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From Chairman's Desk

I am delighted to share this vision document with the citizens of Bengaluru. Bengaluru is growing 

fast and is now home to double the population that it supported 20 years ago. With its excellent 

living conditions, job opportunities, quality education facilities, advanced health care system, 

friendly people and pleasing climate, the city will ever remain an attractive destination.

Water is the Primary Element for sustainable growth of Bengaluru. A secure water service 

management provide a social, environmental, and economic advantage to the Bengaluru’s 

communities and proactive businesses. As Bengaluru’s water demand grows, resilient and efficient 

water service system will be crucial for continued growth, liveability, and sustainability, with a 

focussed approach that considers water, wastewater and rainwater as “One Water”. As BWSSB 

prepares itself for the future, the first step towards transformation as a Water Utility Of The Future 

(UOTF) will start with the name changing to “Bengaluru Water Board (BWB)”.

By identifying where BWSSB wants to go and how it is going to get there, this document serves as 

the guidance tool, with an intent to:

• Establish direction, • Aid decision-making,

• Enhance customer service, • Document levels of service,

• Increase accountability, • Recognize improvements.

As a proactive water utility, BWSSB has learnt from its challenges and successes. BWSSB’s vision, 

mission, core values, and strategic goals provide the future road map for BWSSB. They describe 

what BWSSB aspires to achieve, and define the modus operandi for doing its business in a regular 

and professional manner. The Strategic Plan associated to this vision document is intended 

to provide the framework to incorporate these aspects into specific concepts, programmes, 

and projects; and by delivering these BWSSB will:

• Manage the region’s water resources in a socially, environmentally, and economically 
beneficial manners,

• Secure water supply for the future generations,

• Adopt technological innovations to enhance operational capabilities,

• Create robust financial performance, 

• Promote resilience to climate change,

• Uphold social and environmental health through stringent water quality standards,

Going forward, BWSSB will strengthen its service delivery capabilities by adopting state 

of the art technologies, and by developing cutting-edge skills. BWSSB will continue to 

collaborate with leading global partners, to provide customers with superior, reliable and 

cost-effective services.

Vision Document is a long-term strategy for the effective and continuous delivery of 

BWSSB’s mandate, enabling it to become a leader in providing excellent services to the 

citizens, which reiterates BWSSB’s commitment to deliver its vision in an all-inclusive and 

participatory approach. Vision Document along with Strategic Plan will guide BWSSB’s 

thoughts, decisions, and actions, as it moves forward with commitment to meet the needs 

of customers with efficiency and effectiveness in a sustainable manner. The Strategic Plan 

emphasizes BWSSB’s vision, mission and values, as well as goals and objectives, while 

addressing the increasingly complex social/environmental/financial issues that BWSSB 

encounters. Moreover, the plan and programme is designed for alignment with the strategic 

direction and the goals of the Government of Karnataka. 
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BWSSB, an entity of Government of 
Karnataka established in the year 
1964 as the first water utility in India, 

provides Water Management Services to 
the city of Bengaluru, covering an area of 
800 sq. km., with more than 10 million 
customers. BWSSB comprises of technical, 
administrative and financial wings. The 
technical wing is responsible for overall 
water management from water source 
point to water’s safe disposal point.

BWSSB, a world class utility, is recognised 
locally and nationally for providing the high-
est quality water services to its customers by 
focusing on efficient system delivery, excel-
lent customer service with reliable water 
supply, efficient wastewater collection and 
reclaimed water services, continued innova-
tion, and prudent fiscal responsibility, 
through accountable and creative steward-
ship in resources management. 

BWSSB at a Glance - Infrastructure 
and Services

As a Utility Of The Future, BWSSB is striving 
to provide clean and safe water, protect the 
urban waterscape, recover nutrients, gener-
ate energy, utilise green infrastructure, re-
align itself with the evolving times and chal-
lenges, and contribute to Bengaluru’s 
sustainable future. To holistically and continu-
ally address the water management services, 
BWSSB’s Vision Document for 2050 provides 
a blueprint for the future. At the heart of 
BWSSB, is recognition of its important role as 
custodians of the natural environment, and 
providers of one of life’s most essential 
services to one of India’s most important 
cities, by delivering an exceptional customer 
experience through the provision of sustain-
able solutions that are vital to health and life.

To know more about BWSSB please visit the 
website www.bwssb.gov.in 

BWSSB 
Assets
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Mission

Vision Water is an increasingly stressed resource in 
Bengaluru, because of over dependence on one 
source – River Cauvery, and absence of 

conjunctive water management. An adequate supply 
of safe quality drinking water meeting Bureau of 
Indian Standards 10500 requirements, with 
effective collection, conveyance, and treatment of 
entire wastewater generated is essential for:

• Public health and safety,

• Protecting local and regional water resources,

• Supporting local economy and employment,

• Support of the public, businesses, establishments, health 
care facilities, other public institutions, and

• Public recreation.

With a projected average annual population growth of 3% over next 30 years, the 
water supply through Cauvery Schemes alone will not be able to meet Bengaluru’s 
future water demand. Therefore, for sustainable management of Bengaluru’s 
water sources, it is necessary for BWSSB’s customers to understand the value of 
water and its judicious utilisation, thereby moving towards effective Water 
Demand Management. 

BWSSB’s Vision and Mission form the core of strategic plan, which is intended to 
provide the architecture for incorporating the principles of ‘Value of Water’ into 
specific mandates, themes and objectives. They outline BWSSB’s commitment to 
service and to enhancing the quality of life of customers. The vision is where the 
leadership wants BWSSB to be, the mission is the fundamental purpose of the 
water utility, and the values establish guides what BWSSB believe as a 
department and what the customers should expect from BWSSB.

Value of WaterVision and Mission 

BWSSB is committed to providing the highest quality and 
adequate quantity of water and manage wastewater in 
an efficient manner for the environmental benefit, to 

ensure stability, and further meet the needs and expectations 
of customers and stakeholders. BWSSB services enhance the 
social, economic, and environmental well-being of the com-
munities, managing Bengaluru’s water sources by adopting 
new and cutting-edge technologies.

