
www.oneworld.net.in
owsa@oneworld.net

November 2011

Governance Knowledge Centre
Promoted by Department of Administrative Reforms 
and Public Grievances
Ministry of Personnel, Public Grievances and Pensions, 
Government of India
http://indiagovernance.gov.in/

Researched and Documented by

OneWorld Foundation India

Jamshedpur Utilities and Services 
Company
Water supply for informal settlements



Transparency and Accountability

 

Governance Knowledge Centre
Promoted by Department of Administrative Reforms and Public Grievances

Ministry of Personnel, Public Grievances and Pensions

Government of India 

Table of Contents 

Executive Summary ................................

Methodology ................................................................

Background ................................................................

Objective ................................................................

Programme Design ................................

Key Stakeholders ................................

Process Flow ................................

Financial Model ................................

Achievements ................................

References ................................................................

 

 

 

 

 

 

 

 

 

 

 

 

 

Transparency and Accountability

Governance Knowledge Centre 
Promoted by Department of Administrative Reforms and Public Grievances 

Pensions 

Researched and documented by 

 

 

 

OneWorld Foundation India 

Water and Sanitation

Jamshedpur Utilities and Services Company

................................................................................................................................

................................................................................................

................................................................................................................................

................................................................................................................................

................................................................................................................................

................................................................................................................................

................................................................................................................................

................................................................................................................................

................................................................................................................................

................................................................................................................................

Transparency and Accountability 

Case Study  
Water and Sanitation 

shedpur Utilities and Services Company 

November 2011 

1 

..............................................................2 

............................................................................2 

...............................................3 

.....................................................5 

...............................................................5 

.......................................................5 

.................................................................5 

..........................................................7 

..........................................................................7 

............................................... 10 



Transparency and Accountability

 

Governance Knowledge Centre
Promoted by Department of Administrative Reforms and Public Grievances

Ministry of Personnel, Public Grievances and Pensions

Government of India 

Executive Summary 
The Jamshedpur Utilities and Services Company (JUSCO) is a one

service provider whose gamut of services include water supply

construction, municipal solid waste management, power, horticulture, and integrated facility

management. It was set up in

order to improve the service quality and to increase the scale of its operation to include the 

peripheries of the industrial township. 

This documentation seeks to highlight an initiative of JUSCO 

and quality water supply at an affordable cost to the informal settlements outside the industrial 

township, known as the bagan

undertaken by a private sector doesn’t compromise on the financial sustainability aspect of the 

programme while addressing the needs of

slum development committee comprising of the community’s representatives in 

needs, aspirations of the people, 

tariff plan. As JUSCO views 

social considerations, it worked out a unique cost sha

partnership.  

While JUSCO at its own cost undertook the back end investment, the customers paid the 

connection charges in installments. The consumers easily complied to adhere with the metered 

and consumption based tariff. This development indicates the increasing willi

to pay for affordable public services. Through JUSCO’s example, the document also argues for 

the proposition that legalising the illegal connection, mostly existing in slum pockets, is also 

helpful for the service provider in terms of pr

This initiative has provided close to 13,000 water connections since 2005

population of 90,000 people across slum pockets of the city that have been deprived of such 

service for more than 50 years. In the year 2008 JUSCO won the prestigious 

Intelligence Award and in 2009 the 

excellence. 

Methodology 
The Governance Knowledge Centre team decided to document JUSCO’s water supply

to the informal settlements in Jamshedpur because 

reaches out to the basic needs of the urban poor though its financially sustainable business 

model. Though the role of private sector as public util

interrogated over time, this documentation seeks to highlight a case of private sector that is 
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Executive Summary  
Utilities and Services Company (JUSCO) is a one-stop integrated urban public 

service provider whose gamut of services include water supply, wastewater management , 

construction, municipal solid waste management, power, horticulture, and integrated facility

 Jamshedpur as a wholly owned subsidiary of Tata Steel in 2004 in 

order to improve the service quality and to increase the scale of its operation to include the 

peripheries of the industrial township.  

to highlight an initiative of JUSCO that aims to provide adequate 

and quality water supply at an affordable cost to the informal settlements outside the industrial 

bagan areas. JUSCO’s initiative is distinctive because this effort 

dertaken by a private sector doesn’t compromise on the financial sustainability aspect of the 

addressing the needs of the urban poor. JUSCO worked closely with the 

slum development committee comprising of the community’s representatives in 

needs, aspirations of the people, designing the implementation processes and in 

 water supply as a long term business plan, which also involved 

social considerations, it worked out a unique cost sharing model through a citizen corporate 

While JUSCO at its own cost undertook the back end investment, the customers paid the 

connection charges in installments. The consumers easily complied to adhere with the metered 

and consumption based tariff. This development indicates the increasing willi

to pay for affordable public services. Through JUSCO’s example, the document also argues for 

the proposition that legalising the illegal connection, mostly existing in slum pockets, is also 

helpful for the service provider in terms of protecting network from the problem of pilferage.  

