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Dear members,
Due to the COVID-19 pandemic all trainings and programs planned by ADKOM to be realized in the period
May – August 2020, were cancelled. However, despite
the extraordinary circumstances, ADKOM continued
to operate and realized the following activities:
• Delivery of online trainings for preparation of Business plans (BP) and Plans for Tariff Adjustment
Plans (TAP) for the needs of the second regulated
period, for the public utility companies (PUC) over
10,000 population.
• Participation on the D-LeaP Committee Council.
Jane Vrteski, ADKOM Management Consultant,
was assigned as a representative of ADKOM to participate on this meeting. These were the points of
discussion: D-LeaP Annual Report 2019, D-LeaP
Work Plan 2020, Impact of the COVID-19 pandemic
on D-LeaP, Synergies and coordination between
DWP and RCDN, Update on Utility Management
Training, Update on Access to Financing, Update on
Advisory Committee, Update on the Working Group
on Quality Control and Evaluation.
• Participation on the seventy-fifth meeting of the
MSIP Coordinative Committee. Fani Karamiha Petrusheva participated on the meeting as the ADKOM representative.
• Submitted a letter to the Government of the Republic of North Macedonia in order to inform on the
condition of the PUCs amidst the pandemic and the
problems with the collection of debt for the offer
services.
• Preparation and finalization of the Marketing plan
for ADKOM. For this activity, a consultant was hired
who, together with the ADKOM team worked on the
Marketing Plan for ADKOM and it included one part
for the ADKOM Training center.
• The twenty-first session of the Management Board
of ADKOM was help online on 18.06.2020. On this
session, the members of the Management Board
were introduced with the activities that ADKOM undertook in the period May-June 2020. The members
were informed concerning the postponement of the
eleventh international conference, planned for May
2020. It was postponed due to the pandemic. Also,
the members discussed the need for establishing of
a COVID -19 crisis management in the PUCs. It was
also discussed that there is a need for a position paper and online presentation for the findings from the
COVI-19 questionnaire for the PUCs as well as for
the future activities of ADKOM.
• Creation of a survey questionnaire – How the COVID 19 pandemic affected the operations of the
PUCs; and distribution of the survey to all members.
After this all surveys will be analyzed.
• Participation on the meeting with Nextsense. Due
to the pandemic, holding events and meetings is
quite challenging. In order for ADKOM to provide
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for meetings of the Committees, Management and
Supervisory Boars being held, asked a meeting with
Nextsense to discuss all possible solutions for digitalization of services, and having e-meetings and esessions.
• Reallocation of the budget for the needs of the Project “Strengthening of the Association for Delivering
Capacity Development for PUCs in the Republic of
North Macedonia for providing sustainable water
services”. Due to the pandemic, part of the activities
will be executed online, and it is planned that from
September 2020 the implementation for the following activities will start:
•

Conduct analysis of the conditions in the water
sector services in the Republic of North Macedonia for 2020.

•

Conduct analysis of the survey questionnaire –
How the COVID-19 pandemic affected the operations of the PUCs

•

Prepare a manual on crisis management

•

Prepare a position paper for the challenges in
the operations of the PUCs in during he pandemic with COVID-19

• Creation of quality standards for training, exchange
of experiences and other formats, for this activity
ADKOM hired a consultant, who together with Lea
Pavlovik, the ADKOM Training Center Manager prepared the quality standards according to which all
future trainings and other formats will be planned
and executed.
• Preparation of the catalogue of trainings. ADKOM
worked on preparation of a 2021 Catalogue of trainings, and designed a flyer for the trainings, in order
to provide more information to its members. This
activity should be finalized by the end of September
2020.
• Including ADKOM in the preparation of training
programs for collection, drainage and treatment of
wastewaters, for the employees of the PUCs and
the municipalities, by participating in the Regional
Capacity Development Network for Water and Sanitation Services in CEE (RCDN). Besides the current
offer of trainings, RCDN, where ADKOM is a member, has been developing new programs on collection, drainage, and treatment of wastewaters. This
area has been identified as a new challenge in the
region of the Western Balkans. The topic is in accordance with the priorities of the international institutions and the donors and at the same time it stipulates cooperation between the associations of municipalities and PUCs. Undoubtedly, the collection,
drainage and treatment of wastewaters is a priority
in the region.
• Including ADKOM in the preparation of the program
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“Optimization of the Wastewater Treatment Plants
Operations”, which is supported by the Swiss State
Secretariat for Economic Affairs (SECO). The main
goal of this program is to offer the PUCs a practical program, which will consist of exchange of experiences, sharing of good practices and transfer of
knowledge in order to optimize the operations and
minimize the problems related to the operations and
maintenance, as well as the costs for the Wastewater Treatment Plants.
• Inclusion in the Project for Improvement of Water
supply in Delchevo. The swiss company EVR is responsible for the implementation of the concept for
corporate development, within the Project for Improvement of Water supply in Delchevo, financed by
SECO. For the corporate development part, ADKOM
was hired to implement two components:
1. Commercial efficiency
2. Business Planning Support
The Project offers support for the PUC “Bregalnica”,
while the representatives of the PUC “Usluga” Berovo
and PUC “Komunalec” will be invited as attendees of
the workshops and the activities, foreseen for the PIC
“Bregalnica” Delchevo, for both components.
In order for PUC “Bregalnica”, PUC “Usluga” Berovo
and PUC “Komunalec” to review, understand and align
planned activities concerning the corporate development, on August 11, 2020, ADKOM organized the
inception meeting for the implementation of the activities concerning the Corporate development withing
the Project for Improvement of Water supply in Delchevo. On this meeting, ADKOM’s consultant, Rado Rusev
talked about the activities of Commercial efficiency,
while Jane Vrteski talked about Business Planning and
preparation for setting tariffs for water services.
In the forthcoming period, ADKOM will continue to cooperate with the appointed PUCs on both abovementioned components.
• Preparation of a quarterly report for the ADKOM’s
operations (May – August 2020)
• Creation of ADKOM’s Bulletin (May – August 2020)

