dong ctia Cong ty va la cac yéu t0 bat
budc dbi véi qua trinh phat trién thé ché cta Cong ty.

Co céu quan Iy tai san

Thiét 1ap co ciu quan ly tai san theo chirc nang la
mot trong nhirng chién lwoc cbt yéu va cép thiét cia
Cong ty. Phat trién quan ly ‘theo huwéng hiéu qué hoat
dong’, xay dwng céac tiéu chi chuén vé hiéu qua hoat
dong, xay dung tiéu chuan dich vy, thiét lap viéc quan
ly Iwu Iuo’ng vao cong va quan Iy cac rui ro la cac yéu
t6 chinh ctia co' cAu quan ly tai san.

Thanh lap co céu quan ly nwée thai va cac hoat dong
c6 lien quan la nhiém vu cia phé giam déc, ‘phong to
chrc hanh chinh’ cling v&i ‘phong ké hoach ky thuat’
dw6i sy chi dao ctia giam déc.

Co ciu quan ly sé& xac dinh rd rang cac chrc nang
quan ly va nhiém vu chinh lién quan t&i cong tac quan
ly tai san. K& hoach bd nhiém nhan vién phai dam
bdo rang cac chirc ndng va nhiém vu c6 thé duoc
thuc hién theo yéu cau quan ly nuwéc thai va quy trinh
tac nghiép chuan (SOP) ciia Céng ty.

Mo ta cong viéc

Mo ta cong viéc va ly lich nhan vién sé dwgc soan
thao dwa trén yéu ciu thuwc té cho tirng vi tri chinh, va
cac cap hoat ddng. Cong ty can hop tac chat ché voi
cac nha thau cta hop phan dau tw hé thdng thoat
nwéc va xt ly nwéc thai cia KIW dé soan thao ky
lwdng cac ban mé ta cong viéc.

Tuyén dung nhan vién

Tuyén dung nhan vién cho cac vi tri méi sé dwoc
thwc hién mot cach cdng bang va cong khai, dam bao
lwa chon ngudi cd ndng lwc tbt nhat vao cac vi tri con
trbng. Nhw vay Céng ty sé théng bao tuyén nguoi
trén cac bao dia phwong sé sang loc va Iwa chon
nguo’l dwa trén phong van va phan tich ly lich. Két
qua cula qua trinh tuyen chon sé& dugec trinh Ién giam
dbc phé duyat.

Can hoan thanh khau tuyén chon nhan vién cho céng
tac van hanh hé théng x& ly nwéc thai it nhat sau
thang trwéc khi tram x& ly nwéc thai méi do KW tai
tro khanh thanh.

DPao tao nhan vién

bao tao cho cac nhan vién ky thuat lam nhiém vy van
hanh hé théng thu gom va x& ly nwdc thai dwoc xem
nhw yéu t6 chinh cho coéng tac thiét 1ap co cau quan
ly tai san hiéu qua. Nhu cau dao tao cho cong tac van

e Train wastewater managers and workforce

e Implement proper operation and maintenance of
assets in accordance to agreed standard operation
procedures (SOP)

e Investment in tools & machinery for routine O&M

The 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.

The establishment of the wastewater management
structure and the related activities are the responsibility
of the Vice Director and our ‘Organization and
Administration Department’ in close coordination with
‘Planning and Technical Department’ under the
supervision of the Director.

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

Job Descriptions

Job descriptions and staff CVs will be prepared on the
basis of actual requirements for each key position,
including the operational level. Close cooperation with
the contractors of the KfW supported wastewater
investment component is required for elaborating
adequate job descriptions.

Staff Recruitment

Staff recruitment for newly identified positions will be
executed fairly and openly, assuring that the best
qualified persons are assigned for any vacancy. Thus,
we will advertise job opportunities in the local
newspaper, 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.

Staff recruitment for waster operations will be finalized
not later than six month prior to the inauguration of the
new KfW supported wastewater treatment plant.

Staff Training

Staff training for technical staff in charge of wastewater
collection and treatment is considered as a key issue for
the set up of an effective asset management structure.
Training needs assessments will be made in due time,
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hanh bao duéng tai san sé duwoc danh gia, ké hoach
dao tao va chudn bj cac tai liéu sé duoc tién hanh. Dé
trién khai cac khéa dao tao can thiét Cong ty sé xac
dinh cac noi dao tao phu hop. Hy vong sé co sw ho
tro 1&n tlr doi chuyén gia tw van cta dw an Quan ly
nuwéc thai (KW va GTZ) va nha thau xay dwng tram
xt ly nwéce thai.

Cong tac dao tao chd yéu tap trung vao cac nhan vién
van hanh hé théng thu gom, tram x& ly nwédc thai va
phong thi nghiém nwéc thai.