This initiative has provided close to 13,000 water connections since 2005

population of 90,000 people across slum pockets of the city that have been deprived of such 

years. In the year 2008 JUSCO won the prestigious 

ward and in 2009 the Japan Institute of Plant Management (JIPM) Award for TPM 

The Governance Knowledge Centre team decided to document JUSCO’s water supply

to the informal settlements in Jamshedpur because it is a unique private sector initiative that 

reaches out to the basic needs of the urban poor though its financially sustainable business 

model. Though the role of private sector as public utility providers are scrutinised and 

interrogated over time, this documentation seeks to highlight a case of private sector that is 
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stop integrated urban public 

wastewater management , 

construction, municipal solid waste management, power, horticulture, and integrated facility 

Jamshedpur as a wholly owned subsidiary of Tata Steel in 2004 in 

order to improve the service quality and to increase the scale of its operation to include the 

aims to provide adequate 

and quality water supply at an affordable cost to the informal settlements outside the industrial 

areas. JUSCO’s initiative is distinctive because this effort 

dertaken by a private sector doesn’t compromise on the financial sustainability aspect of the 

the urban poor. JUSCO worked closely with the 

slum development committee comprising of the community’s representatives in identifying the 

the implementation processes and in finalising the 

water supply as a long term business plan, which also involved 

ring model through a citizen corporate 

While JUSCO at its own cost undertook the back end investment, the customers paid the 

connection charges in installments. The consumers easily complied to adhere with the metered 

and consumption based tariff. This development indicates the increasing willingness of the poor 

to pay for affordable public services. Through JUSCO’s example, the document also argues for 

the proposition that legalising the illegal connection, mostly existing in slum pockets, is also 

otecting network from the problem of pilferage.  

This initiative has provided close to 13,000 water connections since 2005–2009 covering a 

population of 90,000 people across slum pockets of the city that have been deprived of such 

years. In the year 2008 JUSCO won the prestigious Global Water 

Japan Institute of Plant Management (JIPM) Award for TPM 

The Governance Knowledge Centre team decided to document JUSCO’s water supply initiative 

it is a unique private sector initiative that 

reaches out to the basic needs of the urban poor though its financially sustainable business 

ity providers are scrutinised and 

interrogated over time, this documentation seeks to highlight a case of private sector that is 
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successful in assessing the demand and aspiration of the poor, devising strategies to meet the 

demand and assuring service deli

Conducting desk based secondary research, the team gathered important information on the 

background, operations and objectives of the initiative. 

of information bias as the document is

Background 

Water supply facilities in the urban areas have improved remarkably, as projected by the Planning 

Commission’s Report on 11th Five Year Plan

the national, state and local levels to

significant among these is the support provided to state and local governments under the 

Jawaharlal Nehru National Urban Renewal Mission

financial and institutional changes in the water sector. 

However, concerns of adequate and equitable dissemination of services to the peripheries of the 

urban areas still needs to be addressed. Intra

of water supply, and the lack of attention to rationalisation of tariff have emerged as some of the 

major challenges of urban water supply in India. When the average access to drinking water is 

highest in  Class-I town (73 per cent), followed b

84 per cent of the notified slums the main water source is through public stand posts for only few 

hours of the day.2 
The irregular and insufficient service also has harmful health implications on t

to World Health Organisation’s primary health requirement, sufficient water supply means 40 litres 

per capita per day (lpcd), which is far from reality in Indian slums. Moreover, the quality of water 

supply has also been hampered by hi

fluoride, salinity, nitrate, arsenic in water. High diarrhea prevalence, a common cause of death 

in developing countries and the second most common cause of

directly be attributed to contaminated water consumption. 

The government of India is looking at various innovative practices such as energy efficiency, 

affordable tariff plans, use of Information Communication Technology, institutional capacity 

                        
1 AS ON 31.3.2004, ABOUT 91 PER CENT OF THE URBA

2 Class I town= 1, 00,000 and above population, Class II town= less than 1, 00,000 population, Class III town= less 

than 50, 000 population. Notified slums are those that have been notified as slums by municipalities, corporations, or 

any other local authority.   
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successful in assessing the demand and aspiration of the poor, devising strategies to meet the 

demand and assuring service delivery of international standard.  

Conducting desk based secondary research, the team gathered important information on the 

background, operations and objectives of the initiative. The researcher can’t deny the prospect 

of information bias as the document is entirely based on web based research. 

Water supply facilities in the urban areas have improved remarkably, as projected by the Planning 

Five Year Plan1. A large number of initiatives have been undertaken at 

national, state and local levels to improve the situation of urban water supply. The most 

significant among these is the support provided to state and local governments under the 

Jawaharlal Nehru National Urban Renewal Mission (JNNURM) in undertaking vario

financial and institutional changes in the water sector.  

