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Highlights 

• Community members may prefer to pay for water seasonally rather than monthly. 

• Volunteer water user committee members sometimes misused funds, reducing the revenue 

available for water point maintenance. 

• The water point caretaker role was critical to socially appropriate problem-solving and fee 

collection, justifying a formal position and appropriate compensation.  

• Conflicts over queuing and water transport containers could negate the benefits of safe water 

access. 

Background 

Uganda’s rural communities face challenges in regularly accessing safe water for household 

consumption and tasks (Aquaya 2019). Improved community water sources such as deep groundwater 

handpumps break down frequently, often requiring cost-prohibitive repairs (Harvey and Mukanga 2020; 

van den Broek and Brown 2015; Carter and Ross 2016; MacAllister et al. 2022). Since the 1980s and 

1990s, volunteer water user committees in each community have been charged with ongoing water 

system operation and maintenance, despite their low capacity to support timely, effective repairs 

(Whaley et al. 2019). Uganda and other countries in sub-Saharan Africa are experiencing a nascent shift 

from voluntary community-based water point management to fully professionalized or professionally 

supported maintenance (Cord, Javernick-Will, Buhungiro, Harvey, and Linden 2022; Lockwood et al. 

2021). Professionally supported maintenance models in Uganda to date have taken the form of 

consolidating independent mechanics to provide organized oversight and more sustainable water access 

through consistent, high-quality preventative maintenance (Smith 2021; Harvey and Mukanga 2020; 

Deal and Furey 2019). These schemes operate using about 75% subsidization from donors, with 

community customers contributing at best 25% of true costs (McNicholl et al. 2019; Harvey 2021). 

 

As one example, the nongovernmental organization International Lifeline Fund sponsors the Everflow 

initiative in Uganda. Their approach employs local mechanics who visit each contracted community on a 

monthly basis to check handpump functionality and perform routine maintenance (Smith, Atwii Ongom, 

and Davis 2023). If the mechanic detects issues, they schedule time for additional repairs, usually within 

one day. In between visits, community-level caretakers keep daily performance metrics (e.g., number of 

pump strokes required to fill one jerrycan) and call a toll-free hotline if they notice any issues or 

changes. Everflow contracts with communities on an annual basis and collect a flat monthly service fee 

(either 80,000 UGX or 90,000 UGX per month, or approximately 22–25 USD) starting after the first three 

months. Then, either the community or Everflow remits a 10,000 UGX (~3 USD) per month tribute to the 

caretaker, which helps to supplement their primary income from farming. Aside from these periodic 

contacts, the communities and volunteer water user committee leaders largely operate autonomously. 

Per-household fees, collection methods, and schedules are handled at the communities’ discretion and 

typically carried out by the caretaker, volunteer committee, and/or the local government chairperson. 
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Objectives 

To better understand the viability of Everflow’s maintenance approach, this in-depth qualitative analysis 

evaluated local perspectives from 20 subscribed communities across two low-income rural districts of 

Uganda, Apac and Kwania. Residents primarily engage in subsistence agriculture, with some other 

economic activities such as fishing and ride sharing. We aimed to better understand what drove user 

compliance with financial contributions toward handpump maintenance. We hypothesized that 

perceptions of fairness and trust, as well as group problem-solving dynamics, underlay satisfaction and 

payment compliance. These phenomena were selected as influential drivers of individual and collective 

decision-making (Freeman, Baggio, and Coyle 2020; Parks, Joireman, and Van Lange 2013; Naiga 2018; 

Naiga and Penker 2014; Shunglu et al. 2022). The study offered insight into user experiences and elicited 

factors affecting payment outcomes. Lastly, we matched barriers to potential practice adaptations. 