Quan Iy lwu lwveng vao cbng

Quan ly lwvu lwong vao cbng la mét trong cac hoat
dong quan ly nwéce thai quan trong. Thu thap va danh
gia céac sb lieu lvu lwong vao 1a can thiét dé dam bao
hé thc"'mg thoat nwédc hoat dong hop ly ca trong hién
tai va trong twong lai. Cong ty sé& két hop quan ly lwu
lwong véi co s& div liéu khach hang nhw 1a mét phan
hop nhét cta hé théng “lwvu trik hd so tai san’.

Quan ly rdiro

Quan ly rai ro la yéu t6 sbng con cha co ciu quan ly
tai san. Cong ty sé xac dinh cac nguy co rii ro tiém
tang trong hoat dong va sé duwa ra ké hoach ‘dinh vi
va ngan chan rti ro’. Cac rui ro trong hoat dong sé
dwoc theo ddi, ra soat va xac dinh lai theo thi gian.

Quy trinh thu tuc van hanh va bao dwdng tai san

Viéc ap dung cac quy trinh tha tuc hop ly cho cong
tac van hanh va bdo dwdng (O&M), ddm bao toan
dién chat lwong, va bao cado hiéu quéd hoat dong la
nguyén tdc co ban cho céng tac quan ly cac hang
muc thu gom va xt& ly nwéc thai thanh coéng. Cong ty
phai phdi hop chat ché véi cac nha thau, tw van cia
KFW, va nhém tw van dw an quan ly nwéc thai trong
viéc soan thdo quy trinh, bao gébm cac hop phan
chinh sau:

Quy trinh tac nghiép chudn (SOP) cho cdng tac van
hanh thwdng xuyén

Quy trinh tac nghiép chuan (SOP) cho céng tac van
hanh thuwéng xuyén mé ta cac yéu cau chung ciing
nhw cac yéu ciu cu thé dbi v&i viec van hanh cac
cong trinh thu gom va x& ly nwéce thai, ddm bao kha
nang hiéu qua hoat dong cla tai san 1a tét nhat. Hé
théng thu gom bao gébm céac hang muc: dau ndi tir hod
gia dinh, cac tuyén cdng chung va cdng hép, cbéng
tron, hé ga, tuyén cong bao, hé tach dong, tram bom,
hé théng dién cung cap cho cac hang muc, tuyén éng
ap luc dwa nwdc thai vé Nha may xt ly; Nha may xi
ly nwéc thai bao gébm cac hang muc: cac thiét bi co
khi va dién, xtr ly co hoc va x ly sinh hoc, theo doi
nwéc xa ra, xtr ly bun, va phong thi nghiém.

Cac quy trinh tac nghiép chuan (SOPs) chi rd loai
cobng viéc, ludng cong viéc, cac bd phan lién quan,
mo ta cac mdi lién hé, yéu ciu khodng thdi gian, yéu
cau nhan lyc, va khai toan chi phi hang nam. Cac quy
trinh tac nghiép chuan (SOPs) dy kién s& dwoc xem
xét va diéu chinh hang nam cho sat vai thuc té.

training plans and materials will be prepared. For the
implementation of required training sessions we will
identify suitable training institutions. Mayor support is
expected from the WWM teams (KW and GTZ) and the
contractor of the wastewater treatment plant.

Staff training includes personnel of the collection
system, the wastewater treatment plant and the
wastewater laboratory.

Sewer Inflow Management

Sewer inflow management is an essential part of our
waster water management activities. Collecting and
evaluating inflow data are necessary for 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.

Risk Management

Risk management is a vital element of our asset
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 the successful management of the
waste water collection and treatment facilities. We will
work closely with the contractor, the KW Consultant,
and the WWM project team during the preparation works
of these procedures, including the following main
components:

Standard _Operation Procedures (SOP) for Routine
Operation

Standard Operation Procedures (SOP) for routine
operation define the general as well as specific
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.
The 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.
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Quy trinh tac nghiép chuin (SOP) cho cong tac bao
dwdng dv phong

Quy trinh tac nghiép chuan (SOP) cho cong tac bao
dwdng dy phong mo ta yéu cau chung va chi tiét cho
cac hoat ddng bdo dwéng dw phong ddi véi cac cong
trinh thu gom va x& ly nwéc thadi, ddm bdo gia tri,
chirc nang va hiéu qué hoat dong cua tai san hién cé
duoc gitr & murc t6t nhat co thé. Ké hoach bao dudng
dw phong bao gdm béo dwéng cac tram bom, tram
cung cép dién, cac thiét bi co khi va dién trong tram
X ly nwére thai.

Céac quy trinh tac nghiép chuan (SOPs) chi rd loai
cbng viéc, Iuong cbng viéc, cac bd phan lién quan,
mo ta cac mai lién he, yéu cau khoang thoi gian, yéu
cau nhan luc, va khai toan chi phi hang ndm. Cac quy
trinh tac nghiép chuan (SOPs) dv kién sé& dwoc xem
xét va diéu chinh hang nam cho sat véi thue té.