However, concerns of adequate and equitable dissemination of services to the peripheries of the 

urban areas still needs to be addressed. Intra-urban disparity, insufficient quantity and p

of water supply, and the lack of attention to rationalisation of tariff have emerged as some of the 

major challenges of urban water supply in India. When the average access to drinking water is 

I town (73 per cent), followed by Class II (63 per cent), and Class III (61 per cent); 

84 per cent of the notified slums the main water source is through public stand posts for only few 

The irregular and insufficient service also has harmful health implications on t

to World Health Organisation’s primary health requirement, sufficient water supply means 40 litres 

per capita per day (lpcd), which is far from reality in Indian slums. Moreover, the quality of water 

supply has also been hampered by high numbers of contaminations and excessive presence of iron, 

fluoride, salinity, nitrate, arsenic in water. High diarrhea prevalence, a common cause of death 

and the second most common cause of infant deaths worldwide, can 

be attributed to contaminated water consumption.  

The government of India is looking at various innovative practices such as energy efficiency, 

affordable tariff plans, use of Information Communication Technology, institutional capacity 

                         
PER CENT OF THE URBAN POPULATION HAS GOT ACCESS TO WATER SUPP

Class I town= 1, 00,000 and above population, Class II town= less than 1, 00,000 population, Class III town= less 

ums are those that have been notified as slums by municipalities, corporations, or 
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successful in assessing the demand and aspiration of the poor, devising strategies to meet the 

Conducting desk based secondary research, the team gathered important information on the 

The researcher can’t deny the prospect 

entirely based on web based research.  

Water supply facilities in the urban areas have improved remarkably, as projected by the Planning 

A large number of initiatives have been undertaken at 

improve the situation of urban water supply. The most 

significant among these is the support provided to state and local governments under the 

JNNURM) in undertaking various fiscal, 

However, concerns of adequate and equitable dissemination of services to the peripheries of the 

urban disparity, insufficient quantity and poor quality 

of water supply, and the lack of attention to rationalisation of tariff have emerged as some of the 

major challenges of urban water supply in India. When the average access to drinking water is 

y Class II (63 per cent), and Class III (61 per cent); in 

84 per cent of the notified slums the main water source is through public stand posts for only few 

The irregular and insufficient service also has harmful health implications on the people. According 

to World Health Organisation’s primary health requirement, sufficient water supply means 40 litres 

per capita per day (lpcd), which is far from reality in Indian slums. Moreover, the quality of water 

gh numbers of contaminations and excessive presence of iron, 

fluoride, salinity, nitrate, arsenic in water. High diarrhea prevalence, a common cause of death 

infant deaths worldwide, can 

The government of India is looking at various innovative practices such as energy efficiency, 

affordable tariff plans, use of Information Communication Technology, institutional capacity 

ACCESS TO WATER SUPPLY FACILITIES.  

Class I town= 1, 00,000 and above population, Class II town= less than 1, 00,000 population, Class III town= less 

ums are those that have been notified as slums by municipalities, corporations, or 
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building etc for improved water service delivery. To encourage water supply initiatives for the poor 

the government is also giving subsidies and incentives to the service providers and establishing 

partnerships with private sectors. In the recent times it is observed that th

able to make up for the deficiencies in government public service provisions caused mainly by rapid 

growth in population and high rate of rural to urban migration. It is in this context JUSCO, a private 

utility provider, emerge as an 

urban poor while ensuring profitability and sustainability of the venture.

In the industrial city of Jamshedpur, with an approximately population of 7 lakh, all the civic 

amenities are provided by different subsidiaries of Tata Steel. For almost hundred years, the 

municipal services in the city of Jamshedpur were provided by the 

unit.  However, around 2003,

technologies and processes hampered the effective functioning

supply and waste management. Along with the rap

depletion, and deterioration of the water quality

and borewells, pressurised The Town Division to increase its scal

the outskirts of its service area. 

It is in this context a wholly owned subsidiary of Tata Steel, the Jamshedpur Utilities and 

Services Company Limited (JUSCO)

(1956).  The vision of JUSCO is to provide integrated utility servic

water services, power supply, construction services, sewerage, drainage, and solid waste 

management under one roof.  

Apart from connecting every household and industrial unit in 

Jamshedpur with its water supply system, 

to provide adequate 

outside the industrial area. This effort to connect to the urban poor has 

been appreciated broadly for its participatory 

sustainability. T

municipal corporation in the township of Jamshedpur

force for launching this initiative

settlements formed a committee, the Bagan Area Vikas Samiti, to voice 

their preference for t

municipal corporation.  

In response to these requests, JUSCO started a pilot project covering two slum areas namely 

Uliyan and Bhatia area. Later it was scaled up to cover other existing settlements. 
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proved water service delivery. To encourage water supply initiatives for the poor 

the government is also giving subsidies and incentives to the service providers and establishing 

partnerships with private sectors. In the recent times it is observed that the private sector has been 

able to make up for the deficiencies in government public service provisions caused mainly by rapid 

growth in population and high rate of rural to urban migration. It is in this context JUSCO, a private 

n innovation in private sector providing citizen centric services to the 

urban poor while ensuring profitability and sustainability of the venture. 

