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Introduction 
Water supply service provision faces several challenges, all of which requires 
commitment on the side of service providers to address them accordingly.  
Among the pressing challenges include, increasing water demand, inadequate 
service levels, lack of good governance and dilapidated infrastructure.    Non-
revenue water and lack of customer care and commercial orientation 
exacerbates the situation.  Human factor management contributes significantly in 
performance of water utilities.  Proper management of human factor in provision 
of water supply service can contribute significantly in improving utility 
performance.  Nevertheless, human resource management requires integrity and 
good governance. 
 
Players in the water supply sector have conviction that improving integrity forms 
a profound foundation for enhancing performance in water supply service 
provision.  This need therefore, calls for a strategic capacity building of senior 
managers who are key decision makers and managers of human assets.  After 
realization of this need the Tanzania WAVE Plus has initiated training on 
improving integrity in water supply service provision as a way of strengthening 
management of utilities. 
 
Therefore this manual is meant to guide a training of senior management staff of 
water utilities who in-turn will apply the acquired knowledge and skills to enhance 
performance of utilities through improved integrity and consequently proper 
management of human resources. The manual comprises of seven core units 
which include, Defining Integrity, Introduction to Integrity (understanding 
Integrity); Water Utilities Performance and Integrity; Integrity and Leadership; as 
well as Integrity and Governance as Crosscutting Issues; corruption and the Role 
of Regulatory Authority in Enforcing Integrity. 
 
This manual has to be used flexibly whilst considering the target group, the time 
of training and the core objective of the training. The training adopts the 
Participatory Adult Leaning Approach which provides an opportunity to 
participants to interact and exchange experiences, identify problems and devise 
interventions that would contribute substantially in improving utilities 
performance. 
 
The training course is planned to last for two days during which participants will 
be facilitated to interactively analyze the integrity situations at their work place 
and identify areas for improvement while discovering actions which if applied to 
their work environment would harness water supply services provision. 
 
The Importance of Water Integrity Training 
Clean water supply and adequate sanitation services are essential for health and 
well-being of people in building modern society. Unfortunately, poor governance 
of water and sanitation systems means that many people in low income areas 
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and rural areas lack services, and where they are available, the quality of service 
is an unacceptable by Tanzanian standard.  
 
Non Revenue Water in the regional urban water utilities ranges from 23% up to 
48% which include both physical and commercial water losses (illegal 
connections, falsified meter reading, etc). This loss in water can be translated 
into financial loss that could be useful for improvement of operation and 
maintenance activities of the Water Supply and Sanitation Authorities (WSSAs). 
Water quality and availability is below standard for some WSSAs due to lack of 
integrity. 
  
Many people in low income areas and the underserved are forced to buy water 
from vendors at prices that are more than 20 times higher than the 
recommended tariff. In the rural areas people walk for hours to collect water 
while every year waterborne diseases such as cholera kill thousands of people in 
our country. 
 
The most serious governance problem responsible for denying people access to 
water and sanitation is integrity.  Lack of integrity in water has a direct impact in 
human health and livelihoods, and thus demands our greatest attention.  
 
Emphasis is placed on integrity, transparency in decision making, enhanced 
accountability for public officials, good governance, leadership and improved 
information sharing and participation of citizens in the process of making 
decisions.  At the conclusion of the course, it is expected that the participants will 
be able to establish the effect of lack of integrity to WSSAs performance and 
identify different types of corruption, explain factors that tend to encourage 
corruption and analyze the nature of corruption in WSSAs. Participants will also 
be able to describe the impacts of corruption on the performance of their 
respective WSSAs and understand how corruption in the water sector can 
reduce growth and economic development. Further the participants will be able 
to suggest strategies to fight corruption and hence build integrity in the water 
sector. 
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Unit One 
 

Defining Integrity 
 
 
Unit outcomes: 
At the end of this unit participants will be able to achieve the following: 

• Define integrity and relate it to their work environment 
• Examine the role of  integrity  
• Identify strategies for improving integrity at their workplace 

 
Unit Outputs: 
At the end of this unit the facilitators will have; 

• Described key terms on integrity  
• Facilitated on exchange and share experience on measures that can 

contribute in enhancing integrity 
• Assisted participants through question and answer session to define 

integrity as it relates to their work environment 
 

Methods of delivery 

• Through question and answer session the facilitator guides participants to 
define the concept of integrity  (15 min) 

• The facilitator guides participants to discuss in utility based groups and 
come up with their understanding of integrity (25min) 

• During plenary session participants agree on the common definition of 
integrity  (15 min) 

• Wrap up (5 min) 
 
Materials 

• Power point projector 
• Laptop 
• Flip charts for presentation 
• Marker pens for flip chart for taking note of the discussed points 
• Idea Cards 

 
 
Handouts to participants 

• Presentation notes  
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• Power point slides 
 
Presentations/exercises 

• Definition of  key terms on integrity 
• Overview on Essence of Integrity  

 
Key reading materials 

 
Integrity Definition 
Integrity refers to the quality of service of an individual or institution in respect to 
its completeness. 

• When you have integrity your words and deeds match up.  
• A person of integrity does not have divided loyalties. 
• S/He does not have something to fear or hide. 
• A person of integrity is one who has established a system of values 

against which all life is judged. 
 
Integrity additional definitions:  

• Adherence to moral and ethical principles; soundness of moral character; 
honesty.  

• The state of being whole, entire, or undiminished: to preserve the integrity 
of the empire.  

• A sound, unimpaired, or perfect condition: the integrity of a ship's hull.  
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Unit Two 
 

Introduction to Integrity (Understanding Integrity) 
 
 
Unit outcomes: 
At the end of this unit participants will be able to achieve the following: 

• Analyze the concept of integrity and relate it to their work place 
environment 

• Examine the limitations that constrain integrity 
• Identify strategies for improving integrity at their work place 

 
Session 2.1: Integrity introduced 
 
Session Outputs: 
At the end of this session the facilitators will have; 

• Described key terms on integrity  
• Facilitated on exchange and share experience on measures that can 

contribute in enhancing integrity 
• Facilitated participants to identify key components of integrity which 

influence integrity at work place 
 

Session Outcomes: 

By the end of this session participants will have:- 
• Explained key terms on integrity 
• List down water supply problems that are related to lack of integrity  
• Described on measures that can contribute in addressing integrity 

problems 
 

Methods of delivery 

• Introductory overview of integrity concept (15 min) 
• The facilitator assist participants to discuss in utility based groups and 

identify a case study which would be shared with others (25min) 
• During plenary discussion the facilitator guides participants to exchange 

experiences based on their work place environment (15 min) 
• The facilitator Wrap up with the agreed strategies for improving integrity (3 

min) 
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Materials 

• Power point projector 
• Laptop 
• Flip charts for summarizing discussions 
• Marker pens for flip chart 
• Idea Cards 

 
Handouts to participants 

• Presentation notes  
• Power point slides 

 
Presentations/exercises 

• Definition of  key terms on integrity 
• Overview on Essence of Integrity  

 
Key reading materials 

1. Global Corruption Report 2008: Corruption in the Water Sector. Transparency 
International. UK  

2. Maria Gonzalez de Asis et al. (ed.) Improving Transparency, Integrity, and 
Accountability in Water Supply and Sanitation: Action, Learning, Experiences. 
The World Bank Institute and Transparency International. Publication 47968. 
The World Bank 2009 

3. UNDP 2011: Fighting Corruption in the Water Sector. Methods, Tool and 
Good Practices. New York  

4. Water Integrity Network (WIN) 2009: Advocacy Guide. A Toolbox for Water 
Integrity Action. Berlin. Germany 
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Unit Three 
 

Water Utilities Performance and Integrity 
 
Unit outcomes: 
At the end of this unit participants will be able to achieve the following: 

 
• Examined the need for integrity in discharging duties, functions and 

responsibilities for performance levels 
• Identified  integrity related actions which if implemented would improve 

service delivery performance levels at their work places 
 
 
Unit Outputs: 
At the end of this unit the facilitators will have; 

• Assisted participants to analyzed their work related experience and 
identify integrity factors  which contribute to their utility performance  

• Facilitated on exchange and share experience on measures that can 
contribute in enhancing integrity 

 
Methods of delivery 

• Brainstorming (10 min) 
• Presentation on the concept of integrity  (15 min) 
• Organize utility based groups to discuss the challenges associated to 

organization structure, responsibilities and integrity (25min) 
• Plenary discussion and question and answer session (15 min) 
• Assist participants to comment on one another groups (5 min) 

 
Materials 

• Power point projector 
• Laptop 
• Flip charts 
• Marker pens for flip chart 
• Idea Cards 

 
Handouts to participants 

• Presentation notes  
• Power point slides 
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Presentations/exercises 

• Definition of  key terms on integrity 
• Overview on Essence of Integrity  

 
References 
1. Anvuur et al, (2006) Taking Forward Public Procurement Reforms in Ghana,  
Construction in Developing Economies: New Issues And Challenges, January  
18th-20th, 2006- Santiago, Chile 
2. IRC (2006) About Corruption and Transparency in the Water and Sanitation  
Sector, Thematic Over paper 16 
3. Transparency International (2008) Global Corruption Report 2008; Corruption 

in the Water sector. Cambridge 
4. Household Budget Survey 2007 - Mainland Tanzania, pp.13-16.  
5. Ministry of Water and Irrigation Water Sector Status Report 2009 Feb 2010 

Key reading materials 

Water Supply Services and Integrity 
Water utility tasks, responsibilities, functions and duties performance depends on 
the organization structure.  Nevertheless, the water utility integrity depends on 
the integrity of top management at the organization structure.  
 