To deliver its vision, BWSSB’s mission statement embraces:

• Provide reliable, high-quality, affordable, and sustainable 
water supply, wastewater collection, treatment and reuse 
services,

• Deliver assured and responsive customer service,

• Support a healthy environment and sustainable economic 
growth of the region,

• Maintain a well-managed, 
coordinated, and financially 
sustainable water utility,

• Protect rainwater and 
store it for future 
productive use, 

• Sustain a proficient, 
well-trained, and 
motivated workforce to 
meet customer 
expectations.

Provide safe and reliable water services at affordable 
price to the satisfaction of Bengaluru’s citizens. 
Transform into Utility Of The Future (UOTF) by focussing 

on Innovation, Fiscal Discipline, Resource Recovery and 
Sustainable Growth.

Strength
• Monopoly services
• Backed by GoI/GoK
• Large asset base
• Strong and talented work force
• Vast operational knowledge 

and functional expertise
• Financial independence to 

meet cost of services

Opportunities
• Transform in to Utility Of 

The Future
• To leverage cutting edge 

technological innovation
• Conceive new ideas and 

innovations for diversifying 
water portfolio

• Collaboration with other water 
utilities

• Enhance working efficiency
•  Robust stakeholder 

engagement for Integrated 
Water Resources Management 

Weaknesses
• Ageing infrastructure and 

draining workforce
• Overworked staff
• Under-priced services
• Limited resources 
• Lack of robust public 

engagement
• Slow in adapting IT 

and MIS tools 

Threats
• Rising water demand
• Lack of conjunctive 

management, 
•  Unable to meet capital 

amortisation 
•  Contaminants of emerging 

concern
•  Polluting local urban 

waterscape
•  Climate change impact on 

River Cauvery

Effective 
BWSSB 

Management

Water 
Resource 
Adequacy

Stakeholder 
Understanding 

and Support

Product 
Quality

Customer 
Satisfaction

Employee 
and 

Leadership 
Development

Operational 
Optimization

Financial 
Viability

Infrastructure 
Stability

Operational 
Resiliency

Community 
Sustainability
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Core values

Quality services 
Provide high quality drinking water through effective process management, and optimum 
operation of water supply and wastewater collection, treatment, and distribution system.

Environment, health and safety
Setting highest standard of safety for the public, employees, and vendors through policies, 
guidelines, and standard operating practices, for sustainable health and environment. Being in 
the forefront of preserving Bengaluru’s natural resources, and demonstrating environmental 
prudence through leading by demonstration. 

Consumer-centric delivery
Provide affordable and excellent service to customers, that are consistent with the growth 
management of Bengaluru. Satisfying the customers and winning their trust through delivering 
high quality and timely services in a professional manner, with a rational tariff system. Maintain-
ing open and positive communication, providing opportunities for customers and stakeholders 
to participate in decision making process.

Employee oriented and dignity of work
Improving the institutional framework by strengthening the expertise through capacity-building, 
bringing in bright individuals and putting them of fast track learning, encouraging collaboration 
within and outside the organisation and through continuous mentoring.

Transformation through continuous 
improvement
To become Utility Of The Future by adopting demand management strategies, implementing 
cutting-edge technologies and processes to tackle emerging contaminants, transforming waste-
water facilities into resource recovery facilities, and continuously reinventing and keeping 
abreast with State of the Art Technological development.

Sustainability
Developing strategies with a focus on long-term impacts of climate change, population growth, 
urbanization, and consumer behaviour, and strive to become a Utility Of The Future by achiev-
ing the goals of social, environmental and financial sustainability.

Innovation and creativity 
Adapting new processes, technologies and solutions for promoting creativity and innova-
tion, particularly in water reclamation, and encouraging diverse ideas that add value for 
customers and stakeholders.

Affordability and value
Committed to providing best services to all customers, by considering affordability in 
terms of equity as well as efficiency, and pricing its services to mitigate the impacts on 
urban poor.

Professionalism and team work
Following the principles of honesty, integrity, and transparency in every activity and deci-
sion-making process, and being accountable for all decisions. Respecting the ideas and 
contributions of individuals and teams, by encouraging collaboration and communication.

Affordability
and Value

Professionalism

Consumer
Centric

Employee
Oriented

Transformation
(UO TF)

Sustainability
& Long Term

Focus

Innovation &
Creativity

Core Values

Quality
Services

Environmental
Health and

Safety
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Efficiently manage water resources
Manage water resources through or in conjunction with the State Water Policy, to meet 
future demands while maintaining independence during periods of water shortages. 

Objectives
• Proactively diversify water portfolio to achieve water security,

• Improve local water reliability and resiliency by harnessing rainwater,

• Promoting recycle and reuse at micro and macro level,

• Improve the health of local watersheds by capturing wastewater generated,

• Operate, monitor, and maintain efficient pipe networks to effectively collect, convey, 
treat and recover water,

• Develop climate change resiliency by incorporating mitigation strategies into all action 
plans, and by creating buffer storages. 

Enhance consumer’s appreciation and value of water
Develop public awareness so that individuals/customers and stakeholders support 
BWSSB’s efforts, and understand their role in contributing to the Utility’s mission through 
appreciation of the value of water and services that BWSSB provides.

Objectives:
• Develop methods to measure BWSSB customers’ and stakeholders’ satisfaction 

and trust,

• Establish service level benchmarks,

• Develop an innovative and effective plan to communicate what to do and how to do it,

• Seek more opportunities to become locally and nationally recognized to help 
demonstrate BWSSB’s value to customers and stakeholders,

• Sustain continual and positive engagement with customers.

• Promote community awareness about sustainable water management through public 
outreach programmes,

• Deliver integrated water resources management through enhanced co-ordination and 
co-operation among stakeholders,

• Balance social, economic, and environmental, goals by implementing affordable and 
equitable projects that provide measurable benefits.