Approach 

Twenty selected communities (Figure 1) had previously or newly subscribed to an Everflow service 

contract requiring monthly payments for handpump maintenance service and repairs between August 

2017 and March 2021 (Table S1), when deep groundwater handpumps were installed or rehabilitated in 

each community. We collected qualitative data from approximately 250 participants in March–April 

2021 and again six months later (October 2021). Respondents included water users, water committee 

members, handpump caretakers, handpump mechanics, local political leaders, and health workers. We 

computed each community’s payment compliance (total amount paid divided by the total amount 

billed) using 11 months of payment records (January–November 2021). 

 

 
Figure 1. Locations of 20 communities (blue circles) and Apac capital (black star) in Apac and Kwania 
Districts of northern Uganda. 
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Data Analysis 

To better understand what factors drove customer satisfaction and payment compliance, an exploratory 

thematic analysis (Braun and Clarke 2006) inductively elicited themes from individual interview and 

focus group transcripts (translated from Lango into English). This involved logging and grouping memos 

and exemplary quotes of single or repeated thematic observations (Birks, Chapman, and Francis 2008). 

In addition, we deductively divided the data into nine topical domains (Figure 2), focusing on 

perceptions of trust and fairness (hypothesized as important to individual decision-making) as well as 

collective problem-solving (hypothesized as critical to overcoming implementation barriers). We applied 

negative, positive, and neutral/indeterminate coding to text passages and domain summaries, as well as 

each community’s overall experience. We then compared data within communities, across 

communities, and from baseline to follow-up.  

Findings were validated among an additional sub-sample of five focus groups (Everflow staff plus four 

communities) using “member checks,” which consisted of presenting and discussing preliminary results 

(Nowell et al. 2017). Lastly, we assessed whether a quantitative payment outcome (i.e., percent paid 

fees in 2021) corresponded to qualitative ratings across domains (i.e., negative, neutral, positive) or 

control variables (i.e., community size, distance from provider, service enrollment date). 

 

Figure 2. Qualitative data were summarized into nine domains across each of the 20 communities and evaluated 
for their influence on fairness, trust, and collective problem-solving. 

Ethical Review 

The data collection protocol was reviewed and approved by the Mildmay Uganda Research Ethics 

Committee (#REF REC 0305-2020) and Uganda National Council for Science and Technology (#SIR47ES). 

All participants were verbally informed about the study and consented to participate. 

Findings 

Themes 

Five influential themes emerged from close review of the qualitative data describing the handpump 

maintenance service experience: 

1. Users were generally uncomfortable with recurring expenditures and expected breaks in payment 

while the handpump was working. Steady insurance-style pricing schemes remained distrusted 

where communities had not recently experienced major breakdowns, and paying for ongoing 

services carried much less cultural familiarity than paying for one-time goods or services. Water 
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users perceived mid-year, per-household price increases as particularly unfair. The majority of 

community members and local leaders expected breaks in fees while the pump was functional, and 

did not recognize that Everflow’s service expenditures far exceeded their revenues. Only a subset of 

respondents observed the benefits intuitively: "When you have your beans in the house, you cannot 

compare yourself with some[one] just going to look for it in the market. So, I feel the money we 

collect is like we are saving for future repair of our handpump, such that when the handpump breaks 

down they just pick and use for repair." Others compared the payment scheme to ongoing expenses 

such as those for school, food, phone, or savings accounts.  

2. Residents of smaller communities felt more pressure to pay than residents of larger communities, 

since a flat monthly fee applied to all community sizes. In large communities where leaders 

irregularly collected fees, displayed favoritism, or allowed larger cross-sections (~30% of 

households) to avoid payment, users became discouraged and overall payment compliance 

suffered. One water user commented, “I keep dodging because I do not want to keep paying alone.” 

Those who dodged payment reported feeling guilty and shy, albeit not enough to change their 

behavior. In all communities, a limited number of users were formally exempted for multiple 

reasons, which varied among communities (e.g., elderly, extremely poor, people with disabilities, 

single-person households, church leaders, water point landowners or caretakers). In addition, a 

small subset (typically <5–10 households) actively avoided payment in each community by 

“sneaking” to fetch water or verbally abusing the caretaker. Some respondents believed this 

stemmed from inherent values: “you know some people are born and brought up in a bad way that 

cannot allow change.” Thus, a percentage of losses may be unrecoverable. Some payment skimming 

among volunteer leaders was considered acceptable, so long as it did not impact services (i.e., the 

community’s ability to pay Everflow monthly). 

