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Abstract
Despite significant financial investment, the effective implementation and sustained use of water and sanitation (WATSAN)
technologies remains a chimera, with one billion people using unimproved water facilities and two and a half billion not
benefitting from adequate sanitation. The poor success rate of WATSAN interventions results from a predominance of
supply-driven approaches which lack recipients’ inputs into planning and implementation to ensure that technologies are
fully absorbed and adapted to users’ needs. In the academic literature, users’ feedback and experiences of technologies in
the post-implementation phase have received scarce attention. The purpose of this study is to investigate users’ experience
of sanitation technologies in the early post-implementation phase, when opportunities for remedial intervention are still
available. Fieldwork comprising semi-structured interviews was undertaken with users and potential recipients of three
community ablution blocks (CABs) in informal settlements around Durban. Results suggest that non-technical aspects such
as affordability or cleanliness of the facilities can affect acceptance among the investigated communities. User training is
positively associated with higher levels of facility maintenance as well as satisfaction with its functionality. A comparison
between users and potential recipients of CABs shows that perceived health benefits, attitudes in case of problems, and trust
are affected by use of the facilities. Conclusions relate to how early post-implementation assessments of users’ experience
could enhance the process of acceptance and management of the technology, thereby increasing progress towards achievement of the related Millenium Development Goals.
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Introduction
The most recent UN Joint Monitoring Programme report suggests that achievement of the Millennium Development Goals
(MDGs) for water and sanitation remains a chimera, with one
billion people still using unimproved water facilities and two
and a half billion not benefitting from improved sanitation.
Progress on both targets is slowest in Sub-Saharan Africa
(WHO and UNICEF, 2008). Recent years have witnessed the
launch of several initiatives to alleviate the problem of inadequate water supply and sanitation services, by investing in
the transfer of appropriate technologies. However, despite the
financial resources and institutional commitment involved,
most programmes have failed to deliver the expected benefits
(Younger, 2007; Rodgers et al., 2007). Typically, unsuccessful
interventions have been characterised by top-down approaches
to service delivery with little consideration of recipients’
demands or their participation in the planning, construction and
implementation process (Breslin, 2004; Burra et al., 2003).
In the post-implementation stage of technology transfer, analyses of poor success rates of water and sanitation (WATSAN)
projects focus mainly on the engineering aspects of the process,
attributing lack of success to intrinsic technical faults and failings (Lübken et al., 2007). Alternative diagnoses which address
the social and human aspects of technology transfer can be traced
back to the work of Linstone (1981) and his conceptualisation of
* To whom all correspondence should be addressed.
 +44 (0)1234 754814; fax: +44 (0)1234 751671;
e-mail: p.j.jeffrey@cranfield.ac.uk
Received 29 October 2009; accepted in revised form 3 September 2010.

Available on website http://www.wrc.org.za
ISSN 0378-4738 (Print) = Water SA Vol. 36 No. 5 October 2010
ISSN 1816-7950 (On-line) = Water SA Vol. 36 No. 5 October 2010

technologies as multi-perspective entities: possessing not only
technical aspects, but also a set of organisational and personal
dynamics in which the system is embedded. In the context of
WATSAN initiatives in developing countries, few contributions
have focused on the post-implementation phase of technology
transfer, or investigated the reasons why users’ desire or willingness to adopt has not translated into appropriately encouraging
impacts (e.g. Simms et al., 2005; Mukheli et al., 2002). Findings
from these studies attribute project failure to scarce attention to
‘software’ aspects in the implementation, such as lack of users’
participation and capacity building (Burra et al., 2003) or their
perceptions of ease and convenience of using the technology
(Diallo et al., 2007). Although addressing human aspects of the
transferred technology, these contributions provide evaluations
of WATSAN technologies which are not guided by strong theoretical foundations and are conducted several months or years
after implementation took place (Simms et al., 2005; Mukheli et
al., 2002). The consequential lack of a constructive time frame
for remedial action makes it difficult to establish accountability
and to plan interventions.
In this study we respond to these weaknesses, by exploring and assessing the experience of community ablution block
(CAB) users in informal settlements around Durban, where
WATSAN provision is due to expand over the coming years to
provide services to 317 new settlements. The investigation rests
on the perspectives developed by Linstone (1981) as well as on
the theoretical framework provided by the work on Receptivity,
whereby the success of an implemented technology can be
measured by investigating users’ willingness and (crucially for
this study) their ability to ‘absorb, accept and utilise innovation options’ (Jeffrey and Seaton, 2004: 281-282). The main
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