In the industrial city of Jamshedpur, with an approximately population of 7 lakh, all the civic 

amenities are provided by different subsidiaries of Tata Steel. For almost hundred years, the 

municipal services in the city of Jamshedpur were provided by the Tata steel’s Town Division 

However, around 2003, financial constraints, limited human resources and

hampered the effective functioning of essential services like water 

supply and waste management. Along with the rapid population growth, cases of water table 

erioration of the water quality caused due to excessive use of hand pumps 

and borewells, pressurised The Town Division to increase its scale of operations especially in 

ce area.  

It is in this context a wholly owned subsidiary of Tata Steel, the Jamshedpur Utilities and 

(JUSCO) was set up in the year 2003, under the companies Act 

(1956).  The vision of JUSCO is to provide integrated utility services such as water and waste 

water services, power supply, construction services, sewerage, drainage, and solid waste 

management under one roof.   

Apart from connecting every household and industrial unit in 

Jamshedpur with its water supply system, JUSCO to

to provide adequate water services in the informal settlements located 

outside the industrial area. This effort to connect to the urban poor has 

been appreciated broadly for its participatory 

sustainability. The state government’s decision to constitute a 

municipal corporation in the township of Jamshedpur

force for launching this initiative. The residents of the slum 

settlements formed a committee, the Bagan Area Vikas Samiti, to voice 

their preference for the city to be an industrial township rather than a 

In response to these requests, JUSCO started a pilot project covering two slum areas namely 

Uliyan and Bhatia area. Later it was scaled up to cover other existing settlements. 
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proved water service delivery. To encourage water supply initiatives for the poor 

the government is also giving subsidies and incentives to the service providers and establishing 

e private sector has been 

able to make up for the deficiencies in government public service provisions caused mainly by rapid 

growth in population and high rate of rural to urban migration. It is in this context JUSCO, a private 

innovation in private sector providing citizen centric services to the 

In the industrial city of Jamshedpur, with an approximately population of 7 lakh, all the civic 

amenities are provided by different subsidiaries of Tata Steel. For almost hundred years, the 

Tata steel’s Town Division 

esources and modern 

of essential services like water 

id population growth, cases of water table 

caused due to excessive use of hand pumps 

e of operations especially in 

It is in this context a wholly owned subsidiary of Tata Steel, the Jamshedpur Utilities and 

was set up in the year 2003, under the companies Act 

es such as water and waste 

water services, power supply, construction services, sewerage, drainage, and solid waste 

Apart from connecting every household and industrial unit in 

JUSCO took up an initiative 

water services in the informal settlements located 

outside the industrial area. This effort to connect to the urban poor has 

been appreciated broadly for its participatory approach and 

nment’s decision to constitute a 

municipal corporation in the township of Jamshedpur was the driving 

. The residents of the slum 

settlements formed a committee, the Bagan Area Vikas Samiti, to voice 

he city to be an industrial township rather than a 

In response to these requests, JUSCO started a pilot project covering two slum areas namely 

Uliyan and Bhatia area. Later it was scaled up to cover other existing settlements.  
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Objective 
The vision of JUSCO is to adopt leading processes and technologies, develop competencies, 

build capacity and create an innovation fostering environment in its attempt to emerge as a 

preferred provider of civic and allied services and a national 

sector. JUSCO’s initiative to provide water connection to areas outside the industrial town was 

designed with the objective of delivering

at an affordable cost.  

Programme Design 

Key Stakeholders 

JUSCO started the water supply initiative to the informal settlements through a citizen 

corporate partnership. While JUSCO took care of the planning and implementation of the 

programme, the community helped in identifying

Process Flow 

JUSCO provides potable water to Tata Steel employee connections as well as to the non Tata 

Steel employees which include customers from the markets, 

subleased areas. Raw water is extracted from the r

emergency, from its own stand

liters (ML).  Through its provisions of connecting un

water supply initiative set an inspiring example of extending opportunities to the poor by a 

private service utility.   

JUSCO’s water supply programme for the slum areas:

water to these bagan areas through 550 public sta

pumps were also set up to reach out to the poor. Further to address the growing demand made 

by the residents to improve the quality of water supply JUSCO start

connecting bagan areas to the water supply network.

JUSCO started its bagan area water supply project with a pilot initiative. The reason for the pilot 

was to better understand the needs of the people living in the slum settlements and to 

best possible modes to address tho

                        
3 Bagan areas mostly constitute the informal settlements (slums) and other non

colonies.  
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The vision of JUSCO is to adopt leading processes and technologies, develop competencies, 

build capacity and create an innovation fostering environment in its attempt to emerge as a 

preferred provider of civic and allied services and a national leader in water and sanitation 

sector. JUSCO’s initiative to provide water connection to areas outside the industrial town was 

designed with the objective of delivering quality water supply facilities to the slum settlements 

Programme Design  

JUSCO started the water supply initiative to the informal settlements through a citizen 

corporate partnership. While JUSCO took care of the planning and implementation of the 

helped in identifying the local demand from the Utility. 

