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1. WHAT: What is the general context in which the case takes place? What organizational or
development challenge(s) or opportunities prompted you to collaborate, learn, and/or
adapt?

2. What two CLA Sub-Components are most clearly reflected in your case?



3. HOW: What steps did you take to apply CLA approaches to address the challenge or

opportunity described above?



4. RESULTS: Choose one of the following questions to answer.

We know you may have answers in mind for both questions; However please choose one to highlight as part of this
case story



5. ENABLING CONDITIONS: How have enabling conditions - resources (time/money/staff),

organizational culture, or business/work processes - influenced your results? How would

you advise others to navigate any challenges you may have faced?

The CLA Case Competition is managed by USAID's CLA Team in the Bureau for Policy, Planning and 

Learning (PPL) and by the Program Cycle Mechanism (PCM), a PPL mechanism implemented by Environmental 

Incentives and Bixal. 
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	Case Title: Towards Sustainable Management of Non-Revenue Water in Jordan 
	Submitter: S. McNally, T. Ayoub, S. Al Rasheed
	Organization: USAID Water Governance Activity (WGA)
	Summary: The USAID WGA aims to support Jordan's government in achieving sustainable improvements in its water sector. Non-Revenue Water (NRW), accounting for approximately 50% of supplied water, poses a significant challenge, depleting water and financial resources and hindering economic progress. Despite previous initiatives, NRW levels persist, demanding additional measures to be taken.In collaboration with the water sector’s stakeholders, USAID WGA developed a National NRW Strategy (2022-2040), adopting diverse learning methods like data analysis, technical expertise, capacity-building, and communications to create effective action plans for each Jordanian governorate. The collective learning approach enabled the identification of best practices, resolution of challenges, understanding of underlying causes, and proposal of solutions to enhance NRW practices. Furthermore, USAID WGA, and through its support to the sector’s National Training Plan, is developing the expertise of sector professionals to enable them to achieve the national NRW targets in the strategy. Also, the Activity supported the amendment of the governance structure of the Jordan Valley Authority (JVA) through a cabinet-approved Bylaw to help establish NRW units. Moreover, a Central NRW Unit was established within the Water Authority of Jordan (WAJ) to regularly monitor progress and adjust strategies as needed, thus ensuring effective monitoring and evaluation.As part of a pilot initiative in Ma’an, USAID WGA is implementing a practical model showcasing effective NRW reduction practices. This initiative covered approximately 400-500 users and aimed to demonstrate replicable strategies across nationwide.  Additionally, USAID WGA supported the implementation of a strong internal and external communications campaign under the slogan "NRW Is Everyone's Business."  
	Context: [The issue of Non-Revenue Water (NRW) in Jordan has been a major concern due to its impact on the country's water supply and distribution system. NRW refers to the fraction of water produced and distributed by a water utility that is not recorded as revenue, mainly due to leaks, theft, meter inaccuracies, and other factors. Jordan has reported high levels of NRW, resulting in significant financial losses for water companies and reduced water availability for users. The root causes of NRW include poor infrastructure, lack of maintenance, insufficient allocation of resources, and inadequate attention to illegal water use.The GoJ recognizes the importance of addressing NRW and has taken several steps to enhance the efficiency of the water supply and distribution system and promote sustainable water management. Despite these efforts, the NRW levels have persisted to escalate. However, the government remains vigilant in its commitment to finding effective solutions to mitigate the impact of NRW on the country's water supply and distribution system. To ensure commitment to NRW reduction, USAID WGA, activated a central NRW unit at the Water Authority of Jordan (WAJ) as well as NRW task forces across governorates which was a huge challenge but crucial for plans development and continuous follow-up. Moreover, USAID WGA, in collaboration with the Ministry, developed a pioneer National NRW Strategy for Jordan's Water Sector 2022-2040, which aims to reduce NRW from around 50% to 25% by 2040 through accelerated implementation of projects to replace networks and improve performance.
	Dropdown2: [Continuous Learning & Improvement]
	CLA Approach: USAID WGA developed the National NRW Strategy through an evaluation of the outcomes achieved by a prior USAID initiative (Water Management Initiative-WMI) which produced a technical Master Plan for the NRW reduction approaches.  In theory, the plan provides the gaps and a technical step-by-step approach for the utility manager to identify, measure, and create actions to tackle the issue.USAID WGA used the CLA approach in converting the Master Plan into a sustainable and self-reliant strategy. By promoting collaborative sessions with WAJ and the water companies, several barriers were identified that hindered progress toward implementing actionable interventions. These barriers included: insufficient institutional capacity, lack of business planning with cost-based and time bounded actions, the tendency to manage NRW as a purely technical matter with lacking measurable targets, and not aiding decision-makers. Furthermore, USAID WGA took immediate action in its first year and launched the National NRW Strategy addressing organizational development challenges as it tackles business and management aspects, leading to sustainable action flow from the top down. Following this, USAID WGA supported the formation of nationwide NRW Task forces and the activation of the Central NRW Unit, operating under the authority of the Minister and reporting directly to him. In addition to supporting the Jordan Valley Authority in formulating their NRW Unit and defining job responsibilities.USAID WGA organized workshops for NRW task forces to promote best practices for reducing NRW. The workshops presented the NRW strategy and demonstrated how to use the assessment results in creating practical action plans that align with the Step Approach detailing specific steps, responsibilities, deadlines, expected outcomes, and related KPIs. Moreover, USAID WGA assessed utilities management's NRW cultural knowledge to address NRW issues and evaluated the learning by doing practice conducted for NRW task forces.The Activity developed a National Training Plan 2022–2025 to achieve the water sector goals, functions, and priorities with consideration to staff qualifications, experience, career path, gender, and resource availability. By March 2023, USAID WGA launched relevant NRW training courses and trained 327 staff from WAJ, Miyahuna, AW, and YWC. The training was adapted based on experiential knowledge from conducted workshops. Moreover, tools such as pipe locators, leak detectors, etc. were utilized to enhance the institutional capacities of NRW staff. Additionally, USAID WGA will conduct a training impact assessment to measure the effectiveness and impact of training programs on employee performance, knowledge, skills, and behavior.  