3. Water users responded better to flexible payment or installment schedules, because their income 

varied throughout the year. Strict enforcement mechanisms (e.g., immediately barring water 

access) were generally perceived as less fair than diplomatic requests and accepting installment 

payments, assuming users had a history of paying. One water user described this feeling, “When I 

request that I do not have money and they take my request, I feel happy and I feel they love me 

therefore this motivates me to pay.” Notably, agricultural workers receive income seasonally rather 

than once a month. Several respondents reported the benefits of customized pricing, for instance: 

“This [six-month] payments also relieve stress during hunger periods, like in May and June where we 

experience no money as we wait for our crops to get ready.” One caretaker noted, “[We] allow the 

community to pay installments, and when someone pays half and say there is no money, I should 

accept because we know how they get money.” Fish harvesters also responded well to an 

enforcement mechanism that collected water fees after a catch if the household was delinquent on 

water service payments. Users needed some assurance that installment payments were 

appropriately recorded and credited by the caretaker.  

4. Key individuals (especially caretakers) strongly influenced user experiences with the water 

service. Although the maintenance approach introduced professional support relative to traditional 

community-based management, it continued to rely on inconsistent volunteer labor contributions. 

Water user committees held some high performers, but were susceptible to common drawbacks 

(e.g., temptation of self-benefit; secrecy; inactive members; no term limits; no minimum term; lack 

of training, compensation, or oversight). Even short-term negative dynamics sometimes had longer-

term effects on community trust. One water user remarked, “But you know they say one frog spoil[s] 
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the water; any negative action from only one of them can discourage many water users." In several 

cases, strong individual leaders were capable of overcoming multiple community challenges, 

demonstrated ingenuity in resolving social quandaries. Caretakers’ hours and techniques to address 

fee collection and issue resolution varied widely in effectiveness. A health assistant acknowledged, 

“most community members leave the management of the water point to only the caretaker." The 

community members were much more frequently able to replace problematic caretakers, though, 

relative to individuals on the water user committee.  

5. Acute negative experiences, such as arguments over taking turns or subjective enforcement of 

container cleanliness rules, deterred handpump users. These common sources of social conflict 

strongly increased perceptions of unfairness, especially if paying community members could not get 

water. A caretaker reported, “some water users come with 5 or 10 jerrycans and they want to fetch 

it all while others are waiting, because they have a large family, thus leading to conflict because 

water users with few jerrycans will not accept. Other water users [do] not want to put the jerrycan 

on line, and when you tell them they start quarreling.” Evenings during the dry season were most 

overcrowded, when line-jumping often resulted in verbal altercations among women fetching 

water. In extreme cases, crowding led to inordinate wait times (full days) and physical violence or 

unwanted sexual encounters. Caretakers most commonly experienced verbal abuse when 

attempting to collect fees or enforce jerrycan cleanliness. A water user noted, “...people here do not 

care about dirty jerrycans, and if they were to die then by now, they would be dead.” Water point 

bylaws were inconsistently enforced, in part because elected authorities often lived offsite and 

expected additional compensation for time and travel. In addition, Everflow halted a policy of 

service disconnection for non-payment due to strong perceptions of unfairness and the physical 

danger to handpump mechanics. 