To provide the highest water quality drinking water 
Coordinated efforts to supply potable water and maintain adequate water quality so that 
surface water is safe for drinking and other beneficial uses. 

Objectives:
• Establish effective source water and watershed protection,

• Enhance and maintain technology in treatment, transmission, and distribution to 
provide safe water,

• Adopt advance technology to identify and treat priority contaminants,

• Monitor water quality at multiple strategic locations between source to tap,

• Achieve recognition for Safe Drinking Water Distribution System,

• Develop consumer awareness programmes for the quality and value of water.

Transformation as the Utility Of The Future
Transform the water services utility into the Water Utility Of The Future. Advance 
scientific understanding of the region’s water resources to support efficient water 
resources management. 

Objectives:
• To shift focus from water supply management to water demand management, 

• Reimagine Wastewater Treatment Plants as Water Resource Recovery Facilities,

• Focus on energy and nutrient recovery,

• Capacity building to operate and maintain advanced treatment technology based facilities.

Deliver robust financial performance 
To be recognized as a financially viable and fiscally prudent water utility. Develop sound 
fiscal and organizational policies that allow BWSSB to be effective, innovative, and 
responsive.

Objectives:
• Achieve full cost recovery for the services rendered over a period of time,

• Ensure the budget adheres to the expense limits through an expense monitoring system,

• Tailor revenue budget to adequately maintain system infrastructure,

• Integrated water and wastewater tariff based on rational pricing principles and policies,

• Developing fully functional Asset Management Programme in place. 

Strategic Goals and Objectives
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System Improvement 
To configure and implement efficient work model systems based on solid business practic-
es, that are developed with end user input, in order to provide real-time monitoring to 
support in decision making.

Objectives:
• Develop an internal stakeholder user groups and steering committee to prioritize tasks,

• Implement a dashboard reporting system that is based on Key Performance Indicators,

• Implement a wireless communication system,

• Integrate accounting with advanced systems such as SAP.

Generating financial capabilities
To develop unique opportunities for additional sources of revenue as a means to support 
financial liabilities.

Objectives:
• Evaluate opportunities to expand customer base,

• Identify viable incentives to promote alternative uses of water, and encourage economic 
development,

• Explore opportunities to lease out redundant properties or assets,

• Evaluate opportunities that could result from the provision of utility support services 
(such as lab services, leak surveys, limited design, and repairs),

• Evaluate a customer service line repair/replacement insurance programme,

• Share knowledge experience in a consultancy module.

Asset Management Plan 
Prepare an asset management master plan framework of polices and strategies, which 
provide a robust foundation which enable BWSSB to develop an asset management system 
that is aligned with Enterprise Resources Planning (ERP), with an objective to deliver re-
quired level of current and future service in a financially sustainable manner.

Objectives:
• Identify and create an inventory of all existing assets, based on the architecture provided 

by Asset Management Policy, and categorize assets according to asset classifications,

• Prioritize assets for planning and funding,

• Schedule assets for appropriate activity (maintenance, repair, retrofitting or replace-
ment), to increase the service life,

• Develop process to ensure eventual transition from preventive to predictive maintenance,

• Innovation in asset utilisation and optimisation for cost reduction, through proactive 
asset management,

• To optimize financial resources for the operational support of existing assets.

Sustain organisation competency and growth
To recruit, develop, reward, and retain a high performing and innovative work force commit-
ted to achieving BWSSB’s vision and mission.

Objectives:
• Recruit qualified and bright candidates in specific fields to fill the specific needs of the 

organization,

• Achieve BWSSB’s excellence through implementation of knowledge transfer programmes 
to ensure efficient operations by using best available technologies,

• Strengthen evaluation system to objectively measure the performance,

• Restructure the monetary administration programmes to support the practice for high 
performance and encourage innovation,

• Train workforce to enhance innovative knowledge, skills, and abilities to improve system 
operations through capacity building,

• Educate employees on new financial models for contracts such as Public Private Partner-
ship project delivery model.

Strategic Goals and Objectives
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Challenges
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Bengaluru’s sustainable economic 
development and liveability relies on 
effective and efficient water 

infrastructure and services. There are many 
challenges for effective water management, 
but at the same time, it also presents an 
excellent opportunity for system optimisation 
and being more future prepared.

A growing population
By 2050, the population of 
Bengaluru City is projected to 
be more than 20 million from 
the current 10.9 million, 
increasing the water demand up to 45 TMC 
from the existing 20 TMC. To meet this water 
demand, it will entail identification of new 
water resources and consequent 
infrastructure creation through careful 
consideration of technical, environmental, 
and societal aspects along with prudent and 
proactive financial decision making.

Non-diverse water portfolio/
resources
Bengaluru relies severely on 
River Cauvery for its water 
supply. Reducing dependence 
on the River Cauvery for water 
supplies, and moving towards the conjunctive 
water management will be an important step. 
To meet Bengaluru’s future water demand, 
BWSSB will certainly need additional water 
resources, and a diverse water resource 
portfolio will be critically important. Resource 
recovery and catchment-scale rainwater 
harnessing will be among key solutions.

Climate change impacts
Studies in the Cauvery Basin indicate an 
increased and irregular rainfall pattern 
and a warming environment. By 2050, 
the Cauvery Basin is expected to have 
an overall rainfall increase of around 
10%, although the rainfall is likely to be 
of high intensity but reduced frequency. The 
temperature is likely to increase between 1.2ºC 
to 1.4ºC, with an increase in drought frequency 
from the current 1 in 20 years to 1 in 5 years. 
Such events will drastically affect the availability 
of water in the Cauvery River, and warrant more 
and larger buffer storages that can store runoff 
for supplying water in drier periods.

Managing wastewater 
Currently only up to 75% of the wastewater 
generated is being collected and 
treated. Some of the existing 
wastewater treatment plants do not 
have the capability to remove 
nutrients. An effective collection 
system is the need of the hour along with 
upgrading existing secondary treatment system 
for efficient treatment of wastewater.