In the period May – August 2020, ADKOM’s team
participated on many online trainings and webinars,
for which you will be able to get informed from the
texts below.
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07.05.2020

Margins for critical investments shrink.

Webinar “Managing water services in
the light of the COVID-19 pandemic’’

In short, utilities in many regions of the world find that
they are required to “do more with less”.

On 7 May 2020, around 120 participants from 23
countries and representing a variety of institutions
gathered in a virtual auditorium to discuss the impact
of the ongoing COVID-19 pandemic on water services.
Those who had followed the invitation by IAWD and the
World Bank enjoyed interesting insights and a lively discussion and are looking forward to the next edition on
14 May.

Short-term crisis responses focus on continuity of services, financial support and expanding access to water,
including off-network approaches where necessary. In
the long run, says Saltiel, there may even be opportunity
in the crisis, because it throws a glaring light on the social and economic costs of neglecting the water sector
– and the value of the World Bank’s Water Global Practice Tools and other improvement initiatives.

Moderator Raimund Mair, the World Bank’s Program
Leader for the Danube Water Program, introduced panelists Walter Kling, Elisabeta Poci and Gustavo Saltiel
who subsequently reported on the crisis, its impact and
various response strategies from both the international and regional perspectives.

Walter Kling, Deputy Managing Director of Vienna Water and President of the IAWD provided insights into
the crisis management of a large European urban utility. His team met the emergency quite well-prepared,
with crisis response schemes in place and trainings for
numerous scenarios a regular feature of Vienna Water’s team building programs. On a side note, though,
Kling reveals that among dozens of possible emergency scenarios, his team had considered a pandemic
quite unlikely. The upside of the situation is that in the
current situation, Vienna Water is not on the front line
of containment and mitigation efforts:
“Municipal authorities pretty much told us to keep the

Gustavo Saltiel, the World Bank’s Global Lead for Water
Supply and Sanitation presented international examples for the impact of the pandemic: Hygienic necessities like frequent handwashing trigger rising demand.
Shutdowns will impact revenue collection and disrupt
supply chains, leading to shortages of critical supplies.
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water running and to leave the rest to them.”
Accordingly, the organization’s crisis response focused
largely on staff protection, transferring as many activities as possible to home offices, shutting down buildings, providing the necessary security and now, with
Austria enjoying the success of an early and thorough
lockdown, reversing the process and returning to normal operations, including the current construction
sites. Which includes, as Walter King notes, preparations for a possible second wave of infections and a
subsequent second shutdown.
Elisabeta Poci, Deputy Executive Director of Albania’s
Water Supply and Sewerage Association contributed
hard data about the situation in her market, because
her organization had undertaken a survey among member utilities to measure the initial impact of COVID-19,
and to review the crisis response of utilities. She reports that present and anticipated challenges regarding service continuity during the crisis include the impact of absenteeism on field and treatment operations
for half the member utilities.
Supply chain disruptions causing shortages of treatment chemicals or personal protective equipment are
not yet of concern, but widely anticipated to hit during
the next months. Revenue generation and cash flow
are a pressing concern for over 90%, with impacts on
revenues estimated to reach up to 70% in the next 3
months, and up to 60% by the end of the year. Albania’s
utilities responded according to their crisis and continuity plans, introducing telework and social distancing
policies and building reserves of trained staff to ensure
continuous operations in spite of absenteeism. Poci
finds the results of this survey quite encouraging, with
the necessary protection measures for staff and customers in place and continuity of supply ensured. She
shares Gustavo Saltiel’s optimistic expectation that
the crisis experience will build awareness for the importance of the sector and motivate future investments:
“Everybody seems to realize that these days, water is
our best friend.”
The ensuing Q&A session had a strong focus on the
revenue question, with the panelists in strong consensus that any solution is preferable to more or less
protracted revenue cuts for utilities: “We would never
consider reducing telecom or energy tariffs - so why
water?” asked Elisabeta Poci. She recommends that
utilities and associations use the crisis to educate
customers and policymakers about the importance of
water. Gustavo Saltiel agrees:
“We need to give a clear and powerful message that
governments must not undermine the viability of the
utilities and decisions regarding tariffs and collection
will be of consequence.”
Walter Kling added a practical angle to the discussion,
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stating that if governments really want to help consumers, handing out cash is much less risky than messing
with the quite complex electronic billing systems of
utilities.
One completely different Q&A theme was the detection
of Coronavirus residues in wastewater and the options
to use those in the context of early warning systems.
Walter Kling answered that Viennese sewage did indeed
contain traces of SARS-CoV-2, yet not the virus itself,
rather byproducts that indicate the earlier presence of
the virus. Research in this respect was ongoing, but at
the time without conclusive results.
In their final statements, all panelists called the crisis a
challenge but also an opportunity for the sector to prove
its importance, gain visibility, and emerge stronger.