JUSCO provides potable water to Tata Steel employee connections as well as to the non Tata 

Steel employees which include customers from the markets, bagan areas

is extracted from the rivers, Subarnarekha and Kharkhai and, in an 

emergency, from its own stand-by reservoir at Dimna which has a capacity of 34,000 million 

liters (ML).  Through its provisions of connecting un-served and informal settlements, JUSCO’s 

er supply initiative set an inspiring example of extending opportunities to the poor by a 

JUSCO’s water supply programme for the slum areas: Initially JUSCO was providing drinking 

through 550 public standposts. In few places bore wells and hand 

pumps were also set up to reach out to the poor. Further to address the growing demand made 

by the residents to improve the quality of water supply JUSCO started a unique initiative of 

the water supply network. 

area water supply project with a pilot initiative. The reason for the pilot 

was to better understand the needs of the people living in the slum settlements and to 

best possible modes to address those. The pilot initiative was launched in Uliyan and Bhatia 

                         
Bagan areas mostly constitute the informal settlements (slums) and other non
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The vision of JUSCO is to adopt leading processes and technologies, develop competencies, 

build capacity and create an innovation fostering environment in its attempt to emerge as a 

leader in water and sanitation 

sector. JUSCO’s initiative to provide water connection to areas outside the industrial town was 

quality water supply facilities to the slum settlements 

JUSCO started the water supply initiative to the informal settlements through a citizen 

corporate partnership. While JUSCO took care of the planning and implementation of the 

the local demand from the Utility.  

JUSCO provides potable water to Tata Steel employee connections as well as to the non Tata 

areas3, government, and 

Subarnarekha and Kharkhai and, in an 

by reservoir at Dimna which has a capacity of 34,000 million 

served and informal settlements, JUSCO’s 

er supply initiative set an inspiring example of extending opportunities to the poor by a 

Initially JUSCO was providing drinking 

ndposts. In few places bore wells and hand 

pumps were also set up to reach out to the poor. Further to address the growing demand made 

ed a unique initiative of 

area water supply project with a pilot initiative. The reason for the pilot 

was to better understand the needs of the people living in the slum settlements and to find the 

se. The pilot initiative was launched in Uliyan and Bhatia 

Bagan areas mostly constitute the informal settlements (slums) and other non-Tata residential 
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areas covering approximately 2.5 square km and a population of 28, 050

survey and mapping of the areas in a bid to assess the status of the existing infrastructure and 

the demand for new connections. 

After successfully assessing the consumer demand

feasibility of the pilot project, JUSCO scaled

The areas covered under the second phase are 

and Vidyapati Nagar. Including the pilot, a total of 7,088 connects were set up by the end of the 

second phase.  

The procedure for seeking and providing new connections in slum area: 

be made collectively by group of 

by all residents of a colony seeking water supply 

the form. Site inspection is done to assess the feasibility of 

settlement. Once JUSCO approves

get connections for their house

to JUSCO. 

The cost model for the slum areas

coverage and to address the needs of un

JUSCO initiated the back-end investment

pumping capacity. In addition, efforts were

at the target site. However, the consumers have to contribute to

developing local water networks

consumer by dividing the total cost among the consumers

only pay on the basis of metered water use. The initial charges are not required to be paid 

once in full; there are provision

are also provisions for free connections for those who can’t afford to pay a

Initially JUSCO charged a flat rate of 

four times a day for two to three hours each.  An additional charge of 

every additional floor. Later, the flat rate system was replaced by consumption based tariff. The 

metered tariff was introduced to enable 

success of this venture also encouraged JUSCO to replicate this model across other low

parts of the city.   

                        
4 ‘Jamshedpur Utilities and Services 

Experience on Expanding Water and Sanitation Services to the Urban. Water and Sanitation program. August 2009. 

New Delhi. 
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areas covering approximately 2.5 square km and a population of 28, 050

survey and mapping of the areas in a bid to assess the status of the existing infrastructure and 

d for new connections.  

After successfully assessing the consumer demand, and the technological and financial 

feasibility of the pilot project, JUSCO scaled up its initiative to other existing slum settlements. 

The areas covered under the second phase are Ramdeo Bagan, Laxmi Nagar, Teacher’s Colony 

and Vidyapati Nagar. Including the pilot, a total of 7,088 connects were set up by the end of the 

The procedure for seeking and providing new connections in slum area: A written request has to 

group of prospective customers using a prescribed

by all residents of a colony seeking water supply for their settlements needs to be included with 

. Site inspection is done to assess the feasibility of a piped water connection 

approves the connection, individuals have to again

get connections for their house. The installation charges are to be paid upfront

slum areas: JUSCO initiated a unique shared cost model to expand 

coverage and to address the needs of un-served population and low

end investment on its own to cover the enhancement of treatment and 

. In addition, efforts were made to create channels to the nearest water tower 

However, the consumers have to contribute to the investment

networks – actual cost is converted to a ‘connection charge

consumer by dividing the total cost among the consumers equal. Subsequently

on the basis of metered water use. The initial charges are not required to be paid 

there are provisions to pay the amount in installments over a period of time

are also provisions for free connections for those who can’t afford to pay a

Initially JUSCO charged a flat rate of INR 120 per month for potable water supplied thre

four times a day for two to three hours each.  An additional charge of INR

every additional floor. Later, the flat rate system was replaced by consumption based tariff. The 

tered tariff was introduced to enable demand management and water conservation. The 

also encouraged JUSCO to replicate this model across other low

                         
‘Jamshedpur Utilities and Services Company Limited: Innovative Initiative to provide adequate water’