Collecting, conveying, treating and safely 
disposing the entire wastewater generated is 
imperative for Bengaluru’s waterscape longevity 
and environmental sustainability, and an 
important step towards resource recovery. 

Restoring the waterscape
Rivers, lakes and groundwater systems are all 
interdependent components of the integral 
waterscape of Bengaluru. The nearly extinct and 
highly polluted rivers Arkavathi and 
Vrishabhavathi, encroached lakes and 
dangerously depleting groundwater levels, pose 
a bigger threat to the waterscape of Bengaluru. 

Therefore, it is critical 
that a robust and 
integrated water 
management approach 
is adopted; a One Water concept, which 
considers all water as one.

Evolving consumer expectations 
With increased awareness of environmental 
issues and widespread access to various media, 
BWSSB’s customer will place the organisation 
under continuous scrutiny 
and expect it to be much 
more than a utility, which 
provides reliable and 
continuous water supply, 
instant redressal of 
grievances, and with high quality services.

To strengthen trust, BWSSB will deliver its 
services in an honest and transparent manner, 
and expand its engagement with customers, in 
a more proactive manner.

Rising costs
With rising costs, managing water services 
of Bengaluru is becoming very expensive. The 
monthly power costs for 
pumping 1,400 MLD of 
water to Bengaluru alone 
itself costs around ₹450 
million. To meet increased 
services demand and 
consequently infrastructural expansion 
requirements, BWSSB depends upon the 
government funding which incurs significant 
debt burden. With present tariff structure, 
BWSSB can only recover its operating costs. 
BWSSB will need to continue creating new 
assets to provide for increasing demands as 
well as continue to improve and maintain 

existing infrastructure and facilities. And 
therefore, BWSSB will need to adopt 
technically innovative and fiscally prudent 
solutions to improve its long-term financial 
status and its sustainability.

Ageing infrastructure
Some of the BWSSB’s assets, such as Ground 
Level Reservoirs, distribution system and 
other structures are more than 
50 years old, and such assets 
need rehabilitation. Going 
forward, BWSSB will need to 
focus on rehabilitating its 
ageing infrastructure, while 
creating new infrastructure in 
the peripheral areas. Today, BWSSB operates 
a very large and complex network of water 
and wastewater infrastructure, which will 
require focussed, proactive and concerted 
efforts to optimise asset usage, operation 
&maintenance, and is based on the principles 
of Asset Management.

Retaining and enhancing staff skills
Every year BWSSB is losing 
highly trained staff in the 
form of retiring 
employees, leaving behind 
a large vacuum in terms of 
numbers, skills and expertise. BWSSB will 
establish a mentoring system to nurture staff’s 
expertise through value sharing, and create a 
knowledge bank for easy access to important 
information in decision making. To attract, 
retain and train bright individuals, BWSSB 
shall partner with scientific and other 
organisations to share expertise and grow a 
strong regional water industry.



Outcomes

Strategic 
Initiatives

Excellence in 
customer 
service 

Every drop 
matters

A healthy 
environment

Water for all

Secure, 
sustainable 
water 

OUTCOMES

Satisfied  
customers

Rational 
Tariff

Improving 
groundwater

Flourishing 
Lakes

Services for 
everyone

Safe, clean, 
water

Resilient 
services

Sustainable 
water sources

Engaging all 
stakeholders

Promoting 
the value 
of water

BWSSB has defined the outcomes to deliver to its 
customers and to society. The outcomes are identified 
through a comprehensive and detailed assessment of 

challenges and opportunities, and will be achieved through 
a series of strategic initiatives. BWSSB will work with its 
customers to gauge its progress in delivering these initiatives 
and will review the outcomes every 5 years to make necessary 
changes to its strategy.
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The Total Water Management strategic initiative focuses on the 
cyclical use of water in Bengaluru’s urban waterscape. For too 
long, the water management strategy of many Indian and inter-

national cities has been to draw, use and dispose. This approach is 
incredibly wasteful and, given the water-scarce Bengaluru region, is a 
path BWSSB can no longer afford to follow. The concept of reusing 
water shall evolve in this Total Water Management strategic initiative. 

Through advanced treatment technologies, wastewater can be reliably 
treated to produce high-quality water that exceeds drinking water 
standards, and can be reliably and sustainably used for direct 
non-potable or indirect potable reuse. The projects identified under 
this initiative are driven by following objectives:

• Enhancing the environmental and societal value of urban water 
scape, by intercepting, diverting, and treating the wastewater that is 
entering in to city’s stormwater drains and lakes,

• Reimagine wastewater as a water resource,

• Capture and harness rainwater on a catchment scale to develop it as 
a potential and local water resource that is sustainable,

• Identify and implement recycle and reuse scheme on 
micro and macro level, and proactively work towards 

developing recycled water as part of water 
portfolio.

Under this initiative, BWSSB will 
commission an intense stakeholder and 
public outreach programme, with an 
objective to leverage public support, 
and build confidence. In parallel, 
BWSSB will continue to identify 
demand centres for recycled water 
and build advanced recycled water 
treatment plants to supply highly 
treated water to local businesses.

BWSSB is committed to be a leader in 
environmental sustainability and will 

continue to uphold its commitment by 
collaborating with stakeholders, investing in 

technology, capacity building of its staff and 
being transparent in all its endeavours.

Total Water Management

BWSSB will strive 

to deliver circular 

urban water 

management 

solutions that 

recycle water 

multiple times

The value of water cannot be overly emphasised. This initiative focuses on the critical 
importance of this precious resource for sustainable growth.

Water conservation is central to BWSSB’s approach under this initiative. In all its ongo-
ing water resources planning projects, BWSSB considers a total per capita water supply of 
135 lpcd, which will be progressively reduced to a total of 100 lpcd in midterm through 
concerted water demand management initiatives.