12.05.2020

Webinar ‘’Collaboration between local
government units and public utility
companies in provision of water and
sanitation services during COVID-19
pandemic“
On May 12, 2020, the Project „Regional Capacity Development Network for Water and Sanitation Services
(RCDN) organized the first webinar with the main gola
to provide a platform for sharing of experiences concerning the cooperation among the representntives of
the local comunitites and the PUCs on provision of water services during the COVID-19 pandemic.
On the webinar, as representative of ADKOM, participated Mr. Stojan Eftimov, from the PUC “Komunalec”,
Strumica.
The main conclusions from the webinar were the following:
1. The essential issue is the liquidity of public utility companies (PUCs). There are already data that
revenues of the PUCs in April 2020 decreased by
approximately 20%. Due to the consequences that
the COVID-19 pandemic will have on the reduction
of economic activity, and thus the income of service users, it is possible that this percentage will
be even higher in the coming months. On the other
hand, JVPs have so far had financial difficulties due
to prices that do not fully cover the costs of providing the service. Most PUCs are also burdened with
credit indebtedness for the construction of water
infrastructure, with domestic or foreign financial
institutions, and the question is how they will repay
the annuities of due liabilities in such circumstances. Due to all this, the issue of liquidity and financial
aspect of PUCs’ operations, as well as the support
of Local Government Units (LGUs) on this issue is
emerging as a new topic for some future RCDN webinars.
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2. PUCs provide more services with fewer equipment,
resources and people. The crisis caused by the COVID-19 virus pandemic has put hygiene as one of the
primary needs where water is necessary to maintain
both personal hygiene and the hygiene of private
and public spaces. Therefore, PUCs are obliged to
continue to provide services 24 hours a day, 7 days
a week. In addition, most PUCs have introduced new
services such as preparation of disinfectants, disinfection of public spaces and public institutions, etc.
In doing so, they worked with reduced resources, primarily human resources, because the recommendations of the headquarters for crisis management required the separation of shifts, sparing of vulnerable
groups from exposure to contacts, work from home,
etc. Access to other resources was also reduced
due to difficulties in conducting procurement, then
the need to procure protective equipment, and at
the same time a decrease in revenue.
3. The COVID-19 pandemic and the crisis it caused imposed “Crisis Management” as a top topic. RCDN as
well as national associations should continue with
the trainings because they are necessary for the
water and sanitation services sector having in mind
this topic, both for PUCs and LGUs.
4. In addition, it is necessary to include procedures for
financial management in crisis situations because
this topic is not covered with the existing trainings.
5. Cooperation between PUC and LGU is necessary
in any case, especially in times of crisis caused by
the COVID-19 pandemic. A strong PUC can only exist if there is strong and committed support from the
LGU and vice versa.
6. The challenge of fighting a pandemic is also an opportunity for water services that are, in normal conditions and when everything works, “invisible” but
when the service does not work then they are the
“top” topic of the public. This is an opportunity to
change the perception of water and sanitation services and PUCs and to return it in a positive sense
in the focus of the public and to achieve greater appreciation of water and sanitation services and the
efforts of PUCs and LGUs to ensure their smooth
operation and greater coverage of services.