A lack of integrity, accountability and transparency often leads to corruption, i.e. 
the abuse of entrusted power and resources for personal gain. It can be found in 
a huge range of interactions at all levels of decision making and in all aspects of 
the water sector, along the "water value chain "from water allocation to the end 
user and as waste water  back to the environment. 
 
While addressing water integrity, the focus should be placed on; 
 

i. Water allocation and distribution, 
ii. Water supply and wastewater services, and 
iii. Water infrastructure and procurement processes. 

 
There are great needs to strengthen capacities at policy, management and 
operational levels in governments, private sector and civil society to work with 
water integrity: 

• The focus should be on sustainable prevention measures and thus being 
pro-‐active rather than only reactive. 

• We need to emphasize the detrimental development impacts of corruption; 
especially poor people are those who suffer from the effects of corruption. 

• Integrated water resources management should be linked with water 
services for domestic, industrial and agricultural uses 
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• We also need to realize that there are different cultural interpretations of 
corruption. 
 
 

Capacity development plays a crucial role in enhancing integrity and enabling 
anticorruption principles to be put to practice.  Strengthening capacities for Water 
Integrity means building awareness of transparency, accountability, assessing 
corruption risks, sharing knowledge of opportunities to support integrity or 
prevent corruption. 
 
The Government of Tanzania commits itself to promoting increased access to 
information about Government operations and publishes data on the prioritized 
sectors of Health, Education and Water. It has learned this from the Open 
Government Partnership (OGP) initiative. 
 
OGP is a global initiative that aims at promoting transparency, empower citizens, 
fight corruption and encourage use of new technologies to improve governance. 
The OGP was formally launched in New York on 20th September, 2011 by 8 
founding members, namely; Brazil, Indonesia, Mexico, Norway, Philippines, 
South Africa, United Kingdom and Unites States. The OGP is overseen by a 
multi-stakeholder International Steering Committee comprised of Government 
and civil society representatives. One of the major benefits of OGP is to improve 
service delivery and make Governments more responsible and accountable to 
their citizens. Given the benefits of this initiative, Tanzania declared its intention 
to join OGP during the launching meeting. The decision to join OGP is an 
important step to complement the Government's ongoing efforts to strengthen 
good governance across all sectors. Therefore training on water integrity to top 
level management is another step towards fulfilling this important goal.  
 
 
Leadership at the Work place:  

The Importance of Integrity 

The management team requires refresher training on leadership at the workplace 
in order to give them an insights or perspectives on the roles of workplace 
leadership and on what makes a good leader.  

The most important question here is “Does my management team understand 
the foundational aspects of good leadership? Do they realize that good 
leadership is only as good as the foundation it is built upon?” Maybe it is time for 
a refresher course that reminds leaders of the water supply utility the importance 
of having a solid foundation built on core leadership values, especially integrity. 
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Leadership and Ethics in the Workplace - The Importance of Core Values 

Core values are defined as those things which we believe are the most important 
aspects of who we are and how we treat others. In workplace leadership, our 
core beliefs about people and how we treat them will impact how we manage 
them day-to-day. Employee leadership styles can be different, yet effective, 
because the leader’s core values are solid. Effective leaders know that people 
need something fundamental from their boss in order to perform at their peak.  

Interestingly enough, core leadership values are not always expressed 
outwardly. In fact, leaders that go around saying, “I value integrity” all the time 
can be suspect to this very statement. Effective core values are working behind 
the scenes. Like an operating system on a computer. You know it’s working 
because the software applications are working. Core values are also like the 
foundation of a building. And like a building, our leadership ability is only as good 
as the foundation it is built upon. 

Every leader should ask themselves the questions, “What are my core values? 
What kind of leadership values will create the most productive work environment 
where people will perform their best? What fundamental leadership beliefs do I 
have about people that affect how I treat them and how I manage them?” Without 
a good understanding of our core values, we will be less than effective leaders 
doomed to suffer from mediocre leadership ability. 

The Benefits of Integrity 

So, what do we do? Well let’s start by determining what our core value is and 
what it ought to be to promote positive leadership in the workplace.  

When you study great leaders, and you can probably list your favorites, you see 
one consistent character in each of them – integrity. Integrity is the stable force 
behind countless leadership role models. Great leaders model integrity by being 
honest and doing what is right no matter the circumstances. Integrity requires 
you to make the right choice, even when you may not receive personal gain from 
the outcome, and to put your own personal agenda aside for the greater good of 
the organization and the people. 

Effective leaders know that people need a leader who has integrity. Without it, 
people are missing a vital ingredient in their ability to perform. Much like the 
foundation of a building, integrity is essential for lasting success and provides a 
work environment with three key qualities: stability, safety and reference.  

1. Stability 

People who see their boss as honest and having a strong commitment to doing 
the right thing are assured that they work in an environment of stability. They 
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know that their boss’ integrity will not be shaken when tough decisions need to 
be made. Their boss will “stick up” for their employees and support them. They 
will treat people fairly and will be more willing to share information with their 
employee that is necessary for them to do their jobs. Conversely, a leader who is 
not upfront with people and hides behind their own deceit for their own self-
protective purposes will create an environment of fear, uncertainty and an 
atmosphere of “everyone for themselves!” These sorts of leaders are more prone 
to play favorites or other political games and leave their team to figure out the 
rules of engagement – all distractions to performance and productivity. 

2. Safety 

Leaders with a strong foundation of integrity make it safe for their employees to 
perform at their peak. Leadership integrity gives people a sense of 
empowerment. A good leader knows that there is safety in providing people with 
the freedom to be open and honest. People know that there will not be retribution 
for their ideas and opinions. A good leader knows how to allow people this 
freedom while, at the same time, ensuring that it is done respectfully and 
appropriately. People that feel safe will perform better than people who do not 
feel safe. It is also the best ingredient for instilling an environment of innovation. 
How many times have we heard of an innovation that not only transformed a 
business, but the whole industry? Good leaders know that ensuring an 
environment of safety encourages innovation. And with innovation comes 
transformation.  

3. Reference 

Just like in a building, a leader’s integrity forms a baseline that serves as a 
reference or measure. A leader with a strong foundation of integrity is a guiding 
light to those around them. Employees tend to emulate what their boss does. In a 
high performing environment, leaders with integrity are the role models for others 
to see and follow and form the standards for how others ought to behave. 

Choosing to Lead with Integrity in the Workplace 

So, a good question to ask yourself and your leadership team is, “How much do 
we value integrity and how are we demonstrating it?” It may not need to be said, 
but don’t you think we have seen too many examples of leaders in our business 
world who lack integrity? Isn’t it obvious the negative impact those leaders have 
on their people and their business?  