Experience on Expanding Water and Sanitation Services to the Urban. Water and Sanitation program. August 2009. 
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areas covering approximately 2.5 square km and a population of 28, 0504. It started with a 

survey and mapping of the areas in a bid to assess the status of the existing infrastructure and 

the technological and financial 

its initiative to other existing slum settlements. 

Ramdeo Bagan, Laxmi Nagar, Teacher’s Colony 

and Vidyapati Nagar. Including the pilot, a total of 7,088 connects were set up by the end of the 

A written request has to 

prescribed form.  A joint letter 

needs to be included with 

water connection for the 

again apply separately to 

upfront by the customers 

unique shared cost model to expand 

and low-income households. 

cover the enhancement of treatment and 

to the nearest water tower 

the investments made in 

connection charge’ per 

ubsequently, the customers 

on the basis of metered water use. The initial charges are not required to be paid at 

over a period of time. There 

are also provisions for free connections for those who can’t afford to pay at all.  

120 per month for potable water supplied three to 

INR 110 was levied for 

every additional floor. Later, the flat rate system was replaced by consumption based tariff. The 

nd water conservation. The 

also encouraged JUSCO to replicate this model across other low-income 

Company Limited: Innovative Initiative to provide adequate water’.  Global 

Experience on Expanding Water and Sanitation Services to the Urban. Water and Sanitation program. August 2009. 
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JUSCO has involved the communities in every step of planning, implement

monitoring. Bagan Area Vikas Samiti (BAVS) and JUSCO had negotiated terms to ensure 

meaning community participation before signing up for the connections. Since the connections 

were to be made to individual households, separate contracts were signed with each 

household.  

Financial Model 

JUSCO is a financially sustainable

revenues, the operation and maintenance cost of JUSCO is 

Achievements  
JUSCO, one stop integrated utility provider

water system that also involves social considerations and protection of water resources. This 

private utility has been successful in providing reliable, efficient and equitable operations, 

along with the much needed finance for infrastructure development. The corporate approach 

has also improved transparency and accountability and limited the risk factors. 

one-stop integrated utilities provider whose gamut of services includes water and wastewate

construction, municipal solid waste management, power, horticulture, and integrated facility 

management.  

Comprehensive performance improvement measures

leader in water and sanitation sector has motivated it in ad

the Jamshedpur town but also to work towards meeting international service delivery 

standards. JUSCO adopts various p

improve its water service delivery.

� JUSCO follows ISO 9001 and 14001, 

standards. It helps in improving efficiency and productivity, and in decreasing waste in 

the production process. 

� JUSCO takes care of the World Health Organisation’s (WHO) drinking water guideli

even while treating up to 55 million gallons of raw water per day (MDG). JUSCO 

analyses over 5000 samples customer taps, storage tanks, treatment works, and water 

tankers every year to ensure consistent water quality that conforms to the Bureau of 

Indian Standards and World Health Organisation guidelines.

� The implementation of Total Productive Maintenance (TPM) 

in improving productivity by making processes more reliable and less wasteful. 
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JUSCO has involved the communities in every step of planning, implement

Area Vikas Samiti (BAVS) and JUSCO had negotiated terms to ensure 

meaning community participation before signing up for the connections. Since the connections 

were to be made to individual households, separate contracts were signed with each 

JUSCO is a financially sustainable, revenue generating unit. Apart from its own internal 

revenues, the operation and maintenance cost of JUSCO is supported by Tata Steel Funds. 

JUSCO, one stop integrated utility provider: JUSCO has evolved as a financially sustainable 

water system that also involves social considerations and protection of water resources. This 

private utility has been successful in providing reliable, efficient and equitable operations, 

needed finance for infrastructure development. The corporate approach 

has also improved transparency and accountability and limited the risk factors. 

stop integrated utilities provider whose gamut of services includes water and wastewate

construction, municipal solid waste management, power, horticulture, and integrated facility 

Comprehensive performance improvement measures: JUSCO’s vision to emerge as a national 

leader in water and sanitation sector has motivated it in addressing not only the challenges in 

the Jamshedpur town but also to work towards meeting international service delivery 

various performance improvement measures to continuously 

improve its water service delivery.  

9001 and 14001, internationally recognised quality management 

standards. It helps in improving efficiency and productivity, and in decreasing waste in 

the production process.  