7. Through this challenge, PUCs were given the opportunity to strengthen the company and thus create resilience to such and similar situations in the
future. New services are introduced and important
strategic decisions are made, which strengthens
the company’s resilience.
8. Representatives of the PUCs have confirmed that
throughout the crisis caused by the COVID-19 pandemic, the water they supplied to the users was
safe. The same was confirmed by preliminary scientific research on the presence of COVID-19 virus in
drinking water from the water supply system, which
is a very important message for the public to communicate.
9. Independent scientific researches by experts from
the Netherlands and Switzerland showed traces of
the COVID-19 virus in wastewater (reference to the
video which was shown during the Webinar). This is
important information and wastewater can be used
for further research which again puts water and sanitation services in focus as sewage and wastewater
treatment plants can serve as a source of data for
pandemic monitoring of pandemic and for further
research as well as for establishing early warning
system.
10. Associations of PUCs and Associations of LGUs
are a strong support to their members, PUCs and
LGUs respectively, in terms of capacity building, opportunities for exchange of experiences and best
practices in combating pandemics, and in particular
in articulating their needs and advocating for key issues such as: liquidity of PUCs, prolongation of obligations towards international and domestic financial institutions, obtaining additional financial assistance from domestic and international financial
institutions and joint communication of important
messages to the public.
11. In such situation of crisis, it is necessary to express
our gratitude to all people who work in the water and
sanitation sector. This applies to those who bear the
responsibility and make important decisions on a
daily basis, as well as to those people who work directly on the systems themselves and are exposed
to risks everyday.
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14.05.2020

Webinar ‘’Exchange of experiences
between water utilities in delivering
services in the light of the covid-19
pandemic’’
On 14 May 2020, an international audience gathered on
Webex for the second webinar on the impact of the ongoing COVID-19 pandemic on water services and utilities. Invited by IAWD and the World Bank in the frame of
the Danube Water Program, participants learned about
experiences and insights from the perspective of European utilities of different sizes, from small to sizable.
Moderator Philip Weller, Head of the IAWD’s Technical
Secretariat, introduced the panelists to an audience
around the globe. Urgent interest in this professionallevel exchange on the impact of the global pandemic on
services in the water supply and sanitation sector drew
participants from even the Philippines and Australia.
The panel featured Wolfgang Aichlseder, General Manager of OÖ Wasser, a regional association of small
utilities in Upper Austria, Evis Gebreja, Deputy General
Director of the Water Supply and Sewerage Utility of