If leadership is only as good as the foundation it is built upon, a leader must have 
a foundation that is as steady as a rock. Having integrity in our workplace 
leadership gives us this foundation. And with this foundation of integrity, a leader 
is ready to build their unique leadership style. 
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By: John Sporleder; Founder and President, Sporleder Human Capital 
john@sporconsulting.com 
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Unit Four 
 

Integrity and Leadership 
 
 
Unit outcomes: 
At the end of this unit participants will be able to achieve the following: 

• Outline leadership principles and relate them to their working environment 
• Examine the problems associated to lack of integrity in water supply 

services 
• Exchanged experience from their work places and identified actions for 

improving leadership skills which would improve water utility performance 
 
Unit Outputs: 
At the end of this unit the facilitators will have; 

• Described key terms on leadership 
• Facilitated on exchange and share experience on measures that can 

contribute in enhancing leadership and  integrity 
 
 

Methods of delivery 

• Short presentation on leadership and integrity (15 min) 
• Assist participants to discuss in utility based group on the leadership 

situation at work place and how it effects integrity positively and negatively 
(25min) 

• During plenary session groups post their work on display boards and with 
gallery walk comments on each other’ group work  (15 min) 

• Guide participants to conclude based on the outcome of discussions (3 
min) 

 
 
Materials 

• Power point projector 
• Laptop 
• Flip charts for documenting group work 
• Marker pens for flip chart 
• Idea Cards 
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Handouts to participants 

• Presentation notes 
• Power point projector  

 
Presentations/exercises 

• Definition of  key terms on leadership 
• Overview of the relationship between leadership and Integrity  

 
References 

1. Caroline van den Berg, Eileen Burke, Leonard Chacha and Flora Kessy, 
Public Expenditure Review of the Water Sector, September 2009 

2. National Water Sector Development Strategy 2006 to 2015, February 2010 
3. Water Supply and Sanitation Sector Reforms in Kenya, Tanzania, Uganda 

and Zambia: Challenges and Lessons, 2008, pp. 8-9 
4. Ministry of Planning, Economy and Empowerment / Research on Poverty 

Alleviation (REPOA) Tanzania: Poverty and Human Development Report 
2007, December 2007, 

Key reading materials 

Leadership Vision, Integrity and Compassion: 

Principle elements of good leadership! 

A key principle of a good leader is about being authentic and having integrity.   

When you are in a leadership position, vision, integrity & compassion are 
infinitely more important than the words you say. These three traits are as 
important to your survival as air, food, and water. 

A critical necessity for these competencies is the tone at the top. What is the 
character of the leadership team? Once this is determined, expect the 
organization’s culture to follow suit. 

Often leaders don’t realize how closely they are being watched by their staff, 
customers and suppliers. Just about every organization sets out information on 
its mission, vision, and values – perhaps on its Website, perhaps in its marketing 
materials. These tenets drive the company’s culture and set expectations that, if 
not followed, create an ethical gap which can cause the company to fail. 

Vision 
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The leader’s job is to set the organization’s vision. Once it is established, staff 
must be brought into in the execution and implementation of that vision. Personal 
leadership and motivational leadership are the same. To lead others 
successfully, you must first become a role model. 

Leadership is about doing what’s right. Leadership is not about doing what’s 
popular. Corporate results will be based on your ability to be authentic and have 
integrity. Consider leadership as a three-legged stool standing on vision, integrity 
and compassion. Remove one leg and the whole thing topples. Let’s examine 
each one. 

As the leader, your vision paints the target. It sparks and fuels the fire within the 
organization and draws everyone forward, and it illuminates the way others are to 
follow. When you create the vision, adopt a philosophy of long-term, pro-active 
thinking. Let everyone know how the vision will change the organization. 

Having created and clarified the vision, you must market it to get a wholehearted 
buy-in from the people responsible for executing it. A shared vision involves 
everyone working together to make improvements. Without buy-in from your 
people, it cannot succeed. As a leader, you have an opportunity to create a 
vision for your people that enable them to bring the corporate vision to fruition. 

Integrity 

As a person of integrity, you have the supreme responsibility to tell the truth, to 
mean what you say and to say what you mean — regardless of the outcome. Do 
you promise your people that, if they meet a tight deadline by working overtime 
and weekends, you’ll remember that effort during their performance evaluation — 
and do you then renege, perhaps using the excuse of poor profits? Your integrity 
just took a hit. Don’t be surprised when your people no longer trust you, or refuse 
to go the extra mile to meet your next deadline. 

When author and leadership expert John Maxwell titled his book There’s No 
Such Thing as Business Ethics, many were shocked. Maxwell explained that you 
either have ethics or you don’t. There isn’t one set of ethics for business and 
another for your personal life. There’s simply ethics. There’s simply integrity: 
truthfulness, reliability, uprightness, veracity. Maxwell also said: “There are really 
only two important points when it comes to ethics. The first is a standard to 
follow. The second is the will to follow it.” 

Integrity is complete, unflinching honesty in everything you say and do. It means 
that you, as a leader, admit your shortcomings. It means that you work to 
develop your strengths and compensate for your weaknesses. Integrity means 
that you deal in a straightforward manner with people and situations, and that 
you do not compromise what you believe to be true. 
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Integrity means living up to one’s word, delivering on promises made, alignment 
of beliefs and actions. Opportunities abound in the workplace for an integrity 
breach to occur. Consider, for just one example, how your company might 
respond when a salesperson exaggerates your product’s capability. Do you try to 
skip away from what your salesperson said? Do you refund an unhappy 
customer’s money, or devise some other satisfactory solution? And do you 
apologize? 

Admittedly, sometimes you may have to take a hit. That’s what happened in the 
autumn of 1982, when disaster struck Johnson & Johnson after seven people 
who took Tylenol died because the product was tainted. The company responded 
fast, distributing warnings to hospitals and sources of the drug. In addition, the 
company halted Tylenol production and pulled advertising. Soon a nationwide 
recall of Tylenol products was underway, aiming to collect some 31 million bottles 
in circulation that had a retail value of more than $100 million. The result? When 
we might have said, “take an aspirin,” we also say without hesitation, “take a 
Tylenol.” Johnson & Johnson demonstrated its integrity, and the consumer 
responded with support. Today Tylenol is more successful than ever, and with 
bottles more difficult to open, we are secure in the integrity of the product. 
Compare Johnson & Johnson’s approach to that of Toyota and you see the 
power of integrity. 

John Maxwell got it right when he said: “Integrity is all-encompassing. It’s not 
something you demonstrate at home or church and set on a shelf at work. 
People of integrity don’t live bifurcated lives; their morals, ethics, treatment of 
others and overall character are the same wherever they are, whatever they’re 
doing.” 

Compassion 

Many people don’t realize that excellent performance in serving other people is 
an absolute, basic necessity for survival in today’s economy. As a leader, your 
job is to have a vision of high standards in serving people. This is what Robert 
Greenleaf calls “servant leadership.” 

John Maxwell put it this way: “Servant-leaders never pursue a mission at the 
expense of their people. Rather, servant-leaders earn the loyalty and best efforts 
of their people by serving the interests and investing in the development of those 
they lead. A servant-leader leads to see others succeed.” 

The best leaders know that they’re only as good as the people who support 
them. Thus it is advantageous to encourage your people to use all your 
resources – and theirs — to get the job done. These leaders have what Daniel 
Goleman calls emotional intelligence: the ability to have self-awareness, self-
management, social awareness and social skills. You must have self-control, 
along with social and communications skills, and an ability to show empathy. 
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While most company structures are topped with a formal leader, functional 
leadership shifts from time to time, depending upon the circumstances, the needs 
of the group, and the skills of the players. The formal leader models the 
appropriate behavior and helps establish positive norms. Leadership is not about 
telling people what to do; it’s about asking people what they need. As a leader, 
your job is to use your influence and resources on behalf of your people to 
ensure their success. You must have a servant’s heart. 

Good leaders allow people to fail, because they realize that failure simply means 
you’re trying something new. They encourage employees to remove obstacles to 
performance improvement and find new ways to do things better. Far too often, 
people use only a tiny part of their abilities, yet they can blossom and thrive when 
given the opportunity to take the initiative. 