Dam bao chét lwong

Hé théng ddm bao chét lwong sé dwoc thiét 1ap dadm
bao cho moi hoat dong dwoc thwc hién va ghi chép
theo dung cac quy trinh va khuén mau da duwoc
duyét. Thanh Iap bd phan thanh tra ndi bd dé theo dai
céac hoat déng ddm bao chét lwong.

Cobng viéc bao cao

Cong viéc bao cao doi hdi phai xay dung cac biéu
mau chudn phu hop cho cong tac ghi chép va lap
bao cao. Hé thdng bao cao quan ly tai san sé la mot
bd phan cta hé théng théng tin quan ly (MIS) tap
trung ctia Cong ty.

3.4 Lap H6 So Tai San

Cong tac lap hd so tai san l1a mot phén quan
trong hd tro' cho hop phan Quan ly tai san, bao
gom viéc xay dung hd so vé (a) loai, vi tri va
tinh trang tai san c6 dinh cia Cong ty, (b) thoi
gian biéu van hanh va bao duéng va (c) ghi
chép viéc thyc hién cong tac van hanh va bao
duwéng bao gbébm chi phi van hanh va bao
dwéng va cac ngudn luc can cé.

Tinh hinh hién tai vé Ho so tai san

Hién tai, mac du bé phan thoat nwéc cla Cong ty
chung ta chiu trach nhiém dbi v&i cac hoat ddng thoat
nwéc cha thanh phd, nhung cac dir liéu can thiét vé
tai san thoat nwéc hién cé van chwa duoc thu thap
mot cach chi tiét. Cho dén nay, Coéng ty méi chi co
mot sb ban vé va ban d6 ty 1& Ion trén gidy va
AutoCAD thé hién hién trang hé théng thoat nwéc.

DPé thwc hién cong tac quan ly tai sdn mot cach hiéu
qua, can xay dwng hé thdng ho so tai san ap dung Hé
théng théng tin dia ly (GIS) va dao tao ky nang st

Standard Operation Procedures (SOP) for Preventive
Maintenance

Standard Operation Procedures (SOP) for preventive
maintenance describe the general as 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, 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.

Quality Assurance

A quality assurance system will be set-up to ensure that
all operations are implemented and recorded in
accordance to agreed procedures and formats. An
internal inspectorate (audit) will be established to follow-
up quality assurance activities.

Reporting

Reporting 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) type, location and condition
of the Company'’s fixed assets, (b) the operation
and maintenance schedules, and (c) the records
of executed operation and maintenance works,
including its related costs and required
resources.

Current Situation of Asset Documentation

Although our wastewater and drainage (WW&D) division
is in charge of all WW&D activities, not all of the existing
assets are appropriately documented in detail yet. So
far, hardcopies and AutoCAD drawings are available in
the form of general outline maps for the existing
drainage network.

For proper asset management it is essential to establish
and develop a GIS based documentation system and
train skilled staff for managing and monitoring asset
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dung cho ddi ngi can bd phuc vu cong tac quan ly va
giam sat viéc van hanh tai san. Thém vao do, can
thiét lap cac tiéu chuan tbi thiéu vé “ban vé hoan
cong” dé cac nha thau xay 1p ap dung thuc hién.

Chién lwoc vé 1ap ho so tai san

DPé cong tac van hanh va bdo dwdng tai san thoat
nwéc trong twong lai dwge thwe hién hiéu qua, ching
ta can thanh lap mét “Trung tam lwu triv hd so tai san”
(ADC). Trung tdm nay sé dwoc trang bi may tinh, ap
dung Hé thdng théng tin dia ly (GIS) va cac phan
mém phu hop khac. Trung tdm c6 5 nhiém vu chinh,
bao gom: (a) lap hd so tai san hién co, (b) tlep nhan
viéc chuyén giao dir liéu va thong tin vé tai san thoat
nwédc méi tr Hop phan do KFW thuwe hién, (c) chuan
bi th&i gian biéu van hanh va bdo dwéng, (d) ghi chép
viéc thwc hién cong tac van hanh, bado dudng, slra
chira va thay thé tai san va (f) lwu trir cac hd so vé
kho bai hang héa.

Tét ca cac thong tin lién quan dén tai san thoat nwéc
méi, dwoc xay dwng bdi Hop phan dw an KFW, sé
duwoc chuyén giao cho Trung tam lwu trir hd so tai
san sau khi cong tac xay dwng dwoc hoan thién, dy
tinh vao cudi nam 2008.

Duwai day la tong hop cac chién lwgc chinh ma chung
ta sé ’[hL_‘J’C h[én. Cac hoat dong chi tiét dwgc mo ta
trong phan Ké hoach hoat déng kém theo.