Tirana, Albania, and Christian Hasenleithner, General
Manager of ENERGIE AG Bohemia in the Czech Republic. The panel represented a wide enough spectrum
of company sizes and working environments to paint an
informative picture of the situation in the Danube Region.
Christian Hasenleithner opened the exchange with
a presentation on the crisis response of Energie AG
Bohemia, a Network providing water for 900,000 and
wastewater services for 700,000 customers in the
Czech Republic. His presentation included a timeline
from the preparatory measures before the state emergency declaration on 11 March and the subsequent activities of the company crisis taskforce to the reintroduction of normal operations after the end of the emergency status on 27 April.
Energie AG’s crisis response involved the shutdown
of customer services including meter reading, meter
exchange and cash payment of bills, an extension of
payment deadlines to 30 days and information to customers and the wider public regarding water quality and
supply security. Staff safety measures reached from
the procurement of personal protection equipment to
home office work for up to 250 members of a 1,700 employee workforce, introduction of separated teams for
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managing all non-home office activities, and replacing personal meetings by videoconferences, the latter
proving the enormous value of the sometimes criticized
large investments in modern IT equipment.
All in all, the company got through the crisis with only
one employee tested Corona positive, but gladly recovered now, and 20 more temporarily quarantined, but
already back in office. The return to fully normal operations will be completed by end of May.
Regarding the impact of the crisis on the business, a
first guesstimate is a temporary 10% minus in both turnover and bottom line, but hard facts will not be available
before next month.
Even more unclear is the medium-term perspective,
with an economic crisis in 2021 looming, and its impact
on investments, services, consumption, and tariffs anyone’s guess, and the single potential upside of the crisis a possibly accelerated migration to smart metering.
Christian Hasenleithner finished his presentation with
a photo collection of creative face protection masks
which employees produced during the crisis, partly in
collaboration with a neighboring 3-D printing startup,
to make up for protection equipment shortages, also
donating part of their production to hospitals and charities in their communities. He notes:
“The group’s utilities adapted to the crisis quickly, quietly, and with remarkable success”, he notes.
Following this report from a nation-wide network, Evis
Gebreja, the Deputy General Director of the Water Supply and Sewerage Utility of Tirana (UKT Tirana), Albania,
presented the perspective of a municipal utility serving one million customers. Much like Energie AG, her
organization, and Albania in general, weathered the crisis quite successfully. The country introduced drastic
shutdown measures as early as 9 March and got away
with some 800 confirmed infections and 30 fatalities
to date.
UKT Tirana immediately implemented the adequate crisis management process involving transfer of as many
activities as possible to home office, with special protection for mothers, introducing staff rotation, closing
seven of altogether eleven customer care offices, and
a personal protection and hygiene regime for the staff.
Mrs. Gebreja reports that daily operation
and maintenance went on uninterrupted: “We were able
to keep up meter reading and all necessary repairs in
the water and sewer network, even construction work
for ongoing infrastructure projects was resumed after
a one-week interruption.”
Noticeable crisis impacts hit the revenue side. In spite
of ongoing efforts to promote using the two available
electronic payment options, paying cash is still widespread, and this, together with significant shifts in
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consumption patterns of private households and enterprises affected the revenue stream, especially during the March lockdown. During April, the situation improved somewhat, but the impact is still felt, and negotiating a loan to cover unexpected further developments
is part of the crisis management. Evis Gebreja reports
that these negotiations are still running and will have
influence on the current business continuity planning,
but all in all, UKT Tirana has shown satisfactory resilience in the face of the global crisis.
Next to take the stage was Wolfgang Aichlseder, General Manager of OÖ Wasser association, an umbrella
for some 1,000 cooperatives in Upper Austria’s villages.
He complemented the perspectives of nationwide and
big municipal networks with the view of small and very
small utility providers serving between four and 2,000
households.
OÖ Wasser supports these cooperatives with assistance in procuring equipment and spares, trains more
than 1,000 persons every year, with many volunteer
workers among them, and generally promotes a healthy
approach to independent water supply. In spite of the
obvious structural differences, OÖ Wasser’s crisis response followed a timeline similar to the one presented
by Energie AG’s Christian Hasenleithner.
As an umbrella organization, the initial response focused on communication to members. Mr. Aichlseder
reports:
“The first and most important message we had to get
out was that Corona does not spread through water,
therefore no special water treatments were needed”
Once this was established, OÖ Wasser recommend that
members postpone all not necessary activities, reduce
personal contacts in the cooperatives to the absolutely
necessary minimum, to go about all activities alone instead of in teams, to avoid unnecessary travelling and,
when unavoidable, travel alone, and, if possible, to continue important routines like water quality sampling.
Personal safety equipment was not an issue during the
crisis, with members bringing their own equipment.
Video conferences were not as frequent as reported
from other panelists. Phone calls and e-mails were
the daily routine and video conferencing the weekly or
twice every week exception, although Mr. Aichlseder
acknowledges that video conferences may become a
future routine to replace physical travelling. Keeping up
the supply was not difficult, although water consumption nearly doubled in some areas due to the lockdown.
All in all, Wolfgang Aichlseder says that the sector responded the very exceptional circumstances in a very
positive manner:
“We haven´t been struggling in our business, and the
unusual drought throughout the spring presents more
challenges than the virus.”
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The last third of the webinar was spent answering questions from the audience. Themes of interest were the
observed changes in consumption patterns, with Mrs.
Gebreja reporting fluctuations of 5 to 20% between
months, and the ongoing efforts to use wastewater
testing to identify Corona infection hotspots. Here, Mr.
Hasenleitner reports that although the same approach
has been quite successful monitoring drug use, a Corona survey of a 35,000 inhabitant sector in the western outskirts of Prague produced no results, and that
results from another program running in Ceske Budejovice aren’t in yet.
Another central issue were differences in payment
methods and their effects on revenue streams. Here,
Mr. Hasenleitner mentioned an interesting detail regarding customers from the industry and business
sectors: With the Czech government providing financial support for companies that are unable to pay their
running costs, companies stopped paying their water
bills to prove their illiquidity.

15.05.2020

Webinar “Continuity of water supply
and sanitation services during
COVID -19”
On May 15, 2020, the employees of the ADKOM’s Executive office participated on the webinar organized by
the Albanian Association - SHUKOS.
The main objective of this webinar was to give insight into
the level of preparedness of the water supply and sanitation PUCs as well as of the municipalities in Albania for
the pandemic with COVID-19, by providing a platform for
sharing of best practices, challenges and identification
of needs for support.
The webinar was organized in a form of panel discussions whit participation of administrators from the Albanian water supply PUCs and municipal representatives.

Mrs. Gebreja stresses that, generally speaking, during the crisis decreasing revenues meet costs, e.g. for
guarding sites and networks, adding to the running
costs like rents, loan interests etc.
Mr. Aichlseder’s organization experienced fewer problems in this respect, with members paying annual contributions by e-banking.
With the clock running out, Moderator Philip Weller
wrapped up the webinar stating that while maybe lacking some of the excitement and glamour of crisis responses in other sectors, water utilities have successfully continued a service of great, and in times of crisis
quite visible, importance. He closed with an invitation
to the third issue of this webinar, scheduled on 28 May,
and dealing with questions of business continuity.
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28.05.2020