Measure your company’s values by examining all promises and the degree to 
which they are honored and kept with your customers, employees and suppliers. 
Regularly audit the organization’s culture and improve efforts to align leadership 
with your mission, vision and values. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

Unit Five 
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Integrity and Governance as Crosscutting Issues 
 
 
Unit outcomes: 
At the end of this unit participants will be able to achieve the following: 

• Analyze the relationship between governance and  integrity 
• Examine governance issues and  integrity and how they affect water utility 

performance 
• Identified measures for improving  integrity and governance at work place 

 
Unit Outputs: 
At the end of this unit the facilitators will have; 

• Described the role of governance and  integrity in water supply  service 
provision 

• Facilitated on exchange and sharing experience on measures that can 
contribute in enhancing integrity 

 
 

Methods of delivery 

• Present a brief overview on elements of governance (10 min) 
• Support participants to list down governance issues which affect their 

utilities  (15 min) 
• Group discussion (25min) 
• Plenary discussion and question and answer session (15 min) 
• Wrap up (3 min) 

 
 
Materials 

• Power point projector 
• Laptop 
• Flip charts for taking note of discussion 
• Marker pens for flip chart for presentation 
• Idea Cards 

 
Handouts to participants 

• Presentation notes 
• Power pint presentation  

 
Presentations/exercises 
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• Definition of  key terms on governance 
• Overview on governance and integrity 

 
References 
1. Anvuur et al, (2006) Taking Forward Public Procurement Reforms in Ghana,  
Construction in Developing Economies: New Issues and Challenges, January  
18th-20th, 2006- Santiago, Chile 
2. IRC (2006) About Corruption and Transparency in the Water and Sanitation  
Sector, Thematic Over paper 16 
3. Transparency International (2008) Global Corruption Report 2008; Corruption 

in the Water sector. Cambridge 
4. Household Budget Survey 2007 - Mainland Tanzania, pp.13-16.  
Minis  
5. Global Corruption Report 2008: Corruption in the Water Sector. Transparency 

International. UK  
6. Maria Gonzalez de Asis et al. (ed.) Improving Transparency, Integrity, and 

Accountability in Water Supply and Sanitation: Action, Learning, Experiences. 
The World Bank Institute and Transparency International. Publication 47968. 
The World Bank 2009 

7. UNDP 2011: Fighting Corruption in the Water Sector. Methods, Tool and 
Good Practices. New York  

8. Water Integrity Network (WIN) 2009: Advocacy Guide. A Toolbox for Water 
Integrity Action. Berlin. Germany try of Water and Irrigation Water Sector 
Status Report 2009 Feb 2010 

 
Key reading materials: 
 
Governance and incentive mechanism 
 
“Governance” and “good governance”.  
 
Governance is the transparent management within a democratic, pluralist and 
free environment. 
 
Good Governance is defined as the type of governance which adheres to the 
law, regulations, policy and procedures;  
 
Governance in water supply service provision creates an opportunity for clients to 
assess the way service is provided to them. This implies that the customers’ 
rights are protected and monitored. 
 
Customers’ rights are protected by Client Service Charter which defines the roles 
and the rights of both the service provider and customers. It sets standards, 
service level and expectations from both sides. This is very important because it 
provides the agreements between the client and service provider on the policy 
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and procedures for the service provision and access. Therefore the client service 
charter contributes in enhancing good governance as it creates: 
 

• Accountability 
• Service level 
• Transparency  
• Create values which customers can judge on 
• Minimize Corruption and bribe. 

 
 

Client service charter creates accountability by eliminating Illegal connections 
and increase discipline. It makes water utility accountable to regulators and the 
public. 

Comprehensive audits of water and service levels are needed and links between 
NRW, low service coverage, and SSWPs need to be explored. When tariffs are 
much higher, consumers will put pressure on operators to eliminate leaks and 
chase illegal connections. Good organizational development is needed to take 
advantage of autonomy and deliver accountability.  

Governance, which is the transparent management of the national economy 
within a democratic, pluralist and free environment, is now recognized as 
imperative to development. Governance is based on a number of cardinal ethical 
values that include transparency, accountability, probity etc. It entails a sound 
and disciplined management.  
 
Corporate governance on the other hand is the relationship among share 
holders, management and board as it determines the direction and performance 
of corporations. It refers to efforts to make top executives more accountable 
and responsive to shareholders’ rights, and enhance value in the 
investment process of the company they manage. It involves accountability 
towards not only shareholders, but also the company’s relevant stakeholders.   
 
Governance is based on a number of cardinal ethical values that include 
transparency, accountability, probity etc. It entails a sound and disciplined 
management. All these elements have direct implications and influence to day-to-
day operations of various water supply utilities and contribute highly in poor 
performance of WSSAs. Most of Water Supply authorities, utilities and entities 
with higher NRW mostly find that these problems are attributed to good 
governance which manifests in terms of corruption, irresponsibility, lack of 
transparency and unaccountability. All these elements reinforced by lack of 
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adequate technical capacity, inefficiency and lack of incentives plays a great role 
in WSSAs performance. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Unit Six 

Corruption 
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Unit outcomes: 
At the end of this unit participants will be able to achieve the following: 

• Analyze the relationship between corruption and  integrity 
• Examine corruption issues and  integrity and how they affect water utility 

performance 
• Identified measures for improving  integrity reducing corruption at work 

place Create awareness to make them champions of change  
• Initiate measures to curb corruption in the WSSAs 
• Identify different types of corruption 
• Explain factors that tend to encourage corruption 
• Analyze the nature of corruption in the WSSAs 
• Describe the impacts of corruption on the performance of the WSSAs. 

 
 
Unit Outputs: 
At the end of this unit the facilitators will have; 

• Described the impact of corruption in water supply  service provision 
• Facilitated on exchange and sharing experience on measures that can 

contribute in reducing corruption and enhancing integrity 
 
 

Methods of delivery 

• Present a brief overview on elements of corruption (10 min) 
• Support participants to list down corruption issues which affect their 

utilities  (15 min) 
• Guide participants to discuss in group and share experience of corruption 

case studies (25min) 
• Plenary discussion and question and answer session (15 min) 
• The facilitator to wrap up with conclusive measures to curb corruption as 

identified in discussions (3 min) 
 

Materials 

• Power point projector 
• Laptop 
• Flip charts for taking note of discussion 
• Marker pens for flip chart for presentation 
• Idea Cards 

 
Handouts to participants 
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• Presentation notes 
• Power pint presentation  

 
Presentations/exercises 

• Definition of  key terms of corruption 
• Overview on corruption  

 
References 
1. Global Corruption Report 2008: Corruption in the Water Sector. Transparency 

International. UK  
2. Maria Gonzalez de Asis et al. (ed.) Improving Transparency, Integrity, and 

Accountability in Water Supply and Sanitation: Action, Learning, Experiences. 
The World Bank Institute and Transparency International. Publication 47968. 
The World Bank 2009 

3. UNDP 2011: Fighting Corruption in the Water Sector. Methods, Tool and 
Good Practices. New York  

4. Water Integrity Network (WIN) 2009: Advocacy Guide. A Toolbox for Water 
Integrity Action. Berlin. Germany   

 
 
Key focus issues on corruption: 

1. Corruption in the water sector. How and why? 
2. Impacts and costs of corruption 
3. Drivers of corruption 
4. Why access corruption risks 
5. Corruption risk mapping 
6. Legal anti-corruption instruments 
7. Role of various institutions  
8. Transparency and access to information 
9. Accountability 
10. Developing action plans 

Corruption is a worldwide phenomenon, and events all over the world attest to 
this assertion. 
 
Corruption is the misuse of public power for private and personal benefit. It is 
distinguishable from other crimes by the fact that it is usually carried out in 
utmost secrecy and the act itself may not be immediately perceptible. More 
significantly, there is no direct obvious victim to complain of corruption and to 
help provide evidence. The victim is more often than not, the public at large. In 
effect successful prosecution is usually problematic. 
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Factors contributing to Corruption and unethical conduct. 
 

- Political instability. 
- Inadequate laws 
- Weak sanctions 
- Weak administrative controls. 
- Poor salaries. 
- Lack of adequate facilities. 
- Insecure and precarious tenure of office. 
- Personal greed and ambition. 
- Case backlog 
- Weak procurement system 
- Inadequate Civil society contribution. 

 
Effects of Corruption: 

• Raises the costs of goods and services 
• Leads to compromises in quality standards 
• Main causes of under development and poverty 
• Reduces confidence in government/local government procurement 

procedures 
• Injures competition. 

 
Ethics 

Ethics refers to a set of accepted norms and standards of conduct that 
establishes guiding principles of public and private conduct of those who serve 
public. It is a statement of values that promote decisions, actions, and behaviour 
for the common good, and by which those actions should hold public trust and 
may be judged good or bad or right or wrong. 
 
Principles include selflessness, integrity, objectivity, accountability, openness, 
honesty and leadership.  
 
Professionalism 
Professional ethics and standards must be adhered to in the exercise of 
professional duty. 
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Therefore the players in the particular professional field (Engineering) must be 
are aware of the ethics and standards that govern their professional service. 
 
National Values 
A set of accepted principles of life and service, which promote common good of 
all society, thus providing a basis for determining the ethical and moral obligation 
of the people to themselves and their society. 
 