Non-Revenue Water (NRW) reduction is a key component, and BWSSB has identified a mini-
mum NRW target of 35%, 30%, 25% and 15% by 2020, 2025, 2035 and 2050 respectively. 
These targets will be achieved through continuation of ongoing NRW Reduction Programme, 
and through analysis of online DMA based network data and customer complaints data that 
will be used in developing risk based water network rehabilitation programmes. 

BWSSB will be the instrument of change in developing policy to support the use of alter-
native water resources, and generate its own water such as recycled water and rainwater. 
The water derived from these sources will undergo rigorous treatment and will be totally 
safe for consumption. 

Along with these measures, BWSSB will also promote property-level rainwater harnessing, 
implement water conservation measures in partnership with institutions, run public outreach 
and stakeholder engagement programmes, and continue to build the capacity of its staff in 
these areas.

BWSSB will work with everyone who influences water in the region: policy makers, statutory 
authorities, government institutions, water planners, community groups, businesses and 
domestic customers. This engagement will be driven by a tailored and dynamic stakeholder 
engagement plan.

BWSSB will intensify its efforts to promote the value of water and will harness various types 
of communication to keep stakeholders abreast of progress. BWSSB will learn as much as it 
can from its stakeholders and collaborate to develop new ways to improve its services.

BWSSB will reconfigure and enhance its popular 
RWH Theme Park, which demonstrates important 
water concepts, water saving techniques and new 

technologies to the public, water saving ideas and 
interactive learning experiences. The centre will be open 
to everyone and will promote three fundamental themes: 
water conservation, rainwater harvesting and water reuse. 

Every Drop Matters

Water Centre
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The Water Services for All strategic initiative focuses on providing safe and reliable 
water services to everyone. This means that as Bengaluru’s population continues to 
grow, everyone will be progressively connected with the network, is ensured universal 

access to clean water and that all wastewater generated is collected, conveyed, treated 
and disposed safely.

BWSSB is also implementing state-of-the-art tools and technologies to enhance operational 
resiliency and uphold its social and environmental commitments by effectively managing 
the urban water cycle. Examples include:

• Automatic water monitoring tools in pipes and treatment plants,

• New treatment technologies to address contaminants of emerging concern,

• Advanced technologies for inspecting and rehabilitating water and wastewater pipes,

• Creating water grid by connecting large transmission pipes with feeder networks to 
develop resilient water distribution,

• A computerised database to update and maintain accurate asset information,

• Advanced asset management techniques to optimise asset maintenance.

BWSSB has a clear and defined road map of short-, mid- and long-term activities to deliver 
this initiative, including the following:

• Ongoing water sewerage network expansion in erstwhile 110 villages area to supply 
currently unconnected communities,

• Phase-wise rehabilitation of old or under-capacity sections of wastewater 
networks,

• Refurbish, install and progressively upgrade the drinking water treatment 
plant at TG Halli to produce drinking water available through indirect 
potable reuse scheme, and other surface water schemes such as 
Linganamakki, Yettinahole and Sea Based Reservoir scheme,

• Upgrade existing wastewater treatment technology to meet 
stringent treated effluent quality criteria, 

• Upgrade the total wastewater treatment capacity to treat future 
wastewater generated,

• Install a thermal oxidation facility at each valley for bio-solids 
management and energy recovery,

• Interconnect feeder network of all CWSS stages to improve 
network resiliency.

Water Services for All Excellence in Customer Service 

Striving for customer service excellence is at the heart of BWSSB’s vision. BWSSB’s 
dedicated team of more than 4,000 works continuously to ensure all customers 
receive clean water and that their wastewater is managed effectively. BWSSB re-

sponds swiftly to serve customer needs and will always strive to guarantee the highest 
levels of service and support.

BWSSB aims to become a recognised leader in customer service and an organisation that 
prioritises customer welfare in everything it does, whenever it does it.

For BWSSB to deliver its vision, understanding what it is doing well and where it needs 
to improve are key. With this information, BWSSB can maximise its successes and quickly 
address any shortcomings. To ensure it accurately measures and effectively tracks its 
progress, BWSSB is committed to monitoring its performance in several ways:

• Regularly inspecting the condition of all key assets using online data analytics,

• Tracking every customer question or query to quickly resolve problems and improve 
customer satisfaction,

• Supporting independent, external audits of BWSSB operations,

• Conducting annual customer surveys through an independent organisation,

• Implementing social media analytics in guiding business decisions.

BWSSB's recent and ongoing initiatives, such as state of the art call centre, a 
customer friendly website, and plans for creating a customer experience 

centre, reflect its unwavering commitment towards delivering the 
services in a continual, sustainable, and professional manner. 

BWSSB believes that the key to high-quality service delivery is 
a motivated and dedicated workforce, and it is committed 

to supporting its staff as they develop long and successful 
careers. As one example, BWSSB will establish a mentor-
ing programme for its young professionals, nurturing 
their skills so that the knowledge of experienced engi-
neers is passed on.

BWSSB provides the level of service 
that customers expect and value.

• Easy to deal with

• Right first time

• Helpful and friendly
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Long-Term Water Security 

Access to clean water and sanitation is a human right, and BWSSB is committed to 
keeping its services accessible and affordable for everyone.

To run its operations, BWSSB has to spend on from the point of rain, to drain, 
under major categories of water collection, treatment, transfer, distribution, collecting 
wastewater, transferring it to point of treatment for safe disposal or for reclamation. This 
means spending on chemicals, energy, establishment, maintenance of assets and facilities 
and much more. For all this, BWSSB generates its revenue by way of collecting the water 
charges which has the component of wastewater management. The tariff is the main 
source of revenue for BWSSB to meet the expenses towards for the operation and mainte-
nance of its infrastructure, improvement works and to pay for its staff. To develop and 
build new infrastructure, BWSSB borrows money from the government and international 
funding agencies to be repaid over a period of time.