Khung chinh sach

Chung ta sé ban hanh mét chu trong chinh sach,

néu rd muc tiéu, nhiém vu va mdi quan hé céng viéc

cta Trung tdm Luwu trir hd so tai san véi cac phong

ban khac. Viéc xay dwng chu trwong chinh sach nay

sé la mét hoat ddng quan trong ban dau. Cha trwong

chinh sach c6 thé bao gébm nhiéu van dé khac nhau

nhwng it nhat can xem xét cac van dé duwéi day:

e Muc tiéu va nhiém vu cla Trung tam lwu trir hd
so tai san

e Co chu tb chirc, mbi quan hé véi cac phong ban
khac trong cong ty va bé tri can bo

e S6 tay va Quy trinh hoat dong tiéu chuan cho
cong tac lap ho so tai san (SOP)

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

Co céu té chire

Trung tam luu triv hé so tai san sé& hoat dong dudi sw
quan ly cta Phong Ké hoach - Ky thuat Céng ty.
Trung tdm sé& t& hai dén ba can bd chuyén mén vé
Cong nghé thong tin dé thwe hién cong tac quan ly div
liu va khodng sau can bd lam cong tac thu thap dir
liéu. Tuy nhién, co clu t& chic chinh xac sé can
dwoc Ban Giam dbc ban thao ky lwdng va xay dwng
dwa trén yéu cau thuc té cong viéc.

performance. Furthermore it is important to establish
minimum standards on the format of “as-build-drawings”
that should be produced by contractors.

Our Strategies on Asset Documentation

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

It is planned that all information of the new assets, which
will be constructed by the KW project component, are
going to be transferred to the ADC after the completion
of construction works, assumingly at the end of the year
2008.

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

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
e  Monitoring and evaluation
e  Reporting

Organizational Set-up

The ADC will operate under the Technical Department of
our Company. The ADC will have two to three
specialized IT personnel for data management and
about six trained personnel for data gathering.
However, the exact structure will be discussed by the
Management and set up in accordance to actual
requirements.
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Chuén bi co s& vat chat

Coéng ty sé trang bi cho Trung tdm mét phong lam
viéc riéng, c6 diéu hoa. Viéc lwa chon mét sb (rng
dung phan mém thich hop la mét trong sb cac cong
viéc chinh ban dau. M6t khi da xac dinh xong hé
thdng va phan mém, chung ta can chuan bi ngan
sach d& mua sam phan mém, phan ctng bao gom
may tinh, may in, mét so trang thiét bi khac theo yéu
cau va tién hanh cac hoat dong dao tao.

BO tri can bd

Lién quan dén cong tac nhan sw, ching ta sé phan
tich pham vi nhiém vu, yéu cau cdng viéc va chuan bi
ban M6 ta cong viéc cho ting vi tri. Thém vao do,
chung ta sé lwa chon va didu chuyen can bd tr nbi bd
cong ty hodc néu can thiét sé tuyén dung thém can
bd bén ngoai dé thwc hién cac cong viéc nhu khao
sat thuee dia, thu thap va quan ly di liéu.

Dao tao can bd

Cong tac dao tao can bd bao gdm viéc té chirc cac
Iép dao tao tap trung ban dau va dao tao tai ché, tiép
theo |a dao tao bdi duwéng can bod, dao tao cap nhat
va nang cao kién thirc dwoc tién hanh thwong xuyén
mdi 6 thang theo yéu cau. Viéc dao tao bdi dwéng
kién thirc bao gébm ca cong tac cap nhat phan mém.
Dwéi day la cac hoat dong can thiét néi chung:

e Danh gia nhu cau dao tao (TNA)

e Chuan bi phwong phap va ké hoach dao tao
e Phan b ngan sach dao tao

e Chuan bj trang thiét bj va tai liéu giang day
e Xac dinh cac ngu6n Iwc dao tao

Theo ké hoach, Trung tdm Lwu tri hd so tai sé&n can
dwoc thanh lap va hoat ddong vao nam 2007

3.5 Quan Ly Nguén Nhan Luc

Ngudn nhan lwc 1a tai sdn quan trong nhéat cla
cong ty ching ta. Muc tiéu cia quan ly nguén
nhan lyc 1a lam thé nao dé cong ty cé mét luc
lvong lao dong” dung nguwdi, ding viéc va
dung thoi gian”.

Trach nhiém clia cac cap quan ly trong cong ty chung
ta l1a xay dwng hé théng quan ly ngudn nhan lwc va
dadm bdo cé moét lwc lwong lao déng day du vé sb
lwong, cd ky nang va nang lyc phu hop nhat véi yéu
cau cong viéc. Chién lwgc quan ly ngudn nhan lyc
clia cong ty ching ta ddm bdo cho cong ty co thé
quan ly co hiéu qua cac cd déng, tai chinh, khach
hang, va tai san phu hop nhét véi tinh hinh thuc té.