Integrity 
Integrity refers to the quality of service of an individual or institution in respect to 
its completeness. 

• When you have integrity your words and deeds match up.  
• A person of integrity does not have divided loyalties. 
• S/He does not have something to fear or hide. 
• A person of integrity is one who has established a system of values 

against which all life is judged. 
 
Accountability 
Since all public officers are held in trust for the people, it is incumbent upon those 
persons places in positions of leadership or responsibility, in their work, to be 
answerable to the people. Public servants must regularly account for how they 
are discharging their responsibility through legally established mechanisms, 
audit, internal controls, reporting arrangements to demonstrate and account for 
performance and ascertain compliance. 
 
Transparency 
All public servants must communicate intentions, activities, their costs and 
benefits and the results to stakeholders and the public. 
 
The public is entitled to know how public institutions apply the power and 
resources entrusted to them and therefore have the right to access information 
that relates to service delivery and governance. 
Honesty/Conflict of Interest 
Public Officers must be honest and selfless in the exercise of their 
responsibilities. They have the duty to declare any private interest relating to their 
public duties and take steps to resolve any conflict arising in a way that protects 
the public interest. 
 
Gifts and benefits 
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A public officer must not solicit or accept any gifts, gratuity or benefits, in cash or 
kind, from persons or bodies with who he/she is offering a service or transacting 
business in his official capacity. 
 
Leadership 
Holders of public office should promote and support those principles of 
leadership by example. 
 
Values 
Values are determined from various sources these include:- 

- Tradition and custom; 
- Religious beliefs and practices; 
- Governance; 
- Professional services; and; 
- Business practices. 
- Fear of God 
 

Human dignity:  
The constitution enshrines the value of human dignity as a basis for recognition, 
protection, exercise and enjoyment of human rights and freedoms of all people 
irrespective of their gender, race, social standing and disability. 
 
Social Justice 
Gender, racial and ethnic equity is a hall mark of society that prides in values of 
the fear of God and the dignity of the human person. 
 
Thus one of the constitutional objectives is equitable development and harmony 
of all the people and regions of Tanzania. 
 
Gender 

- Gender is a much broader term that refers to the cultural and social 
distinctions between women and men.  

- These include the different attributes, status, roles, responsibilities, 
opportunities and privileges accorded to women and men-as well as their 
access to and control over resources and benefits. 

- All these distinctions differ and change according to time and place. 
- Gender is a concept that refers to the social and cultural constructs that 

each society assigns to behaviours, characteristics and values attributed 
to men and women, 
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- Reinforced by symbols, laws, and regulations and institutions. 
- These constructs are shaped by ideological, historical, ethnic, economic 

and cultural determinants.   
- The concept of gender is used to understand the social and personal 

relations between men and women. 
- It is also used in analyzing roles, responsibilities, constraints, opportunities 

and needs of men and women in a given context. 
 
Reference: 
1. Rossouw G.J., Sison G.J.A(2006), Global Perspectives on Ethics on 

Corporate Governance, Palgrave, Macmillan,UK 

2. Boatright R.J(1999): Ethics and the conduct of Business, Prentice Hall, USA 

3. Corruption, Democracy & Human Rights in West Africa – Summary Report of 
a seminar organized by Africa Leadership Forum in Cotonou, Sepetmber 
1994 

4. Mellahi.K(2003): The Ethical Business – Challenges & Controversies, 
Palgrave, Macmillan,NY 
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Unit Six 
 
The Role of Regulatory Authority in Enforcing 
Integrity 
 
 
Unit outcomes: 
At the end of this unit participants will be able to achieve the following: 

 
• Examined the role of regulatory authority improving service level as a way 

of enhancing integrity 
• Exchanged experience on service level improvement  

 
 
Unit Outputs: 
At the end of this unit the facilitators will have; 

• Supported to share experience on regulatory authority enforcement in 
terms on integrity  

• Facilitated on exchange and share experience on measures that can 
contribute in enhancing integrity 

 
 

Methods of delivery 

• Warm up (2 min) 
• Assist participants to discuss on the experience of developing and 

enforcing service charter  (15 min) 
• Discuss in utility based discussion regarding the use of client service 

charter (25min) 
• Plenary discussion and question and answer session (15 min) 
• Wrap up (3 min) 

 
 
Materials 

• Power point projector 
• Laptop 
• Flip charts for taking mote of discussion points 
• Marker pens for flip chart for presentation 
• Idea Cards 
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Handouts to participants 

• Presentation notes 
• Power pint slides 

 
Presentations/exercises 

• Definition of  key terms on integrity 
• Overview on Essence of Integrity  

 
 
 
 
Introduction  
 
The National Water Sector Strategy 2006 says that the the function of monitoring 
and regulation can only be carried out by an organisation which is independent of 
the conflicting interests. Here in means independent regulator, not government or 
private utilities. For instance commercial entities such Water Supply and 
Sanitation Authorities (WSSAs)  and Private Water Utilities have the following 
conflicting interests;   

• the Government which may, for political and social reasons, wish to 
provide water and sewerage services on a less than commercial basis; 
and  

• The commercial (autonomous authority) or private sector, which may wish 
to put surpluses and profit ahead of levels of service.  

 
Role of the Regulator 

• Approves business plans of WSSAs. 
• Issues operating licences to WSSAs. 
• Approves service tariffs. 
• Publishes technical guidelines and standards. 
• Monitors water quality and performance of WSSAs. 
• Collects and publishes comparative performance data. 
• Advises Ministry on impact of major capital works on customer tariffs  

 
How Does the Regulator Work With Water 
Suppliers? 
The relationship is legal and works by making use existing legislations, 
regulations, rules and guidelines developed based on the following documents; 

• The National Water Policy, 2002  
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• The National Water Sector Development Strategy, 2006 
• Water Sector Development Programme, 2006 -2025 
• Applicable Legislation –  

• Water Supply and Sanitation Act 2009 
• Water Resources and Management Act 2009 
• Energy and Water Utilities Regulatory Authority Act 2002 

 
Data Verification Procedure by the Regulator: 

• Trend Analysis; 
• Data inconsistencies and correctness;  
• Clarification from the service providers; 
• Performance inspection; and  
• Performance Audit 
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INTRODUCTION 
Water supply service provision faces several challenges, all of which requires 
commitment on the side of service providers to address them accordingly.  
Among the pressing challenges include, increasing water demand, inadequate 
service levels, lack of good governance and dilapidated infrastructure.    Non-
revenue water and lack of customer care and commercial orientation 
exacerbates the situation.  Human factor management contributes significantly in 
performance of water utilities.  Proper management of human factor in provision 
of water supply service can contribute significantly in improving utility 
performance.  Nevertheless, human resource management requires integrity and 
good governance. 
 
Players in the water supply sector have conviction that improving integrity forms 
a profound foundation for enhancing performance in water supply service 
provision.  This need therefore, calls for a strategic capacity building of senior 
managers who are key decision makers and managers of human assets.  After 
realization of this need the Tanzania WAVE Plus has initiated training on 
improving integrity in water supply service provision as a way of strengthening 
management of utilities. 
 
Therefore this manual is meant to guide a training of senior management staff of 
water utilities who in-turn will apply the acquired knowledge and skills to enhance 
performance of utilities through improved integrity and consequently proper 
management of human resources. The manual comprises of seven core units 
which include, Defining Integrity, Introduction to Integrity (understanding 
Integrity); Water Utilities Performance and Integrity; Integrity and Leadership; as 
well as Integrity and Governance as Crosscutting Issues; corruption and the Role 
of Regulatory Authority in Enforcing Integrity. 
 
This manual has to be used flexibly whilst considering the target group, the time 
of training and the core objective of the training. The training adopts the 
Participatory Adult Leaning Approach which provides an opportunity to 
participants to interact and exchange experiences, identify problems and devise 
interventions that would contribute substantially in improving utilities 
performance. 
 
The training course is planned to last for two days during which participants will 
be facilitated to interactively analyze the integrity situations at their work place 
and identify areas for improvement while discovering actions which if applied to 
their work environment would harness water supply services provision. 
 
The Importance of Water Integrity Training 
Clean water supply and adequate sanitation services are essential for health and 
well-being of people in building modern society. Unfortunately, poor governance 
of water and sanitation systems means that many people in low income areas 
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and rural areas lack services, and where they are available, the quality of service 
is an unacceptable by Tanzanian standard.  
 