Webinar “Lessons learned from the
COVID-19 pandemic for ensuring
business continuity of water services”
The third webinar on the impact of the COVID-19 pandemic on water services and utilities took place on 28
May 2020. Once again, the invitation by IAWD and the
World Bank this time together with NALAS drew a global audience, with almost 80 participants hailing from as
far as Japan discussing the lessons learned in a global
crisis.
“These are extraordinary times, and now, while many are
preparing to return to normal operations, is maybe the
right time to reflect how we have been managing the
crisis and how we should ensure business continuity
and build more resiliency into systems to overcome future crises.”
With these words, Moderator Kelmend Zajazi, Executive Director of NALAS, the Network of
Associations of Local Authorities of South-East Europe, introduced a panel that presented a wide spectrum of perspectives: Lindita Atanasova, Technical Director of the PE ‘’Vodovod I Kanalizacija’’ Skopje (PE
‘’Water supply and sewerage’’ Skopje), represented the
supply side. Bojana Kondić Panić, Chief of Cabinet of
the Mayor of Laktashi, Bosnia and Herzegovina, told of
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experiences from the municipal point of view. Christian
Plohberger, General Manager of Protectum Solutions
contributed insights into the crisis management approach of professional security consultants.
Additional input came from the audience’s answers to
survey questions via Webex chat, a firstin this Webinar
format.
Christian Plohberger took the podium with a presentation on the basics of prepared crisis response in utility
companies, touching all four phases from preparation
during normal operations to immediate emergency response, subsequent crisis management and later recovery. He listed the technical contents of a solid pandemics preparedness plan, explained the anatomy of,
and responsibility distribution in a crisis management
team, noting that as long as such a crisis management
structure is at hand, pretty much every crisis in manageable.
Also showing the basics of improvised “60 minutes to
reach a decision” emergency crisis management, Mr.
Plohberger noted that the current global pandemic
presents quite an uncommon calamity: “This is a very
long-running crisis, unlike landslides, contaminations
and other common threats to water safety.” He closed
his presentation with a reference to the applicable European and ISO norms and also the Water Safety and
Crisis Management Program offered under D-LeaP.

MAY

Next on the podium was Lindita Atanasova, Technical
Director of the PE ‘’Vodovod I Kanalizacija’’ Skopje (PE
‘’Water supply and sewerage’’ Skopje), one of the North
Macedonia’s largest public-owned companies. She admitted that COVID-19 took her by surprise: “In the crisis management seminars I took, we discussed pretty
much every disaster you can think of, but a pandemic?
In the 21st century? No, we never imagined we would
have to handle something like that.”
Nevertheless, a pandemic response plan was at hand,
and Mrs. Atanasova’s team hit the ground running:
“Our company is an integral part of the Skopje crisis
management, therefore we enjoyed a very high level of
coordination and cooperation.” Which was just as well,
because the Skopje utility had to meet quickly fluctuating challenges: “In the beginning the situation changed
very dynamically. We had to introduce response measures on a day-to-day basis to ensure continuation of
the water supply for 600.000 inhabitants.”
The first priority was to protect the staff against infection, with the spectrum of measures including distribution of masks, increased security and entry controls
at company buildings, reduced staffing of laboratories
and water treatment plants, home office wherever possible, and a staggered leave scheme ensuring that reserves would be at hand in case teams would have to
go into quarantine. Another important part of the crisis
response was communication:
“Throughout the crisis we had to keep informing the
public that drinking water was safe” says Mrs. Atanasova. That said, she notes that PE ‘’Vodovod I Kanalizacija’’
Skopje (PE ‘’Water supply and sewerage’’ Skopje), has
weathered the storm safely: “We were very successful in managing this crisis, keeping our services on the
usual high level.”
Last to take the stage was Bojana Kondić Panić, Chief
of Cabinet of the Mayor of Laktashi. She added the
perspective of a municipality of almost 40.000 inhabitants that struggled with predominantly financial crisis
impacts, with increased water consumption from private households, reduced demand from private sector
companies, and increasing operation costs adding up
to serious challenges.
In the absence of a prepared pandemic response
plan, many decisions had to be taken on the run, with a
strong focus on hygienic measures, service continuity
and continuing necessary infrastructure investments.
Thanks to an intact cooperation between city and national government, and additional support by international organizations, the challenges were met, financial
stability was secured and all monetary responsibilities
were covered. Mrs. Panić said:
“Coordination is always important, and it is of special
importance in times of crisis. It takes strong and committed local and national governments to keep going in
a situation like this.”