To motivate the staff at the utilities to implement and transfer the gained knowledge, an incentive scheme was developed and successfully implemented in Ma’an, leading to improved performance and service delivery. Moreover, USAID WGA facilitates monthly, nationwide follow-up and coordination meetings with members of task forces, slowly but surely guiding the NRW central unit at the Ministry to continue these coordination efforts with minimal Activity interventions and support.USAID WGA is supporting the Ministry in developing a monthly newsletter/bulletin that highlights NRW challenges, success stories, best practices, and lessons learned to promote knowledge sharing among water sector professionals. Throughout the life of the Activity, USAID WGA will continue to amplify sector champions to motivate others to adopt best practices in reaching national goals. On the other end, WGA is supporting the Communications and Awareness Unit in Miyahuna to hold outreach sessions to educate participants about the importance of conserving water and reporting leaks/thefts supported by the distribution of water-saving devices.
	Dropdown1: [M&E for Learning]
	Dropdown3: [A. DEVELOPM ENT RESULTS]
	Factors: Enabling Factors:- Adaptive management through continuous learning: A participatory, data-driven approach was used to actively engage middle and junior management in tackling NRW challenges. This approach fosters a culture of open collaboration, allowing the team to harness their collective expertise effectively. - Knowledge Sharing and Transparency: A monthly electronic NRW bulletin was issued, disseminating valuable information and updates related to NRW initiatives and progress. This approach ensures that stakeholders are well-informed and actively involved in addressing NRW concerns.- Partnership with the head of the NRW Central Unit, to promote best business practices, accountability, and strengthening institutional consistency leading to continuous improvement. - Activated a central NRW unit at WAJ as well as NRW task forces across governorates. This approach is crucial for action plans development and continuous follow-up.Obstacles: 1. Governorates task forces' formulation was a critical challenge since it did not fully cover relevant functions to represent various areas in utilities such as NRW, customer service, maintenance, and technical. 2. Enhancing collaboration and communication among different departments and creating an environment that promotes efficiency within a system of accountability and recognition. Hence, it is crucial to maintain awareness of the significance of NRW among stakeholders, bridge any knowledge gaps in the sector, and emphasize that reducing both the technical and administrative aspects of NRW is a shared responsibility.3. Limited staff availability in many governorates making it difficult to have sufficient resources to absorb best practices, get them qualified to implement related NRW actions, and continue the improvement.  
	DEVELOPM ENT RESULTS or ORGANIZATIONAL EFFECTIVENESS: USAID WGA adopted a comprehensive approach to tackle high NRW levels by addressing root causes and ensuring water supply sufficiency and continuity. The following interventions should contribute to positive development outcomes:1. National NRW Strategy (2022-2040): A strategy was developed in collaboration with the water sector stakeholders that addresses institutional capacity, M&E, commercial losses, and physical losses.2. Governorates have developed an action plan for 2023-2025 and a quick wins plan for 2022 to reduce NRW, with monthly meetings held to oversee implementation and WGA supporting the NRW Task forces with specific actions such as procuring equipment, providing training, and conducting water balance calculations. Moreover, WGA is supporting NRW Task forces in implementing outlined actions such as procuring portable flow meters, leak detectors, and pipe locators for southern governorates, and training Task forces on how to use portable flow meters to measure water production quantities at wells and reservoir inlets, and conducting water balance calculations to identify areas with high physical loss and illegal connections. Additionally, WGA started nationwide action to improve Customer Information System (CIS) utilization and billing process through developing a unified reporting, Standard Operational Procedures, manual, conducting on-job training for the CIS staff, provision of technical assistance, and following-up CIS utilization progress.3. USAID WGA created a National Training Plan (NTP) for 2022-2025 to meet the water sector's goals, training needs and priorities while considering staff qualifications, experience, and resources availability. The NTP includes 80 training subjects and around 150 courses, with an emphasis on NRW courses for technicians, operators, and managers as well as ToTs to ensure knowledge transfer and improved service delivery. By March 2023, 227 stakeholders attended 21 courses in Q1/Q2FY23.4. USAID WGA is piloting an area in Ma'an with around 500 customers as a practical model for Ma'an and Tafilah staff to learn applying best practices to reduce NRW that can be replicated nationwide, this includes: conducting customer surveys, improving and utilizing GIS maps, and improving billing processes. A plan will be developed based on the results in coordination with Ma'an Water Administration. Additionally, technical support was provided to Zarqa NRW Task force in conducting step testing for the 64 km Azraq –Khaw pipeline due to high NRW, aiming in identifying areas where efforts need to be intensified.  