Barriers and Enablers 

A comprehensive list of the positive and negative factors affecting feasibility of the handpump 

maintenance approach is shown in Table S2. Comparing qualitative notes across all domains with 

quantitative payment outcomes by community (last column of Table S1), several factors were associated 

with improved payment compliance:  

• Limited water options—Lack of better alternative water sources nearby 

• Professional caretaker—Compensation or benefits for the water point caretaker as well as 

interpersonal skills  

• Problem-solving—Capability to collectively resolve issues affecting water point management 

within a few months (e.g., debts, ineffective managers, communication gaps) 

• No payment surprises—Predictable payment amounts and flexible payment schedules 

• Good money management—Minimal corruption or theft among the volunteer water committee 

members holding payments 

Data Triangulation 

Communities had varied experiences and varied payment compliance with the handpump maintenance 

program (Table S1). End-of-year payment compliance ranged from 36% to 160% (mean = 90%; median = 

94%), where values greater than 100% reflected advance payments. The qualitative data summary 



6     |     Subscription Handpump Maintenance Evaluation  aquaya.org 

categorization across all domains offered insight into end-of-year payment outcomes (Figure 3) to a 

greater extent than any individual domain, showing that a broad range of factors affected user 

experiences. Using the last available experience rating, communities with a negative overall experience 

had an average payment compliance of 65% (n = 3), compared to an average of 96% among those rated 

as having a positive experience (n = 5). In contrast, we did not observe correlations between payment 

outcomes and other variables: driving distance (minutes) to the district capital, length (months) of the 

service contract, or community population size (R2 < 0.12, n = 20). 

 
Figure 3. Comparison of payment compliance with the communities’ latest available overall experience 
rating (n = 20) 

Implications 

Everflow might propose more than one household-level pricing or payment plan (e.g., monthly, 

quarterly, semiannual, or annual fee). In contrast with Cord et al. (2022), we found larger communities 

felt less pressure to comply with individual household payments, suggesting a per-household rate might 

function better than a flat rate for all community sizes. Consistent pricing across neighboring areas 

increased perceptions of fairness. Another pricing consideration might be to charge communities higher 

startup costs (e.g., first 2–3 months deposit, joining or rehabilitation fee, contract renewal fee following 

a lapse) so that ongoing maintenance is accurately perceived as less costly. Bundling water fees with 

more accepted services (e.g., school subscriptions) or collecting payments through community savings 

groups are other potential avenues for increasing compliance (The Water Trust 2022; Marshall, 

Guenther, and Delaire 2021). Improved water payment compliance might enhance progress toward (but 

not ensure) overall financial sustainability of maintenance programs, which depends on larger changes 

in institutional incentives (Smith, Atwii Ongom, and Davis 2023). 

Greater accounting transparency could counteract the simultaneous pressure on the service provider 

to increase expenses (e.g., wages) and decrease subscriber fees. A subset of community members 

responded positively to messaging about saving for the future and enabling expansion of services. 

Financial information could backfire, though, if users became discouraged or felt that subsidies should 

               Negative                 Neutral                                Positive 
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cover all water expenses. Water user committees are generally expected to report out on budgets 

verbally at accountability meetings held once a month; however, we found these suffered from low 

engagement (e.g., due to poor past experiences, gendered attendance expectations, lack of time or 

incentive). Some respondents valued written records more, but written signs exclude illiterate 

community members. Combining both verbal (e.g., radio) and written communication methods might 

engage a greater portion of consumers, highlight accomplishments, and encourage friendly competition 

among communities. Future research could test specific methods and messages. 

As communities transition from volunteer to professional 

management, water service providers will be more 

effective if they consider consumer preferences. Even 

where subsidies provide the bulk of revenue, customer 

service should be a priority. Factors such as competitive 

remuneration, repetitive training, certification, and peer 

support mechanisms would help to support high 

performance and retention in the influential caretaker 

(operator) and handpump mechanic labor markets. In small 

rural communities, group harmony and leadership stability 

may trump resolving longstanding conflicts (Brown and van 

den Broek 2020; Cleaver, Whaley, and Mwathunga 2021). In 

contrast with Olaerts et al. (2019), we found the volunteer 

water user committee posed a risk to water maintenance 

funds and recommend reducing rather than strengthening 

their role moving forward. Caretaker appointments, 

however, changed in several cases over the six months 

studied, often at the behest of water consumers. Thus, 

consumers were better able to voice complaints and take 

action regarding ineffective caretakers, relative to issues 

stemming from appointed or elected leaders with higher 

perceived social standing. 