JUSCO takes care of the World Health Organisation’s (WHO) drinking water guideli

even while treating up to 55 million gallons of raw water per day (MDG). JUSCO 

analyses over 5000 samples customer taps, storage tanks, treatment works, and water 

tankers every year to ensure consistent water quality that conforms to the Bureau of 

an Standards and World Health Organisation guidelines. 

The implementation of Total Productive Maintenance (TPM) process which contributes 

in improving productivity by making processes more reliable and less wasteful. 
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JUSCO has involved the communities in every step of planning, implementing, financing and 

Area Vikas Samiti (BAVS) and JUSCO had negotiated terms to ensure 

meaning community participation before signing up for the connections. Since the connections 

were to be made to individual households, separate contracts were signed with each 

revenue generating unit. Apart from its own internal 

by Tata Steel Funds.  

evolved as a financially sustainable 

water system that also involves social considerations and protection of water resources. This 

private utility has been successful in providing reliable, efficient and equitable operations, 

needed finance for infrastructure development. The corporate approach 

has also improved transparency and accountability and limited the risk factors. JUSCO is now a 

stop integrated utilities provider whose gamut of services includes water and wastewater, 

construction, municipal solid waste management, power, horticulture, and integrated facility 

JUSCO’s vision to emerge as a national 

dressing not only the challenges in 

the Jamshedpur town but also to work towards meeting international service delivery 

erformance improvement measures to continuously 

internationally recognised quality management 

standards. It helps in improving efficiency and productivity, and in decreasing waste in 

JUSCO takes care of the World Health Organisation’s (WHO) drinking water guidelines 

even while treating up to 55 million gallons of raw water per day (MDG). JUSCO 

analyses over 5000 samples customer taps, storage tanks, treatment works, and water 

tankers every year to ensure consistent water quality that conforms to the Bureau of 

process which contributes 

in improving productivity by making processes more reliable and less wasteful.  
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� A technical tie-up with Veolia Water

drinking water supply and wastewater services, and help in defining a customer 

management policy. Veolia Water also provides technical consultancy to improve 

service efficiency, reduce service operation deficit. 

� The implementation of a 

distribution network management.

� Introduction of various modern technological features, organisational restructuring and 

strategic human resource planning and management. 

� The utility also operates a wastewater treatment plant that meets discharge standards.

Single window grievance redressal system

known as the JUSCO Sahyog Kendra

one-stop shop for grievance 

can call the helpline to lodge and track the status 

their complaints. The Sahyog Kendra is 

responsible for ensuring customer satisfaction 

through monitoring the progress of the complaint 

resolution.    To continuously improve the quality 

of the services, JUSCO track

and prepares a ‘Job Card’, with customer 

satisfaction rating after addressing the grievance.  

The complaint resolution process is connected to the 

GIS mapping system of JUSCO to get the exact 

location details of the complaint. A very important aspect of this redressal system is its Service 

Level Guarantee, given to eve

sets a maximum time limit for every department to 

address a complaint. This move 

mandatory for the departments to address the 

complaints with a sense of urgency. 

                        
5 Veolia Water, the water division of the French company

supplier of water services. 
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up with Veolia Water5 in 2003 for improving the management of 

drinking water supply and wastewater services, and help in defining a customer 

management policy. Veolia Water also provides technical consultancy to improve 

service efficiency, reduce service operation deficit.  

e implementation of a Geographic Information System (GIS) to improve the 

distribution network management. 

Introduction of various modern technological features, organisational restructuring and 

strategic human resource planning and management.  

also operates a wastewater treatment plant that meets discharge standards.

redressal system: JUSCO has established a 24/7

Sahyog Kendra, to work as 

 redressal. Customers 

can call the helpline to lodge and track the status 

their complaints. The Sahyog Kendra is 

nsible for ensuring customer satisfaction 

through monitoring the progress of the complaint 

To continuously improve the quality 

tracks customer feedback 

and prepares a ‘Job Card’, with customer 

addressing the grievance.  . 

The complaint resolution process is connected to the 

GIS mapping system of JUSCO to get the exact 

location details of the complaint. A very important aspect of this redressal system is its Service 

given to every customer, which 

sets a maximum time limit for every department to 

address a complaint. This move has made it 

mandatory for the departments to address the 

complaints with a sense of urgency.  

                         
, the water division of the French company Veolia Environment,

Figure 2: JUSCO Sahyog Kendra.

Source: JUSCO

Figure 1: Leaks, another cause of UFW. Source 
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in 2003 for improving the management of 

drinking water supply and wastewater services, and help in defining a customer 

management policy. Veolia Water also provides technical consultancy to improve 

GIS) to improve the 

Introduction of various modern technological features, organisational restructuring and 

also operates a wastewater treatment plant that meets discharge standards. 

24/7 customer helpline, 

location details of the complaint. A very important aspect of this redressal system is its Service 

Veolia Environment, is the world's largest 

: JUSCO Sahyog Kendra. 