Non Revenue Water in the regional urban water utilities ranges from 23% up to 
48% which include both physical and commercial water losses (illegal 
connections, falsified meter reading, etc). This loss in water can be translated 
into financial loss that could be useful for improvement of operation and 
maintenance activities of the Water Supply and Sanitation Authorities (WSSAs). 
Water quality and availability is below standard for some WSSAs due to lack of 
integrity. 
  
Many people in low income areas and the underserved are forced to buy water 
from vendors at prices that are more than 20 times higher than the 
recommended tariff. In the rural areas people walk for hours to collect water 
while every year waterborne diseases such as cholera kill thousands of people in 
our country. 
 
The most serious governance problem responsible for denying people access to 
water and sanitation is integrity.  Lack of integrity in water has a direct impact in 
human health and livelihoods, and thus demands our greatest attention.  
 
Emphasis is placed on integrity, transparency in decision making, enhanced 
accountability for public officials, good governance, leadership and improved 
information sharing and participation of citizens in the process of making 
decisions.  At the conclusion of the course, it is expected that the participants will 
be able to establish the effect of lack of integrity to WSSAs performance and 
identify different types of corruption, explain factors that tend to encourage 
corruption and analyze the nature of corruption in WSSAs. Participants will also 
be able to describe the impacts of corruption on the performance of their 
respective WSSAs and understand how corruption in the water sector can 
reduce growth and economic development. Further the participants will be able 
to suggest strategies to fight corruption and hence build integrity in the water 
sector. 
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UNIT ONE 
 

Defining Integrity 
 
 
 
Integrity Definition 
Integrity refers to the quality of service of an individual or institution in respect to 
its completeness. 

• When you have integrity your words and deeds match up.  
• A person of integrity does not have divided loyalties. 
• S/He does not have something to fear or hide. 
• A person of integrity is one who has established a system of values 

against which all life is judged. 
 
Integrity additional definitions:  

• Adherence to moral and ethical principles; soundness of moral character; 
honesty.  

• The state of being whole, entire, or undiminished: to preserve the integrity 
of the empire.  

• A sound, unimpaired, or perfect condition: the integrity of a ship's hull.  
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UNIT TWO 
 

Introduction to Integrity (Understanding Integrity) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

UNIT THREE 

Water Utilities Performance and Integrity 
Water Supply Services and Integrity 
Water utility tasks, responsibilities, functions and duties performance depends on 
the organization structure.  Nevertheless, the water utility integrity depends on 
the integrity of top management at the organization structure.  
 
A lack of integrity, accountability and transparency often leads to corruption, i.e. 
the abuse of entrusted power and resources for personal gain. It can be found in 
a huge range of interactions at all levels of decision making and in all aspects of 
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the water sector, along the "water value chain "from water allocation to the end 
user and as waste water  back to the environment. 
 
While addressing water integrity, the focus should be placed on; 
 
iv. Water allocation and distribution, 
v. Water supply and wastewater services, and 
vi. Water infrastructure and procurement processes. 

 
There are great needs to strengthen capacities at policy, management and 
operational levels in governments, private sector and civil society to work with 
water integrity: 

• The focus should be on sustainable prevention measures and thus being 
pro-‐active rather than only reactive. 

• We need to emphasize the detrimental development impacts of corruption; 
especially poor people are those who suffer from the effects of corruption. 

• Integrated water resources management should be linked with water 
services for domestic, industrial and agricultural uses 

• We also need to realize that there are different cultural interpretations of 
corruption. 
 
 

Capacity development plays a crucial role in enhancing integrity and enabling 
anticorruption principles to be put to practice.  Strengthening capacities for Water 
Integrity means building awareness of transparency, accountability, assessing 
corruption risks, sharing knowledge of opportunities to support integrity or 
prevent corruption. 
 
The Government of Tanzania commits itself to promoting increased access to 
information about Government operations and publishes data on the prioritized 
sectors of Health, Education and Water. It has learned this from the Open 
Government Partnership (OGP) initiative. 
 
OGP is a global initiative that aims at promoting transparency, empower citizens, 
fight corruption and encourage use of new technologies to improve governance. 
The OGP was formally launched in New York on 20th September, 2011 by 8 
founding members, namely; Brazil, Indonesia, Mexico, Norway, Philippines, 
South Africa, United Kingdom and Unites States. The OGP is overseen by a 
multi-stakeholder International Steering Committee comprised of Government 
and civil society representatives. One of the major benefits of OGP is to improve 
service delivery and make Governments more responsible and accountable to 
their citizens. Given the benefits of this initiative, Tanzania declared its intention 
to join OGP during the launching meeting. The decision to join OGP is an 
important step to complement the Government's ongoing efforts to strengthen 
good governance across all sectors. Therefore training on water integrity to top 
level management is another step towards fulfilling this important goal.  
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Leadership at the Work place:  

The Importance of Integrity 

The management team requires refresher training on leadership at the workplace 
in order to give them an insights or perspectives on the roles of workplace 
leadership and on what makes a good leader.  

The most important question here is “Does my management team understand 
the foundational aspects of good leadership? Do they realize that good 
leadership is only as good as the foundation it is built upon?” Maybe it is time for 
a refresher course that reminds leaders of the water supply utility the importance 
of having a solid foundation built on core leadership values, especially integrity. 

Leadership and Ethics in the Workplace - The Importance of Core Values 

Core values are defined as those things which we believe are the most important 
aspects of who we are and how we treat others. In workplace leadership, our 
core beliefs about people and how we treat them will impact how we manage 
them day-to-day. Employee leadership styles can be different, yet effective, 
because the leader’s core values are solid. Effective leaders know that people 
need something fundamental from their boss in order to perform at their peak.  

Interestingly enough, core leadership values are not always expressed 
outwardly. In fact, leaders that go around saying, “I value integrity” all the time 
can be suspect to this very statement. Effective core values are working behind 
the scenes. Like an operating system on a computer. You know it’s working 
because the software applications are working. Core values are also like the 
foundation of a building. And like a building, our leadership ability is only as good 
as the foundation it is built upon. 

Every leader should ask themselves the questions, “What are my core values? 
What kind of leadership values will create the most productive work environment 
where people will perform their best? What fundamental leadership beliefs do I 
have about people that affect how I treat them and how I manage them?” Without 
a good understanding of our core values, we will be less than effective leaders 
doomed to suffer from mediocre leadership ability. 

The Benefits of Integrity 

So, what do we do? Well let’s start by determining what our core value is and 
what it ought to be to promote positive leadership in the workplace.  
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When you study great leaders, and you can probably list your favorites, you see 
one consistent character in each of them – integrity. Integrity is the stable force 
behind countless leadership role models. Great leaders model integrity by being 
honest and doing what is right no matter the circumstances. Integrity requires 
you to make the right choice, even when you may not receive personal gain from 
the outcome, and to put your own personal agenda aside for the greater good of 
the organization and the people. 

Effective leaders know that people need a leader who has integrity. Without it, 
people are missing a vital ingredient in their ability to perform. Much like the 
foundation of a building, integrity is essential for lasting success and provides a 
work environment with three key qualities: stability, safety and reference.  

1. Stability 

People who see their boss as honest and having a strong commitment to doing 
the right thing are assured that they work in an environment of stability. They 
know that their boss’ integrity will not be shaken when tough decisions need to 
be made. Their boss will “stick up” for their employees and support them. They 
will treat people fairly and will be more willing to share information with their 
employee that is necessary for them to do their jobs. Conversely, a leader who is 
not upfront with people and hides behind their own deceit for their own self-
protective purposes will create an environment of fear, uncertainty and an 
atmosphere of “everyone for themselves!” These sorts of leaders are more prone 
to play favorites or other political games and leave their team to figure out the 
rules of engagement – all distractions to performance and productivity. 

2. Safety 

Leaders with a strong foundation of integrity make it safe for their employees to 
perform at their peak. Leadership integrity gives people a sense of 
empowerment. A good leader knows that there is safety in providing people with 
the freedom to be open and honest. People know that there will not be retribution 
for their ideas and opinions. A good leader knows how to allow people this 
freedom while, at the same time, ensuring that it is done respectfully and 
appropriately. People that feel safe will perform better than people who do not 
feel safe. It is also the best ingredient for instilling an environment of innovation. 
How many times have we heard of an innovation that not only transformed a 
business, but the whole industry? Good leaders know that ensuring an 
environment of safety encourages innovation. And with innovation comes 
transformation.  