Overcrowding and container cleanliness remain somewhat 

intractable sources of conflict for public handpumps. 

Handpump usage is difficult to predict before drilling, and site selection is subject to bias. Some 

caretakers limited the number of jerrycans per person during busy periods. Centralizing and normalizing 

procedures such as jerrycan cleaning or disinfection could reduce water point conflicts and negative 

user experiences, while reducing contamination and health risks; however, completely safe transport 

and storage at the household level may not be possible, given environmental challenges in these 

locations. Water safety might benefit from improved jerrycan or storage container design (Gärtner et al. 

2021; Meierhofer, Wietlisbach, and Matiko 2019; Hoekstra et al. 2010; Ercumen et al. 2015; Amin et al. 

2021; Anderson et al. 2021), objective water quality data (e.g., free chlorine residual testing program), 

an evidence-informed cleaning method (plus ranked backup options), and/or visual prompts (e.g., 

cleaning station positioned along the queue line). One caretaker added sand to dirty jerrycans at the 

 

Figure 4. Community volunteers assist 
an Everflow handpump mechanic (in 
blue uniform) to perform a repair 
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water point to force washing, while another encouraged users to rinse jerrycans with a little water from 

the pump before filling them. 

Finally, we noted underlying 

socioeconomic instability in 

these largely subsistence 

agricultural communities, 

where the payment status 

could change rapidly from 

one month to the next. 

Broader pervasive 

socioeconomic challenges 

(e.g., poverty, hunger, 

alcohol addiction, gender 

inequality, low literacy, 

budgeting skills) were 

reported to limit the 

feasibility of water 

development interventions. 

In low-income areas, 

ensuring livelihoods trumps 

water service improvements 

from the user perspective. Everflow suggested ability to pay for water services may benefit from other 

paired development initiatives, such as installing income-generating equipment (e.g., grinding mill, drip 

irrigation for a community garden, bread-baking equipment) or influencing product markets (e.g., cash 

crops or livestock, road improvements) for subscribed communities. Sensitization messaging around 

safe water access programs might also benefit from quantification of direct financial benefits, such as 

savings on medication or increased work productivity (Trent et al. 2018; Kumpel et al. 2020; Lucas, 

Cabral, and Colford 2011; Winter, Darmstadt, and Davis 2021). 

Potential Adaptations 

The results showed that Everflow’s maintenance concept addressed a number of key issues historically 

afflicting rural water services (e.g., speed and affordability of handpump repair, reliable maintenance 

service) and they continue to adapt the program to prioritize remaining challenges (Machado, Oliveira, 

and Matos 2022). For interventions such as maintenance programs to proceed and expand over time, 

implementation, training, and issue resolution support must remain in place. This could take the form of 

friendly audits, support calls, or coaching, for example. One caretaker reported, “I also would wish that 

Everflow should keep coming to educate and sensitize us then keep checking this handpump to remind 

and correct us from our weak points.” The approach should periodically be revisited and adapted to 

build on the options trialed and lessons learned from previous implementation cycles (Setty et al. 2019). 

  

 

Figure 5. Jerrycans lined up at the water point in one study community 
(Source: The Aquaya Institute) 
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Box 1. Practice perspective: Potential adaptations for the handpump maintenance service 

• Eliminate or reduce formal involvement of the volunteer water user committees to avoid 
financial losses, and promote formal financial management of water funds (e.g., through a 
professional caretaker or community savings and loan associations). 

• Increase caretaker compensation and/or offer water fee exemption, equivalent to a part-time 
living wage, and embed an alternate caretaker position to ensure consistent coverage and 
replication of training. 