Physical Preparation

The Company will provide a separate air conditioned
room to accommodate the ADC. The selection of
appropriate software applications is one of the major
initial tasks. Once the system and software applications
are determined we will prepare budgets for the
procurement of required software, 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 Training

The staff training involves intensive initial classroom and
on-the-job activities, followed by 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 needs assessment (TNA)

e  Preparation of training methods and plans

e Allocation of training budgets

e Preparation of training equipments and materials
e Identification of training resources

It is planned to have the ADC established and
operational in 2007.

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 the responsibility of our management to build a
human resources management system and a labor force
in sufficient quantity with best possible skills and
capacities. We are committed to develop a HRM
strategy that ensures that our Company can efficiently
manage its stakeholders, finance, customers, and
assets in accordance to best practices.
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Tinh hinh hién tai vé Quan ly Ngudn nhan lwc

V&i tw cach 1a cong ty cung cép dich vu chi yéu cla
tinh, cong ty cdp thoat Nwéc Can Tho phu thudc
nhiéu vao chét lwong ngudn nhan luc cla cac linh
vic Quan ly, K& toan, Quan hé khach hang, Van
hanh va Quan tri hanh chinh. Thyc trang quén ly
ngudn nhan lyc cla cdng ty nhw sau.

Pé dat dwoc muc tiéu da dé ra, can bd cébng nhan
vién cla codng ty dwoc dong vién va cé cam két thuc
hién nghiém chinh cac quy dinh da dé ra. Chang ta da
xay dwng quy ché dao tao va thyc hién chwong trinh
dao tao hang nam cho can bd cdéng nhan vién. Cong
ty da xay dwng, ban hanh va thuc hién quy ché khen
thwéng. Cong ty cé chinh sach khen thwéng cong
khai ddi v&i cac ca nhan va tap thé cé thanh tich xuat
sac dwa vao két qua danh gia su thwc hién cong viéc
hang thang. Cac tiéu chi danh gia thwc hién céng viéc
gdm: khéi lwong cong viéc hoan thanh; chét lwong
cdng viéc hoan thanh; tac phong va tinh than phuc vu
khach hang; sang kién cai tién ky thuat.

Nguwoi lao ddng trong cong ty rat phan khéi vi cé thu
nhap 6n dinh, théng tin ndi bd kha tét. Cac té chirc
doan thé hoat dong kha hiéu qua. Lanh dao cong ty
ludn quan tdm dén s hai long cla can bo cong nhan
vién va coi d6 la muc tiéu quan trong dé& phan dau
nang cao sy hai long déi véi cong viéc. Cong ty da
ban hanh va thwc hién chinh sach tuyén dung nhan
vién, nhung viéc theo séat 1a khong dé dang vi nhiéu
khi bi chi phdi bdi cac méi quan hé tr bén ngoai.
Cong ty mai chi xay dwng Ban M6 ta cong viéc cho
céc vi tri ctia chi nhanh Cép nuéc sb 1.

Bén canh co hdi kinh doanh va diém manh thi cong ty
cling nhan thirc rd nhitng han ché hién tai va thach
thire tr bén ngoai. Trinh d6 can bd cdng nhan vién
chwa déng déu, ngudn nhan lwc cho hoat dong thoat
nwdc con moéng, thiéu kinh nghiém quan ly, thu gom
va xt ly nwéc thai, thiéu cac chuyén gia hang dau
Can bd chuyén trach quan ly nguon nhan Iyc con yéu
va thiéu vé sb lwong. Mot khé khan chung la cac
doanh nghiép khac trén thi trudng lao dong cé diéu
kién lam viéc tét hon da thu hat nhirng lao déng co
trinh dd chuy&n mén gidi clia cong ty. Hon thé niva tai
Can Tho chwa trwong dai hoc nao c6 chwong trinh
dao tao chuyén nganh quan ly nwéc thai, viéc nay
cang khoé khan cho coéng ty tuyén dung dwoc nhan
vién c¢o trinh dd chuyén mén lanh nghé phu hop.
Trong nam 2003, cong ty d&@ mo khoa trung cap cap
thoat nwdc riéng clia cong ty. Cac hoc vién tét nghiép
t khod hoc nay s& dwoc nhan bang ky sw trung cap
va sé duwoc chinh cdng ty hoac cac cong ty cap nwéc
khac trong khu vire tuyén dung Co ché tién lwong cla
c6ng ty bi chi phdi bi cac chinh sach tién lwong cla
nha nwéc va khdong cho phép céng ty dwa ra goéi thu
lao hép dan hon ddi voi can bo cébng nhan vién. Hon
nda, viéc chuyén dbi hinh thirc s& hivu tr cong ty Nha
nwéc sang cong ty cd phan ciing dang la nhirng
thach thire dbi véi quan ly va phat trién ngudn nhan
Iwc.