3. Reference 

Just like in a building, a leader’s integrity forms a baseline that serves as a 
reference or measure. A leader with a strong foundation of integrity is a guiding 
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light to those around them. Employees tend to emulate what their boss does. In a 
high performing environment, leaders with integrity are the role models for others 
to see and follow and form the standards for how others ought to behave. 

Choosing to Lead with Integrity in the Workplace 

So, a good question to ask yourself and your leadership team is, “How much do 
we value integrity and how are we demonstrating it?” It may not need to be said, 
but don’t you think we have seen too many examples of leaders in our business 
world who lack integrity? Isn’t it obvious the negative impact those leaders have 
on their people and their business?  

If leadership is only as good as the foundation it is built upon, a leader must have 
a foundation that is as steady as a rock. Having integrity in our workplace 
leadership gives us this foundation. And with this foundation of integrity, a leader 
is ready to build their unique leadership style. 

By: John Sporleder; Founder and President, Sporleder Human Capital 
john@sporconsulting.com 
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UNIT FOUR 

Integrity and Leadership 

Leadership Vision, Integrity and Compassion: 

Principle elements of good leadership! 

A key principle of a good leader is about being authentic and having integrity.   

When you are in a leadership position, vision, integrity & compassion are 
infinitely more important than the words you say. These three traits are as 
important to your survival as air, food, and water. 

A critical necessity for these competencies is the tone at the top. What is the 
character of the leadership team? Once this is determined, expect the 
organization’s culture to follow suit. 

Often leaders don’t realize how closely they are being watched by their staff, 
customers and suppliers. Just about every organization sets out information on 
its mission, vision, and values – perhaps on its Website, perhaps in its marketing 
materials. These tenets drive the company’s culture and set expectations that, if 
not followed, create an ethical gap which can cause the company to fail. 

Vision 

The leader’s job is to set the organization’s vision. Once it is established, staff 
must be brought into in the execution and implementation of that vision. Personal 
leadership and motivational leadership are the same. To lead others 
successfully, you must first become a role model. 

Leadership is about doing what’s right. Leadership is not about doing what’s 
popular. Corporate results will be based on your ability to be authentic and have 
integrity. Consider leadership as a three-legged stool standing on vision, integrity 
and compassion. Remove one leg and the whole thing topples. Let’s examine 
each one. 

As the leader, your vision paints the target. It sparks and fuels the fire within the 
organization and draws everyone forward, and it illuminates the way others are to 
follow. When you create the vision, adopt a philosophy of long-term, pro-active 
thinking. Let everyone know how the vision will change the organization. 

Having created and clarified the vision, you must market it to get a wholehearted 
buy-in from the people responsible for executing it. A shared vision involves 
everyone working together to make improvements. Without buy-in from your 
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people, it cannot succeed. As a leader, you have an opportunity to create a 
vision for your people that enable them to bring the corporate vision to fruition. 

Integrity 

As a person of integrity, you have the supreme responsibility to tell the truth, to 
mean what you say and to say what you mean — regardless of the outcome. Do 
you promise your people that, if they meet a tight deadline by working overtime 
and weekends, you’ll remember that effort during their performance evaluation — 
and do you then renege, perhaps using the excuse of poor profits? Your integrity 
just took a hit. Don’t be surprised when your people no longer trust you, or refuse 
to go the extra mile to meet your next deadline. 

When author and leadership expert John Maxwell titled his book There’s No 
Such Thing as Business Ethics, many were shocked. Maxwell explained that you 
either have ethics or you don’t. There isn’t one set of ethics for business and 
another for your personal life. There’s simply ethics. There’s simply integrity: 
truthfulness, reliability, uprightness, veracity. Maxwell also said: “There are really 
only two important points when it comes to ethics. The first is a standard to 
follow. The second is the will to follow it.” 

Integrity is complete, unflinching honesty in everything you say and do. It means 
that you, as a leader, admit your shortcomings. It means that you work to 
develop your strengths and compensate for your weaknesses. Integrity means 
that you deal in a straightforward manner with people and situations, and that 
you do not compromise what you believe to be true. 

Integrity means living up to one’s word, delivering on promises made, alignment 
of beliefs and actions. Opportunities abound in the workplace for an integrity 
breach to occur. Consider, for just one example, how your company might 
respond when a salesperson exaggerates your product’s capability. Do you try to 
skip away from what your salesperson said? Do you refund an unhappy 
customer’s money, or devise some other satisfactory solution? And do you 
apologize? 

Admittedly, sometimes you may have to take a hit. That’s what happened in the 
autumn of 1982, when disaster struck Johnson & Johnson after seven people 
who took Tylenol died because the product was tainted. The company responded 
fast, distributing warnings to hospitals and sources of the drug. In addition, the 
company halted Tylenol production and pulled advertising. Soon a nationwide 
recall of Tylenol products was underway, aiming to collect some 31 million bottles 
in circulation that had a retail value of more than $100 million. The result? When 
we might have said, “take an aspirin,” we also say without hesitation, “take a 
Tylenol.” Johnson & Johnson demonstrated its integrity, and the consumer 
responded with support. Today Tylenol is more successful than ever, and with 
bottles more difficult to open, we are secure in the integrity of the product. 
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Compare Johnson & Johnson’s approach to that of Toyota and you see the 
power of integrity. 

John Maxwell got it right when he said: “Integrity is all-encompassing. It’s not 
something you demonstrate at home or church and set on a shelf at work. 
People of integrity don’t live bifurcated lives; their morals, ethics, treatment of 
others and overall character are the same wherever they are, whatever they’re 
doing.” 

Compassion 

Many people don’t realize that excellent performance in serving other people is 
an absolute, basic necessity for survival in today’s economy. As a leader, your 
job is to have a vision of high standards in serving people. This is what Robert 
Greenleaf calls “servant leadership.” 

John Maxwell put it this way: “Servant-leaders never pursue a mission at the 
expense of their people. Rather, servant-leaders earn the loyalty and best efforts 
of their people by serving the interests and investing in the development of those 
they lead. A servant-leader leads to see others succeed.” 

The best leaders know that they’re only as good as the people who support 
them. Thus it is advantageous to encourage your people to use all your 
resources – and theirs — to get the job done. These leaders have what Daniel 
Goleman calls emotional intelligence: the ability to have self-awareness, self-
management, social awareness and social skills. You must have self-control, 
along with social and communications skills, and an ability to show empathy. 

While most company structures are topped with a formal leader, functional 
leadership shifts from time to time, depending upon the circumstances, the needs 
of the group, and the skills of the players. The formal leader models the 
appropriate behavior and helps establish positive norms. Leadership is not about 
telling people what to do; it’s about asking people what they need. As a leader, 
your job is to use your influence and resources on behalf of your people to 
ensure their success. You must have a servant’s heart. 

Good leaders allow people to fail, because they realize that failure simply means 
you’re trying something new. They encourage employees to remove obstacles to 
performance improvement and find new ways to do things better. Far too often, 
people use only a tiny part of their abilities, yet they can blossom and thrive when 
given the opportunity to take the initiative. 

Measure your company’s values by examining all promises and the degree to 
which they are honored and kept with your customers, employees and suppliers. 
Regularly audit the organization’s culture and improve efforts to align leadership 
with your mission, vision and values. 
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UNIT FIVE 
 

Integrity and Governance as Crosscutting Issues 
 
 
 
Governance and incentive mechanism 
 
“Governance” and “good governance”.  
 
Governance is the transparent management within a democratic, pluralist and 
free environment. 
 
Good Governance is defined as the type of governance which adheres to the 
law, regulations, policy and procedures;  
 
Governance in water supply service provision creates an opportunity for clients to 
assess the way service is provided to them. This implies that the customers’ 
rights are protected and monitored. 
 
Customers’ rights are protected by Client Service Charter which defines the roles 
and the rights of both the service provider and customers. It sets standards, 
service level and expectations from both sides. This is very important because it 
provides the agreements between the client and service provider on the policy 
and procedures for the service provision and access. Therefore the client service 
charter contributes in enhancing good governance as it creates: 
 

• Accountability 
• Service level 
• Transparency  
• Create values which customers can judge on 
• Minimize Corruption and bribe. 

 
 

Client service charter creates accountability by eliminating Illegal connections 
and increase discipline. It makes water utility accountable to regulators and the 
public. 

Comprehensive audits of water and service levels are needed and links between 
NRW, low service coverage, and SSWPs need to be explored. When tariffs are 
much higher, consumers will put pressure on operators to eliminate leaks and 
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chase illegal connections. Good organizational development is needed to take 
advantage of autonomy and deliver accountability.  