Source: JUSCO 

: Leaks, another cause of UFW. Source JUSCO 
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Controlling unaccounted-for-

unaccounted-for-water (UFW)

meters in two phases. After thorough analysis leakage was identified as a major component of 

UFW, and then immediate action was taken to 

level of UFW decreased from an estimated 36 per cent in 2005 to 10 per cent in 2009. 

water supply to the informal settlements always helps in controlling the problem of pilferage 

and assures the protection of the network. JUSC

example of this principle.  

JUSCO adopted a unique cost sharing model to connect the poor households to the water 

supply network. While Jusco at its own cost undertook the backend investment, the consumers 

were encouraged to pay for the initial water connection charge in affordable installments. 

Those belonging to the poorest group were provided with free connections. The residents of 

these JUSCO connected informal settlements adhere to the metered tariff regime which 

strongly support the popular argument that the willingness of the poor to pay for services is 

greater than the political will to charge the poor. Active involvement of the 

Samiti, the committee consisting of selected members of slum settle

participation in identification of the water needs and in finalising the tariff plan. 

                        
6 Unaccounted-for-Water (UFW) is water that has been produced and is lost before it reaches the customer. Losses 

can be real or physical losses through leaks or apparent losses through theft or metering inaccuracies. It is also 

referred to as Non Revenue Water.  

Figure 3: Illegal connection, a major cause of 

UFW. Source: JUSCO 
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-water:   During the year 2005-06, JUSCO identified an

(UFW)6. To find out the reasons of this issue of UFW,

meters in two phases. After thorough analysis leakage was identified as a major component of 

UFW, and then immediate action was taken to repair the leakage locations. 

level of UFW decreased from an estimated 36 per cent in 2005 to 10 per cent in 2009. 

 Legalising illegal connections for network protection, 

with a financially sustainable low cost model:

researching for the causes and implications of 

Unaccounted for Water, JUSCO realised that the water 

and the revenue loss that the company was incurring 

could be redistributed to those areas that did

access to water connection. Providing services to the 

urban poor need not necessarily imply a philanthropic 

approach and does not always conflict with the financial 

stability of the initiative. Providing water suppl

unserved areas and legalising illegal connections make 

good business sense as well. Adequate and low cost 

water supply to the informal settlements always helps in controlling the problem of pilferage 

and assures the protection of the network. JUSCO can be highlighted here as very good 

JUSCO adopted a unique cost sharing model to connect the poor households to the water 

supply network. While Jusco at its own cost undertook the backend investment, the consumers 

aged to pay for the initial water connection charge in affordable installments. 

Those belonging to the poorest group were provided with free connections. The residents of 

these JUSCO connected informal settlements adhere to the metered tariff regime which 

strongly support the popular argument that the willingness of the poor to pay for services is 

greater than the political will to charge the poor. Active involvement of the 

Samiti, the committee consisting of selected members of slum settlements, ensures community 

participation in identification of the water needs and in finalising the tariff plan. 

                         
is water that has been produced and is lost before it reaches the customer. Losses 

can be real or physical losses through leaks or apparent losses through theft or metering inaccuracies. It is also 
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JUSCO identified an issue of 

issue of UFW,JUSCO put bulk 

meters in two phases. After thorough analysis leakage was identified as a major component of 

repair the leakage locations. Subsequently, the 

level of UFW decreased from an estimated 36 per cent in 2005 to 10 per cent in 2009.  

connections for network protection, 

with a financially sustainable low cost model: While 

researching for the causes and implications of 

, JUSCO realised that the water 

that the company was incurring 

ributed to those areas that did not have 

Providing services to the 

urban poor need not necessarily imply a philanthropic 

approach and does not always conflict with the financial 

stability of the initiative. Providing water supply to the 

unserved areas and legalising illegal connections make 

good business sense as well. Adequate and low cost 

water supply to the informal settlements always helps in controlling the problem of pilferage 

O can be highlighted here as very good 

JUSCO adopted a unique cost sharing model to connect the poor households to the water 

supply network. While Jusco at its own cost undertook the backend investment, the consumers 

aged to pay for the initial water connection charge in affordable installments. 

Those belonging to the poorest group were provided with free connections. The residents of 

these JUSCO connected informal settlements adhere to the metered tariff regime which 

strongly support the popular argument that the willingness of the poor to pay for services is 

greater than the political will to charge the poor. Active involvement of the Bagan Area Vikas 

ments, ensures community 

participation in identification of the water needs and in finalising the tariff plan.  

is water that has been produced and is lost before it reaches the customer. Losses 

can be real or physical losses through leaks or apparent losses through theft or metering inaccuracies. It is also 
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This initiative has provided close to 13,000 water connections since 2005

population of 90,000 people across slum pockets of the

service for more than 50 years

Awards and accolades: 

 

1. CRISIL Award in 2004

corporatisation. 

2. Asia Water Management Excellence Award in 2008 for JUSCO’s 

development of water industry in Asia.

3. Global Water Intelligence A

4. Japan Institute of Plant Management (JIPM) Award in 2009 for TPM excellence.

 

Research was carried out by OneWorld Foundation India (OWFI), Governance 

Documentation was created by Research Associate, 

For further information, please contact 
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