Current Situation in HRM

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

Our staff is motivated and highly committed to follow our
internal regulations for achieving our internal Company
goals. We have Training regulations and implement
annual training programs for our staff. We have a
performance rewarding system established that is
providing incentives for outstanding performance. The
Company publicly rewards all individuals and collectives
or teams that produced excellent results, based on
monthly job performance appraisals. Appraisal criteria
include: (a) quantity and quality of works implemented,
(b) manner and willingness to serve customers, and (c)
personal initiatives.

The work environment is conducive and challenging,
providing stable incomes for all staff levels. All unions
work quite effectively. Leaders always pay close
attention to assure staff satisfaction. The Company has
issued a recruiting policy, even though effective
implementing is not yet consistent because of external
interventions. Job descriptions are established for level
‘one’ branches.

Besides obvious business opportunities and our internal
strengths, the Company is aware of existing constraints
and external threads. Our staff’s professional capacity is
not yet sufficiently developed, human resources for
wastewater & drainage are still not sufficiently
developed, and lack experience in wastewater collection
and treatment. A general problem is the fact that highly
Skilled staff is joining other enterprises because of higher
wages. Moreover, there is no university in Can Tho
offering a wastewater management curriculum, which
complicates the recruitment of adequately educated
staff. In 2003, the Company introduced its own 2 year
training course at intermediate level for water supply and
waste water. The graduates receive a certificate of
engineering after successful completion of the course
and are employed by our company itself or other water
suppliers in the region. The Company’s compensation
regime is still controlled by the government which does
not allow us to offer attractive compensation packages.
Furthermore, the transition from a ‘public’ into ‘limited’
Company is an ongoing challenge for our human
resource management.
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Chién lwoc quan ly ngudn nhan lwc ctia cong ty

Chung ta da cam két ra soat lai cac chinh sach quan
ly nguén nhan lwc hién hanh va tién hanh cac nghién
clvu so sanh dé tang cwdng cac chién lwgc quan ly
ngudn nhan lwc cla coéng ty. Ching ta sé soan thao
khung chinh sach va tai liéu hwéng dan thwe hién cac
hoat ddng quan ly ngudn nhan lwc trong hién tai va
nhirng thach thirc ma cong ty phai vwot qua trong
twong lai. Muyc tiéu cua tai lieu hwong dan quan ly
ngudn nhan lwc nham tao ra modi trwdng lam viéc hiéu
qua va co6 dong lwe, xac dinh rd chirc nang va trach
nhiém cla cac cap quan ly trong cong ty.

Duwéi day la tom tét cac chién lvgc cu thé ma ching
ta sé thwc hién. NOi dung chi tiét cia cac hoat dong
duwoc thdy rd trong k& hoach hoat dong cta quan ly
ngudn nhan lwc.

Hoan thién phan tich cong viéc va chuén bi hé so cla
cac vi tri cht choét trong cong ty.

Phan tich cong viéc la cong cu quan trong nhat cta
quan ly ngudn nhan lwc. Mi can bd cdong nhan vién
dam nhan mot vj tri cong viéc, cd ban mod ta cong
viéc, ban yéu cau dbi voi nguoi thuc hién cong viéc
va ban tiéu chuén thwc hién céng viéc.

Ban mo ta cong viéc va ban yéu cau déi voi nguoi
thwe hién cong viéc la co s& dé tuyén chon nhan luc
dung ngwoi, dung viéc va dung thoi gian. Trong khi
d6 ban Tiéu chuadn THCV 14 c&n cr dé danh gia thyc
hién coéng viéc, tra thu lao lao dong cho ngudi lao
dong (Tién lwong va cac khuyén khich). Hon niva,
phan tich sy thwc hién cdng viéc sé xac dinh dwoc
nhu cau dao tao va bé tri lai can bdé cdng nhan vién
trong toan céng ty.

Xay dwng, ban hanh va thwe hién quy ché tuyén dung
nhan lwe

Nhu c&u tuyén dung nhirng can b nhan vién co kién
thire, k§ nang phu hop véi yéu cau cong viéc 1a nhu
cau quan trong déi véi sw phat trién nhanh chéng cla
cong ty, d&c biét dé hoan thanh cac nhiém vu méi
trong cong tac Quan ly nwéc thai.

Chung ta cam két sé& xay dwng va ap dung chinh sach
tuyén dung nhan lwc mét cach minh bach, cac tiéu
chuén phu hop véi yéu ciu cong viéc dadm bao cung
cép co hoi binh déng cho cac ing ct vién. Cong ty ta
s& thong bao codng khai cac vi tri viéc lam con trong
va tuyén chon nhirtng rng ct vién phu hop nhat voi
yéu ciu cong viéc mot cach cong khai va binh déng.

Xay dwng va ap dung hé théng danh gia thwc hién
cdng viéc

Banh gia thwc hién cong viéc kip thoi, khach quan va
cobng bang khéng chi quan trong ddi voi cong ty ma
con anh hwéng tich cyc dén thai do, dao dirc va hanh
vi cud ngudi lao dong, tao dong lwc lao dong. Ban
tiéu chuan thwc hién cong viéc 1a can cir dé danh gia.