To ensure the continued provision of water services, it is critically important that BWSSB 
prices its services appropriately, considering affordability for all of its customers, and also 
to aim towards full cost recovery.

BWSSB is actively developing policy instruments to ensure fairness in water pricing that 
promotes judicious use and value of water, and generate revenue for BWSSB to trend 
towards becoming financially sustainable and independent.

At operation level, BWSSB is currently implementing several new initiatives to support its 
customers and improve revenue collection, including the following:

• Developing a dedicated mobile app that will allow customers to pay bills, report a fault, 
receive notifications and ask queries—all in one place.

• Making bills more informative by ensuring that charges are clear while also telling 
customers how their water use is changing over time, how their usage compares to the 
average customer, and how they can reduce their bill.

Rational Pricing

The initiative focuses on securing the water future of Bengaluru, so that the city can con-
tinue to thrive in a sustainable manner. BWSSB aims to deliver a continuous, reliable and 
resilient water supply to Bengaluru. This means a 24/7 water supply, 365 days a year, with 

a diversified water portfolio that provides resiliency to meet increasing water demand and a 
changing climate. Climate change adaptation strategies, such as establishing drought triggers 
for action and corresponding drought management actions, are part of this strategic initiative. 

Water Demand Management is, and will be, central to BWSSB’s approach, however, Bengaluru 
will require additional water sources in future, due to increasing population and water demand. 
BWSSB has looked outside its service area for new water resources that can be sustainably and 
economically harnessed without negatively effecting other water users or the environment. 
These water resources are categorised as primary and back up resources, for BWSSB to harness 
in short, mid and long term. 

BWSSB has identified following potential water resources projects to ensure water security for 
Bengaluru through the future.

• Stage V of Cauvery Water Supply Scheme (CWSS),

• Harnessed rainwater on catchment scale,

• Linganamakki bulk water transfer scheme,

• Yettinahole diversion scheme,

• Sea based reservoir scheme.

Revenue Receipt (in Million Rupees) Revenue Expenditure (in Million Rupees)

Other receipts 
(wastewater and 
general receipts) – 10%

Revenue from Water Supply – 90%
Water Supply and 
Wastewater Operation 
and Maintenance  (54%)

Pension Fund (1%)

General 
Administration (13%)

Debt Servicing (29%)

Depreciation Reserve (3%)

Bengaluru’s Water Taps

Surface Water

Recycled Water

Rainwater
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BWSSB is committed to be the best water service provider in India through an unwavering 
focus on sustainability, innovation, integrity and customer service. 

The BWSSB Services Blueprint includes important steps for achieving its vision. BWSSB has 
already begun to implement several of these initiatives, and it will keep everyone up to date by 
posting regular progress updates on its website. Key action items are:

• Initiating schemes to capture and use more of Bengaluru’s rainfall and to 
improve the quality of city lakes, and thereby generating its own water,

• Actively engage with bulk water customers including industries, large 
institutions, commercial establishments, manufacturing units, and identify 
potential for selling recycled water to such sectors,

• Installing automatic monitors in treatment plants and pipe networks so that 
equipment can be operated more effectively,

• Using a computerised system to identify when equipment requires 
maintenance, so that the most important assets never fail,

• Creation of Water Information Hub – capitalising on data collection, 
analysis, and display for decision making, 

• BWSSB’s New Initiatives Department continues to progress towards 
complete digitisation of data pertaining to assets, and using advance 
GIS analytics tools for data storage, retrieval, and decision 
making, 

• Identifying energy efficiency improvements at 
water pump stations, which are the main 
source of BWSSB’s operating costs,

• Launching a Water Centre for everyone 
to learn value of water,

• Establishing a ‘Water Future Hub’ 
where companies can share new 
innovations and ideas,

• Providing water-efficient fixtures 
for homes and businesses to 
reduce wastage of water,

• Establishing a new team to quickly 
replace faulty meters and fix leaks.

Services Blueprint 

In the past 5 years, BWSSB has spent more than ₹75 
billion on new infrastructure, maintaining assets and 
facilities and purchasing goods and services.

To achieve its vision for the future, BWSSB will continue to 
use its competent staff and the best Indian and 
international expertise. BWSSB will increasingly use local 
suppliers, helping to sustain the local economy.

To stimulate the local water industry, BWSSB will develop a 
Water Future Hub. The forum will connect local companies 
with national and international experts to share knowledge 
and capabilities that can develop new ideas, innovative 
solutions to address future water challenges. Over time, the Water Future Hub will establish 
Bengaluru as a recognised epicentre of water expertise around the world.

BWSSB is proud of its strong commitment to ethical business, and it conducts itself with 
integrity and fairness at all times. Through constructive business relationships with suppliers 
and business associates, BWSSB aims to accomplish the following:

Water Future Hub

A facility for BWSSB, local 
suppliers, national companies 
and international experts to 
share expertise, ideas and 
knowledge.

The hub will convene regular 
meeting and workshops to 
share best practices.

Working with Local Industry

• Work with organisations whose business conduct, principles and 
standards are driven by highest standards of ethics, integrity, and 
fairness, and the values are compatible with BWSSB’s core values.

• Develop partnerships that provide cost certainty, within clearly 
defined boundaries of contractual responsibility.

• Promote fairness among all suppliers and procure services by using 
standard contracts in a transparent manner.

• Initiate “Bengaluru Water Week” Programme to promote 
collaborative brain storming, idea sharing and demonstration of 
recent advances in water industry.

• Initiate a technology experimentation facility with local water 
industry to test bed innovative treatment technologies.