During the initial statements, surveys ran in the background, with one of the questions covering the main
challenges during the crisis. Here, employee safety was
by far the most common answer, and reduced cash flow
a not very close runner-up. Participants also had the
chance to contribute questions to the panelists, with
part two of the webinar dedicated to answering those.
Asked if utilities had done enough advance planning or
if the crisis caught them off guard, Mr.
Plohberger answered ambiguously, looking back at the
considerable number of pandemic plans he has helped
set up between 2002 and 2005: “In many cases, pandemic preparation often wound up on the backburner,
because this specific threat seemed minimal compared to other emergencies.” He remembers one case
where last summer a utility decided to replace a batch
of expired protection masks and then wound up sharing the new masks with local health services when COVID-19 hit.
Another question touched the legal requirements regarding pandemic preparation, and here again, Mr.
Plohberger answered ambiguously: “Is there a legal requirement to have a plan? Yes – and no. Utilities in the
EU are required to follow state of the art best practices,
and a pandemic plan is of course part of any good Water
Safety Plan, so the requirement, is as a matter of fact,
indirect.”
One participant asked if the crisis experience might
lead to an accelerated shift towards business process
automation to reduce health risks to staff. Mrs. Atanasova confirmed that automation offers a recommendable path towards more safety for both employees and
water supply.
Asked if special crisis plan suggestions were available
for small utilities with limited staff resources, Mr. Plohberger showed a special small unit crisis management
plan for organizations with under ten employees, with
one person covering more than one field of assessment.
Concerning the lessons learned from the experience,
Mrs. Panić said in her closing statement that the most
important lesson from the pandemic was the crucial
importance of advance planning and professional risk
management. She added that the upside of the situation was an increased visibility of the utility companies,
a growing interest in the safety of water supplies during an emergency, and therefore better prospects for
future investments to address problems. Proof once
again that chances can be found in even the most direct crisis.
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MAY

28.05.2020

Online training on Project
Management, No.1
On May 25, 2020, the “Regional Capacity Development
Network for Water and Sanitation Services (RCDN)”
Project organized the first online training on “Project
Management” for the training managers/focal points of
the associations, part of this project.
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The main goal of this online training was for the training
managers/focal points to get the basic knowledge concerning managing projects.
Lea Pavlovik, ADKOM’s Training Manager participated
on this training as ADKOM’s representative.

JUNE
09.06.2020

Webinar “Financial aspects of the
PUC operations in terms of the
COVID-19 pandemic, and the support
from the local self-governments”
On June 09, 2020, the “Regional Capacity Development Network for Water and Sanitation Services
(RCDN)” Project organized the second webinar, with
the main goal for the participants to share experiences
as representatives of the local self-government and
the PUCs from the Western Balkans, concerning the
influence of the COVID-19 pandemic, on the financial
performances of the PUCs and the support from the
local self-governments.

Moderator Patricia Lopez, Senior Infrastructure Finance Specialist at the World Bank, introduced as panelists Joel Kolker, Program Manager of the Global Water Security and
Sanitation Partnership, the Water Supply and Sanitation Specialist Midori Makino, and freelance financial
expert Aldo Baietti. The panelists are working on the
frontline of the World Bank’s efforts to ensure the continuity of water service provision in the face of the COVID-19 pandemic.
While earlier webinars on this theme had shown that
most utilities had healthy resilience during the acute
crisis and the related lockdowns, most had mentioned
significant financial crisis impacts, and today’s event
addressed those in particular.
Joel Kolker introduced the water-related COVID-19 response activities of the Bank, building on experiences
in over 60 countries in order to make the tools under
development very practical.
While this very webinar introduces the new financial impact assessment tool for water service provides, helping to quantify the scope of the problem, further work
is ongoing for the development of a liquidity facility for
utilities supporting decisions on response activities
which subsequently require implementation. Following,
the webinar focused on the financial impact assessment tool.

10.06.2020

Webinar ‘’COVID-19 financial impact
assessment tool for water service
providers’’
On 10 June 2020, IAWD and the World Bank held their
fourth Corona-themed webinar in two months, inviting
an international audience of water utility managers, water sector professionals, representatives from municipalities and interested stakeholders to take a first look
at a brand new and very promising analytic tool for water
service providers.

“We are aware of the triple pressure of increasing demand, increased costs and reduced revenues that
many water service providers feel during the crisis”
said Midori Makino during a short presentation of the
objectives and underlying principles of the new tool. Its
main objective is to analyze the gap between available
revenues and operational costs and project its development in the course of the crisis, and to demonstrate
subsequently the need for support during, e.g. negotiations with governments or municipalities.
The tool helps utilities to compare revenues from water
sales, sewerage sales, connections and other sources
with operating costs like salaries, water extraction,
electricity, chemicals, maintenance etc., working capital
requirements and debt service obligations. After filling
in the actual numbers and creating a baseline projection assuming normal circumstances in a step one, users can quite easily vary impact factors and timelines to
create financial crisis impact assessments for varying
crisis scenarios in a second step, and use the results
to develop an emergency response plan in step three.
Mrs. Makino remarked: “We wanted this to be as lowthreshold as possible. It is MS Excel-based, it comes in
a full and a simplified version, both with a comprehensive user guide, and we are developing French, Portuguese and Spanish versions in addition to the existing
English version.”
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JUNE