Our HRM Strategies

We are committed to review our current human
resources management policy and conduct comparative
studies for improving our HRM strategies. 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 with clearly defined
functions and responsibilities for all management and
operational levels is our guiding HRM objective.

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

Job Analysis and CVs

Job analysis is the most important tool for human
resource management and combines ‘job description’,
job requirement’ and ‘performance criteria’ in one single
document for each individual staff position.

However, the ‘jjob description’ and the ‘job requirement’
are the basis for selecting the right person to the right
job at the right time. Mean while, ‘performance criteria’
are the base for any job performance’ appraisal, which
impacts to the employees’ compensation package
(remuneration &  incentive).  Furthermore, the
performance analysis indicates training needs and/or re-
position of personnel within the Company.

Recruitment Regime

The need for recruitment of knowledgeable and skilled
professionals is paramount for our fast developing
Company, in particular for the new tasks of wastewater
management.

We will refine our recruitment policy with an emphasis
on transparent staff selection and qualification criteria,
assuring that we provide equal opportunities to all job
candidates. We will publicly announce any job vacancy
and will select the best possible candidate openly and
fairly.

Performance Appraisal

Timely and objective job performance appraisal is an
important component of HRM. Performance appraisal
will identify the needs of staff training and/or re-
positioning within the Company. The provision of
incentives will also be linked to the results of the
performance appraisal.
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Hon nira, danh gia thwe hién céng viéc thuwdng xuyén
sé cung cap thong tin phan héi cho ngudi lao déng
day la mét céng cu quan trong dé tao dong lwc lao
dong. Mot mau danh gia va quy trinh danh gia thdng
nhat sé dwoc ap dung trong danh gia thwc hién cong
viéc.

Du6i sw hd tro vé chuyén mén cta phong T chic
Hanh chinh, giam dbc cong ty giao cho cac truwéng
don vi danh gia két qua thwc hién cong viéc cla
nhirng nguwdi dwéi quyén thudc don vi minh trong chu
ky danh gia.

DPao tao va nang cao nang lwc can b cong nhan vién

Muc tiéu ctia chién lwoc nay la nang cao kién thirc va
k¥ nang dam bao cho cac thanh vién cliia cong ty thic
hién nhiém vy cdia minh ngay cang hiéu quéa hon.

Nhu cau dao tao sé dwoc xac dinh dwa vao két qua
danh gia thuc hién cong viéc thwong ky. Phong T
chtrc - Hanh chinh sé ra soat ké hoach dao tao, phdi
két hop voi cac Trwdng phong/ban khac trong coéng ty
dé chuan bj va thyc hién chwong trinh dao tao hang
nam, kinh phi dao tao trinh giam déc phé duyét.

Cung v&i nhu cau dao tao cong ty ching ta sé lya
chon céac t6 chirc dao tao va ngudi dao tao phu hop.

DPanh gia hiéu qua dao tao sé gilp cong ty biét rd loi
ich va sy phu hgp cla thwe hién dao tao can bo cong
nhan vién.

Hoan thién quy ché khen thwéng/ khuyén khich
CBCNV

Muc tiéu cGa chién lwoc nay la cai tién hé théng
khuyén khich nhan vién hién hanh. Hé théng khuyén
khich sé& tang cudng dong lwc lao dong, sw cam két
thwc hién cong viéc tét nhat, biéu dwong nhivng nhan
vién, t6, nhom lao déng co thanh tich xuét séc. Quy
khen thwéng nén dwoc trich véi ty 1& cb dinh tw loi
nhuan cla cong ty.

Khuyén khich nguoi lao dong va tap thé dwa vao két
qua thwc hién cong viéc sé tang cwong dong lwc lao
dong, sw hai long va dén lwot nd sé ting cuong két
qua thwe hién va hiéu qua cung cap cac dich vu cla
cbng ty

Hon nira dé& thang loi trong canh tranh vé&i cac cong
ty khac trén thi truong chung ta phai cung cap nhirng
diéu kién lam viéc va cac khuyén khich hap dan dé
thu hat va gilr chan nhirng ngwdi lao déng co trinh d6
chuyén mén lanh nghé cao phu hop véi yéu ciu cong
viéc.

Hé thdng thong tin quan Iy nhan sw

Muc tiéu cta chién lwgc nay 1a thu thap va quan ly
cac div liéu co lien quan bao gdm sb lvgng ngudi,
loai hinh gido duc va béng cap/chirng chi, lich st qua
trinh dao tao, két qua dao tao, ky ndng va nang khiéu.
Pay 1a co s& dir liéu kin, khong két néi véi bat ky hé
théng théng tin nao khac. Chi c6 giam déc va truéng
phong Té chirc hanh chinh dwoc phép st dung hé

Moreover, regular performance appraisal will provide a
feedback to each staff and, as such, is an important tool
for motivating our personnel. The performance appraisal
will apply a defined format and will be evaluated in
accordance to agreed procedures.