• Convert flat community handpump fee to a graduated fee according to the approximate 
number of household subscribers, with a mechanism for individual exemptions. 

• Avoid introductory discounts to sidestep perceptions of free water services or a later price 
“increase;” instead, consider a higher upfront payment and/or pricing rewards, refunds, 
certificates, or refreshments to reinforce consistent payment behaviors. 

• Calculate more than one payment schedule adapted to local income patterns. 

• Share anonymized success stories about effective social practices, so low-performing 
communities can learn from high-performing peers (e.g., how to handle payment exemptions, 
installments, and discounts; allowing limited water for those in a hurry; methods for 
enforcing queues). 

• Enhance simplicity and reach of budget transparency (e.g., annual audit, report card, radio 
announcement) while reducing the frequency of poorly attended accountability meetings. 

Limitations 

Fewer observations were available at follow-up (14/20 communities) compared to baseline, although 

qualitative data resolution (reflecting the length and depth of interviews) improved substantially from 

baseline to follow-up. The study examined the internal context of each community, but external 

contextual factors such as handpump design, supply chains, and broader political dynamics were not 

considered. Payment outcomes may have been skewed due to residual effects of the Covid pandemic 

across all communities. Qualitative data were likely affected by participant response biases in multiple 

directions (e.g., courtesy, social desirability, reduced motivation due to expectation of financial gain, 

increasing candor due to comfort with interviewer) and translation issues (e.g., multiple people in chain 

of communication, vocabulary differences). Future research might benefit from supplemental methods 

such as direct participant observation, community immersion, or cognitive interviews. 
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Supplemental Information 

Table S1. Overall community experience categorization and descriptive characteristics 

Community1 Baseline 
Experience 

Follow-up 
Experience 

Date 
Subscribed 

Population 
Size2 

Distance to 
Capital 

% 2021  
Fees Paid 

T1 Neutral Neutral Mar 2021 Med-Small 30 mins 100  

T2 Neutral Neutral Feb 2020 Med-Small 30 mins 36 

T3 Positive Positive Mar 2021 Small 1.5 hours 120  

T4 Negative Negative Jan 2020 Med-Small 35 mins 76 

T5 Positive Positive Nov 2018 Med-Large 1 hour 78 

T6 Negative Negative Feb 2019 Large 35 mins 53 

T7 Neutral Positive Sep 2017 Large 20 mins 100  

T8 Positive Negative Aug 2017 Med-Small 25 mins 67 

T9 Neutral Neutral Mar 2021 Med-Small 1 hour 120  

T10 Neutral Neutral Dec 2019 Med-Large 50 mins 96  

C1 Neutral N/A Mar 2019 Large 30 mins 36 

C2 Neutral N/A Nov 2018 Large 25 mins 91 

C3 Positive Positive Mar 2021 Small 30 mins 80 

C4 Neutral Neutral Feb 2019 Med-Large 35 mins 100 

C5 Neutral N/A Nov 2020 Small 45 mins 160 

C6 Neutral N/A Mar 2021 Small 45 mins 82 

C7 Neutral Neutral Nov 2018 Med-Small 15 mins 118 

C8 Neutral Neutral Feb 2019 Med-Small 20 mins 120 

C9 Neutral N/A Aug 2017 Large 35 mins 76 

C10 Positive N/A Mar 2021 Med-Large 40 mins 100 
1T = communities randomized to receive an in-line chlorinator on the handpump; C = control communities 
2Estimated range (average of three data sources): 40–300 households; Small: <50; Med-Small: 50–110; Med-Large: 

110–170; Large: >170 households 

  



14     |     Subscription Handpump Maintenance Evaluation  aquaya.org 

Table S2. Summary of enabling and disabling factors in community acceptance of the handpump 
maintenance scheme 

Enabling Factors Disabling Factors 

Agency (sense of control over one’s actions and the 
consequences) 

• Collective agreement to the payment 
amount in advance  

• Predictable payment amounts 

• Adequate notice of collections (i.e., 1–2 
weeks) 