In part two of the webinar, Aldo Baietti took the webinar participants on a guided tour through the features
of the tool he helped to develop as a freelancer for the
World Bank. Although the tool itself and its operation
are quite straightforward, the demonstration pushed
the envelope of scheduled 75 minutes, cutting the allotted time for answering questions quite short, and
those asked were mostly about first practical experiences, and the availability of support. “The user guide is
quite comprehensive,” answered Mr. Baietti. “Nevertheless, training for users is planned to be available.”
Patricia Lopez closed the event, informing the participants that the tool will soon be made available and with
an invitation to another two webinar editions scheduled on 17 June, covering the possible contributions
of IAWD’s and the World Bank’s Utility Benchmarking
Program to mitigating the impacts of the current crisis,
as well as on 24 June on ‘Detecting and managing Covid-19 in sanitary wastewater’.
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11.06.2020

Online training on Project
Management, No.2
On June 11, 2020, the “Regional Capacity Development
Network for Water and Sanitation Services (RCDN)”
Project organized the second online training on “Project Management” for the training managers/focal
points of the associations, part of this project.
The main goal of this online training was to improve the
understanding and knowledge of the training managers/focal points on project monitoring, as part of the
project management.
Lea Pavlovik, ADKOM’s Training Manager participated
on this training as ADKOM’s representative.

JUNE

18.06.2020

Online training, “How to organize a
webinar?”, No. 1
On June 18, 2020, the “Regional Capacity Development Network for Water and Sanitation Services
(RCDN)” Project organized a training on the subject of
“How to Organize a Webinar?” for the training managers/focal points of the associations, part of this project.
The main goal of the training was to learn the origination’s needs for holding a webinar.
Lea Pavlovik, ADKOM’s Training Manager participated
on this training as ADKOM’s representative.
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JUNE

24.06.2020

25.06.2020

Webinar ‘’Detecting and managing
covid-19 in sanitary wastewater’’

Online training on Project
Management, No.2

On June 24, 2020, the employees of the Executive Office of ADKOM participated on the webinar “Detecting
and Managing COVID-19 in sanitary wastewater’’, organized by the World Banka and IAWD.

On June 25, 2020, the “Regional Capacity Development Network for Water and Sanitation Services
(RCDN)” Project organized the third online training on
“Project Management” for the training managers/focal
points of the associations, part of this project.

The purpose of the webinar was to increase knowledge
on the latest developments in wastewater technology
and to assist in the handling of the global pandemic
with COVID-19, and to mitigate its impact on the wastewater systems.
The participants of the webinar were given the opportunity to be informed on the technical advancement
achieved during the crisis and the potential of the approaches for the protection of public health.
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The main goal of the training was to improve the skills
of the training managers/focal points concerning the
implementation of the RCDN Project. On the training
the training managers/focal points had an assignment,
to present the monitoring matrix that they will use while
reporting on the needs of the project.
Lea Pavlovik, ADKOM’s Training Manager participated
on this training as ADKOM’s representative.

JULY
28.07.2020

Online training, “How to organize a
webinar?”, No. 2
On June 28, 2020, the “Regional Capacity Development Network for Water and Sanitation Services
(RCDN)” Project organized the second training on the
subject of “How to Organize a Webinar?” for the training
managers/focal points of the associations, part of this
project.
Гthe main objective of the online training was to improve the knowledge of the training managers/focal
points concerning the organization of webinars. Specific tools that the training managers/focal points may
use in organizing a webinar were shared as part of the
training.
Lea Pavlovik, ADKOM’s Training Manager participated
on this training as ADKOM’s representative.

The presenters and participants put special accent on
the utilities as important response tools in disasters
and hazards, at the challenge of maintaining the supply
and safety of water during the COVID-19 crisis.
The presenter on the webinar, Christian Plohberger,
from Austria informed the participants that last year
ADKOM implemented successfully the “Water Safety
and Crisis Management: Business Continuity Essentials for Disaster Risk Management” Program, in which
four PUCs were included. The webinar was organized
with the support from International Association of Water Supply Companies in the Danube River Catchment
Area — (IAWD), as well as Energie AG, within the framework of Danube Learning Partnership (D-LeaP).
The webinar was organized as a combination of presentations and statements from representatives of water
regulatory agency from Albania and Kosovo, as well as
other central authorities and institutions. All participants communicated with comments and questions.

30.07.2020

Webinar “Water safety and crisis
management – basic tools for water
companies’ management”
On July 30, 2020, the employees of the Executive office of ADKOM, upon initiation from the Albanian Associations - SHUKALB and Kosovo associations - SHUKOS participated on the webinar “Water safety and
crisis management – basic tools for water companies’
management”.
The purpose of the webinar was to stress the importance of developing water safety plans and crisis management plans.
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