Governance, which is the transparent management of the national economy 
within a democratic, pluralist and free environment, is now recognized as 
imperative to development. Governance is based on a number of cardinal ethical 
values that include transparency, accountability, probity etc. It entails a sound 
and disciplined management.  
 
Corporate governance on the other hand is the relationship among share 
holders, management and board as it determines the direction and performance 
of corporations. It refers to efforts to make top executives more accountable 
and responsive to shareholders’ rights, and enhance value in the 
investment process of the company they manage. It involves accountability 
towards not only shareholders, but also the company’s relevant stakeholders.   
 
Governance is based on a number of cardinal ethical values that include 
transparency, accountability, probity etc. It entails a sound and disciplined 
management. All these elements have direct implications and influence to day-to-
day operations of various water supply utilities and contribute highly in poor 
performance of WSSAs. Most of Water Supply authorities, utilities and entities 
with higher NRW mostly find that these problems are attributed to good 
governance which manifests in terms of corruption, irresponsibility, lack of 
transparency and unaccountability. All these elements reinforced by lack of 
adequate technical capacity, inefficiency and lack of incentives plays a great role 
in WSSAs performance. 
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UNIT SIX 

Corruption 
 
Key focus issues on corruption: 

11. Corruption in the water sector. How and why? 
12. Impacts and costs of corruption 
13. Drivers of corruption 
14. Why access corruption risks 
15. Corruption risk mapping 
16. Legal anti-corruption instruments 
17. Role of various institutions  
18. Transparency and access to information 
19. Accountability 
20. Developing action plans 

Corruption is a worldwide phenomenon, and events all over the world attest to 
this assertion. 
 
Corruption is the misuse of public power for private and personal benefit. It is 
distinguishable from other crimes by the fact that it is usually carried out in 
utmost secrecy and the act itself may not be immediately perceptible. More 
significantly, there is no direct obvious victim to complain of corruption and to 
help provide evidence. The victim is more often than not, the public at large. In 
effect successful prosecution is usually problematic. 
 
 
Factors contributing to Corruption and unethical conduct. 
 

- Political instability. 
- Inadequate laws 
- Weak sanctions 
- Weak administrative controls. 
- Poor salaries. 
- Lack of adequate facilities. 
- Insecure and precarious tenure of office. 
- Personal greed and ambition. 
- Case backlog 
- Weak procurement system 
- Inadequate Civil society contribution. 
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Effects of Corruption: 

• Raises the costs of goods and services 
• Leads to compromises in quality standards 
• Main causes of under development and poverty 
• Reduces confidence in government/local government procurement 

procedures 
• Injures competition. 

 
Ethics 

Ethics refers to a set of accepted norms and standards of conduct that 
establishes guiding principles of public and private conduct of those who serve 
public. It is a statement of values that promote decisions, actions, and behaviour 
for the common good, and by which those actions should hold public trust and 
may be judged good or bad or right or wrong. 
 
Principles include selflessness, integrity, objectivity, accountability, openness, 
honesty and leadership.  
 
Professionalism 
Professional ethics and standards must be adhered to in the exercise of 
professional duty. 
 
Therefore the players in the particular professional field (Engineering) must be 
are aware of the ethics and standards that govern their professional service. 
 
National Values 
A set of accepted principles of life and service, which promote common good of 
all society, thus providing a basis for determining the ethical and moral obligation 
of the people to themselves and their society. 
 
Integrity 
Integrity refers to the quality of service of an individual or institution in respect to 
its completeness. 

• When you have integrity your words and deeds match up.  
• A person of integrity does not have divided loyalties. 
• S/He does not have something to fear or hide. 
• A person of integrity is one who has established a system of values 

against which all life is judged. 
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Accountability 
Since all public officers are held in trust for the people, it is incumbent upon those 
persons places in positions of leadership or responsibility, in their work, to be 
answerable to the people. Public servants must regularly account for how they 
are discharging their responsibility through legally established mechanisms, 
audit, internal controls, reporting arrangements to demonstrate and account for 
performance and ascertain compliance. 
 
Transparency 
All public servants must communicate intentions, activities, their costs and 
benefits and the results to stakeholders and the public. 
 
The public is entitled to know how public institutions apply the power and 
resources entrusted to them and therefore have the right to access information 
that relates to service delivery and governance. 
Honesty/Conflict of Interest 
Public Officers must be honest and selfless in the exercise of their 
responsibilities. They have the duty to declare any private interest relating to their 
public duties and take steps to resolve any conflict arising in a way that protects 
the public interest. 
 
Gifts and benefits 
A public officer must not solicit or accept any gifts, gratuity or benefits, in cash or 
kind, from persons or bodies with who he/she is offering a service or transacting 
business in his official capacity. 
 
Leadership 
Holders of public office should promote and support those principles of 
leadership by example. 
 
Values 
Values are determined from various sources these include:- 

- Tradition and custom; 
- Religious beliefs and practices; 
- Governance; 
- Professional services; and; 
- Business practices. 
- Fear of God 
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Human dignity:  
The constitution enshrines the value of human dignity as a basis for recognition, 
protection, exercise and enjoyment of human rights and freedoms of all people 
irrespective of their gender, race, social standing and disability. 
 
Social Justice 
Gender, racial and ethnic equity is a hall mark of society that prides in values of 
the fear of God and the dignity of the human person. 
 
Thus one of the constitutional objectives is equitable development and harmony 
of all the people and regions of Tanzania. 
 
Gender 

- Gender is a much broader term that refers to the cultural and social 
distinctions between women and men.  

- These include the different attributes, status, roles, responsibilities, 
opportunities and privileges accorded to women and men-as well as their 
access to and control over resources and benefits. 

- All these distinctions differ and change according to time and place. 
- Gender is a concept that refers to the social and cultural constructs that 

each society assigns to behaviours, characteristics and values attributed 
to men and women, 

- Reinforced by symbols, laws, and regulations and institutions. 
- These constructs are shaped by ideological, historical, ethnic, economic 

and cultural determinants.   
- The concept of gender is used to understand the social and personal 

relations between men and women. 
- It is also used in analyzing roles, responsibilities, constraints, opportunities 

and needs of men and women in a given context. 
 
Reference: 
5. Rossouw G.J., Sison G.J.A(2006), Global Perspectives on Ethics on 

Corporate Governance, Palgrave, Macmillan,UK 

6. Boatright R.J(1999): Ethics and the conduct of Business, Prentice Hall, USA 

7. Corruption, Democracy & Human Rights in West Africa – Summary Report of 
a seminar organized by Africa Leadership Forum in Cotonou, Sepetmber 
1994 

8. Mellahi.K(2003): The Ethical Business – Challenges & Controversies, 
Palgrave, Macmillan,NY 
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UNIT SEVEN 

 
The Role of Regulatory Authority in Enforcing 
Integrity 
 
 
Introduction  
 
The National Water Sector Strategy 2006 says that the the function of monitoring and 
regulation can only be carried out by an organisation which is independent of the 
conflicting interests. Here in means independent regulator, not government or private 
utilities. For instance commercial entities such Water Supply and Sanitation Authorities 
(WSSAs)  and Private Water Utilities have the following conflicting interests;   

• the Government which may, for political and social reasons, wish to provide 
water and sewerage services on a less than commercial basis; and  

• The commercial (autonomous authority) or private sector, which may wish to put 
surpluses and profit ahead of levels of service.  

 
Role of the Regulator 

• Approves business plans of WSSAs. 
• Issues operating licences to WSSAs. 
• Approves service tariffs. 
• Publishes technical guidelines and standards. 
• Monitors water quality and performance of WSSAs. 
• Collects and publishes comparative performance data. 
• Advises Ministry on impact of major capital works on customer tariffs  

 
How Does the Regulator Work With Water Suppliers? 
The relationship is legal and works by making use existing legislations, regulations, 
rules and guidelines developed based on the following documents; 

• The National Water Policy, 2002  
• The National Water Sector Development Strategy, 2006 
• Water Sector Development Programme, 2006 -2025 
• Applicable Legislation –  

• Water Supply and Sanitation Act 2009 
• Water Resources and Management Act 2009 
• Energy and Water Utilities Regulatory Authority Act 2002 
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Data Verification Procedure by the Regulator: 
• Trend Analysis; 
• Data inconsistencies and correctness;  
• Clarification from the service providers; 
• Performance inspection; and  
• Performance Audit 

 
 
 
 
 
 
 
 
 
 
 
 
 