• Means to obtain money when needed (e.g., 
by selling bananas or chickens, giving rides, 
or other side jobs) 

• Refinancing or forgiveness options for 
communities in debt 

Transparency 

• Relatively small number of exemptions for 
those who genuinely cannot pay 

• Clear return on investment (no lapses in 
pump functionality) 

• Effective, long-lasting repairs 

• High-quality spare parts 

• Record books and receipts 

Fairness 

• Humble and respectful requests for 
payment 

• Fees similar to or less than local 
comparators 

• Flexibility (e.g., accepting installments) 
when someone has a good reason for not 
paying 

• Compensation for time spent supporting 
water system management 

• Functional mechanisms for voicing 
complaints and resolving issues 

• Non-community members paying an 
equivalent or higher fee to use water 

• Consistent bylaw enforcement 

Trust 

• Sustainable presence of water supplier in 
the community 

• Mental relief from consuming safe water 

Cost conservation 

• Toll-free service line (and promptly 
answered calls) 

• Onsite payment collection 

Consumer choice1 

• Availability of alternative water sources 

• Relative disadvantage (cost, distance, 

quality, wait time) compared to other 

sources 

• Perception of improved water sources as 

optional or elitist (not causing death) 

Biased or inhumane treatment 

• Harsh enforcement mechanisms (e.g., 

vulgarity, quarreling, no exceptions, no 

time allowance to come up with money, 

using force, confiscating belongings, 

disconnecting the pump) 

• Selective payment enforcement (e.g., due 

to favoritism, discrimination) 

• Public shaming (e.g., being told your 

jerrycan is dirty) 

Observing peer non-compliance 

• Ease of “sneaking” to avoid payment 

• Non-payers receiving water 

• Payers not receiving water 

• A sizable portion (e.g., 20%–40%) of other 

households failing to pay 

• Out-of-date water user roster 

Fund misappropriation, shortages, or delays 

• Suspected corruption or collusion (among 

community managers handling cash) 

• Temptation among managers to borrow 

water user fees for another purpose and 

repay the community later 

• Poor or inaccessible records 

• Delays in caretaker compensation 

• Increasing the fee amount or asking for 

supplemental payments mid-year 

Water supply functionality2 

• Long periods with no or minor repairs 

• Ability to allow service contract to lapse 
upon expiration and renew when repairs 
are next needed 
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• No added fees (e.g., for mobile app 
payment processing) 

• Savings on deworming, typhoid, or 
antidiarrheal medication 

• Refreshments offered at meetings 

• Convenient handpump location (time 

conserved for school or work) 

• Water availability for income-generating 
work 

• Supplemental pay for research data 
collection (among mechanics) 

• Relatively higher compensation or benefits 
(e.g., free water) for caretaker 

 
Habit 

• Payment timing and amounts aligned with 
users’ existing routines 

 
Gratitude 

• Substantive improvement from prior water 
access conditions 

Water supply shortcomings 

• Inaccessibility to people with different 
physical abilities 

• Water quality unsatisfactory for multiple 
functions (e.g., drinking, laundry, cooking) 

• Odor, color, visible particles, or perceived 
negative changes in health 

• Excessive wait times 

• Finding the handpump locked early or late 
in the day, or during caretaker breaks 

 
False hope 

• Political candidates promising to pay for 
water 

• Belief that external donors or non-
governmental organizations should pay for 
water 

• Confusion about which workers the service 
provider compensates (and how much) 

• Circulation of fake handpump mechanics or 
low-quality spare parts 

• Prior research (by another party) using 
randomly assigned water pricing 

1While consumer choice may improve service levels offered by different water providers over time in a free-market 

scenario, it prevented some consumers from patronizing the specific water services under study. 
2Long-term functionality was both an enabling and disabling factor, as respondents were not accustomed to paying 

permanently for services and many viewed it as a gamble. 