Whereas the Director conducts the job appraisal for
each head of our departments, and units/branches,
those heads are in charge of conducting the job
appraisal for their subordinates.

Staff Training

The objective of staff training is the improvement of
knowledge and skills, enabling our Company staffs to
perform their tasks more efficiently and effectively.

Staff training needs will be established through the
implementation of regular job performance appraisals.
The Personnel Department will review the proposed
training recommendations in close coordinating with the
heads of the departments and units/ branches and will
prepare and implement annual training programs and
budgets, subject to the Director’s approval.

In line with the training needs we will identify suitable
training institutions and trainers.

Post evaluation of implemented training will help us
identifying the usefulness and suitability of implemented
staff training.

Incentive Regime

The objective of this sub-strategy is the improvement of
the existing staff incentive system. The incentive system
will acknowledge outstanding performance of individuals
as well as teams or groups. The actual allocations of
the incentive system should be a fixed percentage of the
Company'’s net profit.

Performance based incentives are an essential
instrument  for improving staff motivation and
satisfaction, which will, in return, improve the Company’s
performance and effectiveness in providing our services.

Moreover, our Company has to compete with the local
business market. We have to provide attractive work
conditions and incentives assuring that qualified
personnel are willing to join and stay in our Company.

Personnel Management Information System (PMIS)

The objective of a PMIS is the systematic acquisition
and management of all relevant staff 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 Personnel and
Administration Department only.
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théng théng tin nay.

Trong qua trinh xay dwng hé théng théng tin quan ly
nhan sw can xac dinh cac loai théng tin, s6 liéu can
thiét. Cac thong tin s6 liéu nay nham dap trng muc
tiéu ctia quan ly ngudn nhan lwc, phan anh dung hién
thwe va dé thu thap.

Ching ta sé& thué mét tw van dé thiét ké cac mau biéu
thu thap soO liéu, théng tin va g:éi dé,t phan mém Quan
tri nhan sw, mua cac thiét bi can thiéet.

Dao tao nhan vién quan ly va thu thap sé liéu, thong
tin Quan tri nhan sy mét cach thich (rng va van hanh
theo phwong thirc mat hé théng théng tin nay. Cap
nhat théng tin va bao cao dinh ky theo cac mau biéu
thdng nhét cho Giam déc.

During the course of establishment, we will determine
the type of information needed. Information should be
objective, reliable and easy to gather.

We will hire a consultant to set up the required formats
and software and will purchase additional hardware, as
required.

Staff training will assure that the data gathering and
management is appropriate and implemented in a
confidential manner. Regular reports will be produced, in
accordance to an agreed format, for the Director’s
discretion.
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PHU LUC 1:
CAC KE HOACH HOAT DONG 2007 - 2010

Phan nay mé ta cac ké hoach hoat déng ctia cong ty
duoc xac dinh trong dot hoi thdo soan thdo Ké hoach
Phat trién Cong ty. Céng ty coi nhitng ké hoach nay la
sang kién ban dau cla qua trinh phat trién cong ty.
Hang nam, cong ty sé tién hanh ra soat, diéu chinh va
cap nhat cac K& hoach hoat dong nay dé dadm bao céac
nhu cau va yéu cau thuc té cta cong ty sé duwoc phan
anh trong cac K& hoach hoat dong nay.

ANNEX 1:
ACTION PLAN 2007 — 2010

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. The
Action Plans will be reviewed, adjusted and up-dated
annually, assuring that plans and activities are reflecting
the actual needs and requirements of the Company.

PHU LUC 1

ANNEX 1
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PHU LUC 2: . ANNEX 2:
TAI LIEU HOI THAO CDP CDP WORKSHOP DOCUMENTATION
(21. 06. — 30. 06. 2006) (June 21 - June 30, 2006)

|

Hinh 1: Trinh bay trong budi Iam viéc nhém “Chién lwoc phat trién Thé ché va T chirc”, Can Tho, 23/6/2006
Photo 1: Presentation of group work results on “Institutional & Organisational Strategies”, Can Tho, June 23, 2006

1 s b

-.;v

Hinh 2: Thao luan nhém “Phat trién Ngudn Nhan lwc”, Can Tho, 24.6.2006
Photo 2: Group work “Human Resource Development”, Can Tho, June 24, 2006
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Hinh 3: Thao luan nhém “Quan ly Tai chinh”, Can Tho, 27.6.2006
Photo 3: Group work “Financial Management”, Can Tho, June 27, 2006
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Hinh 4: Soan thao ké hoach hoat déng trong budi lam viéc nhém “Lap Hb so Tai san”, Can Tho, 30.6.2006
Photo 4: Elaboration of action plan during group work “Asset Documentation”, Can Tho, June 30, 2006
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