BWSSB is the proud winner for 
“Water Leaders Award - 2018”
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Programme and Plan – Key Projects

• Implementation of Cauvery Water Supply Scheme to supply drinking water to peripheral 
and part of core areas of Bengaluru – 775 MLD from 2023,

• Implement catchment scale Rainwater Harnessing Scheme at Yelahanka Lake to supply 
drinking water – 15 MLD from 2023,

• Implement integrated rainwater harnessing and recyle/reuse scheme at Yele Malappa 
Shetty Lake – 150 MLD from 2035,

• Harness water through Yettinahole Diversion Scheme to store and supply from 
TG Halli Reservoir – 250 MLD by 2035,

• Implement Linganamakki Bulk Water Transfer Scheme – 500 MLD from 2035,

• Expand Linganamakki Bulk Water Transfer Scheme – 1,000 MLD (total output) from 2050.
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t • Implementation of V Valley Recycle Scheme Phase I: Construction of an advanced water 
reclamation plant at Tavarekere and utilising TG Halli as storage reservoir – 250 MLD 
from 2035,

• Implementation of V Valley Recycle Scheme Phase II: Install a new advanced water 
reclamation plant at Nagasandra of 150 MLD and expand the capacity of advanced 
water reclamation plant at Tavarekere to 450 MLD; utilise TG Halli as storage reservoir 
– 450 MLD from 2050,

• Continue promoting recycled water utilisation, target of 10%, 15%, 20% and 25% by 
2020, 2023, 2035 and 2050.
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• Refurbishment, expansion, and treatment technology upgrade of CRS Waterworks – up 
to 250 MLD, 750 MLD and 1250 MLD by 2025, 2035 and 2050,

• Proactively plan, rehabilitate and upgrade the water distribution network; install online 
water flow and quality monitors on strategic location of distribution network to collect 
data and implement advance network analysis such as cluster and cohort analysis – 
by 2025,

• Continue programme of meter replacement to phase out type 1 meters – by 2035,

• Continuous and strategic monitoring for contaminants of emerging concern at strategic 
locations from source to water treatment plant; time-based water treatment technology 
upgrade road plan to ensure high quality drinking water.

W
at

er
Tr

ea
tm

en
t &

 D
ist

rib
ut

io
n

• Implement fully functional and utility wide “Asset Management System” and accomplish 
ISO 55000 accreditation – by 2023,

• Continue digitisation of data pertaining to BWSSB’s assets, and implement a framework 
for asset data storage, retrieval, and analysis – by 2020

• Implementation of Social Media Analytics for guiding decision making – by 2023,

• Expand and complete installation of centralised SCADA system to all water and wastewater 
treatment facilities – by 2025,

• Continue and complete implementation of MIS tools for effective operations.As
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• Continue with installation of property level rainwater harnessing units,

• Sustained water conservation initiatives and continuous public/stakeholder engagement 
for promoting recycle and reuse, and reducing domestic and non-domestic water 
demand,

• Midterm target of per capita supply at 135 lpcd (100 lpcd fresh water and 35 lpcd 
recycled water),

• Large scale indirect potable reuse, creation of “Water Grid” for promoting local recycle 
and reuse,

• Implementing water efficiency standards and drought triggers,

• Continue NRW reduction (physical and commercial) programme, minimum target of 
35%, 30%, 25% and 15% by 2020, 2025, 2035 and 2050.

W
as

te
wa

te
r 

Co
lle

ct
io

n 
& 

Tr
ea

tm
en

t

• Expand wastewater treatment capacity, target of 1800 MLD, 2000 MLD and 2725 MLD 
by 2025, 2035 and 2050,

• Upgrade 600 MLD of existing wastewater treatment capacity to meet CPCB revised 
treated effluent standards – completed by 2020,

• Install a thermal oxidation facility at each valley for bio-solids management and energy 
recovery – from 2030,

• Continuous and strategic monitoring for contaminants of emerging concern; a 
time-based wastewater treatment technology upgrade road plan to produce high 
quality treated effluent, 

• Cyclical urban waterscape management; capture and treat 100% of wastewater and 
rejuvenate urban waterbodies – by 2025,

• Proactively plan, rehabilitate and upgrade the wastewater collection and conveyance 
infrastructure – by 2030.
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• Introduce “Recycle and Reuse” Policy for direct non-potable and indirect potable reuse 
at local and city level – by 2018,

• Continue BWSSB staff capacity building in technology adoption, maintenance, and 
delivery, 

• Implement Water Metering Policy for better water accountability and eliminating 
commercial losses – by 2018,

• Incentivise water conservation and provide targeted subsidies for financial sustainability, 
targeting full cost recovery in long term; 

• Continue focused stakeholder and public engagement and outreach programme – 
develop strong community and stakeholder partnership,

• Transforming in to the Utility Of The Future (UOTF) by becoming Water Resources 
Recovery Facility.
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Strategic Master Plan is intended to be 
a dynamic document and is both 
dynamically evolving and sustainable. 

It will be used for infrastructure planning 
purposes, guide the budget process, and 
making necessary key operational and 
personnel decisions. It will help the Manage-
ment of BWSSB to foresee what is strategi-
cally important, both for the customers as 
well as the Bengaluru communities we serve 
today, and to the future generations.

The progress towards implementing this 
plan, that is, achieving the stated strategic 
goals, will be tracked, evaluated, and re-
ported on a regular basis. Further, this 
document and its contents will also be 
regularly revisited, evaluated, and updated. 
Through the right combination of diligence, 
discipline, flexibility, responsiveness, and 
resilience, the Bengaluru Water Board and 
its staff will use this plan to accomplish 
Board’s mission and vision.

Continual Performance 
Improvement 

Technical Hierarchy 

  

Supply of water per person per day – fresh  water

Water samples meeting or exceeding specified water 
quality guidelines  

Households with direct water supply  connection 

Non-revenue water (% of total volume of water 
supplied)  

Households with direct connection to the wastewater 
collection network 

Wastewater treated to at least a secondary level

Wastewater received at water reclamation plant that 
is recycled or reused

Ratio of annual operating revenue to operating costs

Percentage of revenue collected to revenue billed 

Water Supply 
Sources

Water 
Treatment

Water 
Transmission 
and 
Distribution 

Wastewater 
Collection 
System

Wastewater  
Treatment

Recycled 
Water

Financial 
Sustainability

Focus Area Performance Indicator 2018 2025 2035 2050  

110 100 100 100 

Supply of recycled water per person per day  ~12 20 25 35 

100% 100% 100% 100% 

75% 100% 100% 100% 

37% 30% 25% 15% 

75% 100% 100% 100% 

75% 100% 100% 100% 

~10% 15% 20% 25% 

~98% 100% 100% 100% 

 
>1 >1 >1  

Benchmark Target Service Level Benchmarks/indices

BWSSB will regularly refine and 
update important strategic 
plans so that it stays on 
track to achieve its vision.

The progress of strategic 
initiatives will be reviewed 
annually and BWSSB’s overar-
ching Master Plan will be com-
prehensively refreshed every 5 years. The 
annual review will include responses from 
customer focus groups, independent audits of 
BWSSB performance and staff feedback. The 
review will include key underlying data such as 
population estimates, water demand calcula-
tions, adequacy of the facilities and the condi-
tion of key assets.

To keep its customers informed, BWSSB will 
regularly update its Website and publish 
quarterly newsletters regarding its progress. 
BWSSB will also expand the role of its monthly 
Water Adalats to include progress updates and 
to discuss projects being implemented.

ACE
QA

 

ACE: Addi�onal Chief Engineer
NRW: Non Revenue Water
WWM: Wastewater Management
QA: Quality Assurance
CMC: City Municipal Council
DCW: Deposit Contribu�on Works
MIS: Management Informa�on System
New Posi�ons are in Red

Technical Hierarchy

Engineer In Chief

Ch

ief Administra�ve Officer

CHAIRMAN

Financial Advisor

Opera�on and M
aintenance

Chief Engineer
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Chief E
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Projects

Chief Engineer

WWM-1

ACE
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The BWSSB aims to fulfil its goals and 
objectives to carry out the mission of 
the organisation, and it is necessary 

that a synergy is created through 
cross-functional approaches, which maxi-
mizes BWSSB's ability to be a high per-
forming organization.

Examples of cross-functional efforts include 
using new technology to convert wastewa-
ter into a valuable resource, and integrat-
ing practices and procedures throughout 
the department that result in an environ-
mental management system based on ISO 
14001 standards.

BWSSB combines this integrated approach 
with consideration of external factors and 
collaboration with other departments in 
the City and stakeholders, such as the 
BBMP and citizens of Bengaluru, to lever-
age the greatest improvements in quality 
of life for Bengaluru community. 

The BWSSB is structured to facilitate 
cross-functional approaches and create 
synergies with four divisions: Business 

Today and Tomorrow

Operations, Operations & Maintenance, Water 
and Wastewater Management, and Science & 
Engineering. This matrix system of four divisions 
is intended to encourage coordination, commu-
nication, and teamwork to allow for increased 
efficiencies in achieving organizational goals and 
objectives.

As conditions change, utilities must navigate a 
transition to a new paradigm in which sustain-
ability and innovation become core values 
through the integration of resources. BWSSB 
aims to be the Utility Of The Future (UOTF), and 
its progression towards becoming UOTF would 
be designed per key principles – principles which 
are inherently connected to BWSSB goals and 
objectives – focused on achieving unprecedent-
ed levels of sustainability and innovation. 

In BWSSB, there is an undercurrent drive towards 
becoming more energy and operationally effi-
cient, recovering energy from bio-solids, reusing 
effluent and bio-solids, recovering nutrient and 
other constituents, transforming waste streams 
into valuable new commodities, and working 
collaboratively with other stakeholders. 

You can learn more about BWSSB, ask queries 
and obtain contact details from our website 

— www.bwssb.gov.in

As a UOTF, BWSSB will 
engage more fully with 
others that share the 
water resource through 
watershed-based 
approaches, innovative 
partnerships, and 
adaptive management 
techniques to ensure 
that actions maximize 
environmental benefits.
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2018

2019

2020

2022

2025

2035

2040

2045

2050

• Add 225 MLD of new wastewater 
treatment capacity.

• Implement Phase I of wastewater network 
rehabilitation (total period 7 years).

• Implement suite of integrated policies for 
metering, recycle reuse, tariff and asset 
management. 

• Implement AMI/AMR Framework.

• Interconnect existing CWSS Feeder Network. 

• NRW target -35%.

• Implement Phase II of wastewater network 
rehabilitation (total period  - 7 years).

• Upgrade existing 600 MLD of wastewater 
treatment technology to CPCB standards.

• Implement AMMS for all assets. 

• Establish biosolids management and energy 
recovery facility in each valley. 

• NRW target - 30%

• Masterplan Horizon

• Install additional new wastewater 
treatment capacity of 160 MLD.

• Capacity upgrade of 560 MLD.

• Implement Asset Management 
Monitoring System (AMMS) for major 
asset types.

• Initiate implementation of Yelahanka 
Rainwater Harnessing Scheme 15 MLD.

• Implement Phase III of wastewater 
network rehabilitation (total period - 
7 years).

• Complete implementation of online 
network data collection.

• Fully real time network hydraulic
model operation. 

• Develop and implement emergency 
response plan for all major asset types. 

• Implement Phase I of V Valley 
Recycle Scheme - potential up to 435 MLD.

• Expand Yelahanka and Yele Mallappa 
Shetty Lake Integrated Rainwater & 
Recycle Scheme - potential up to 165 MLD.

• Interconnect TG Halli transmission line
with CWSS feeder network.

• NRW target - 25%.

• Expand existing Yelahanka and Yele 
Mallappa Shetty Lake - combined 
potential up to  265 MLD.  

• Implement Phase II of V Valley recycle 
scheme to yield additional 175 MLD 
(Combine Phase I and II potential up to 
610 MLD).

• Implement Linganamakki Bulk Water 
transfer scheme (yield up to 1,000 MLD)

• NRW target - 15%.

• Implement CWSS Stage V - 775MLD.

Timeline




