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By: Saud Al Mehrzi

wareness 1s an essential

pillar of society and
building conscious thought
is a shared responsibility
between the individual and
the institutions. Individuals
are required to be aware of
their responsibility towards
themselves and their society
.The institutions are also
responsible for spreading awareness about their efforts,
and what is required from the society members towards
their efforts to achieve sustainability and common goals.

It has been come in the Holy Qur’an that the water is
the basis of life and also for the same meaning, many
and many sayings have been said, [ remember what
Mahmoud Darwish said when he said (the sound of water
is a mirror for the veins of the living earth. The voice of
water is freedom; the voice of water is humanity)

After all this, I affirm that the importance of awareness
that the water is a wealth and who owns the water owns
life. Our responsibility as individuals to preserve this
water for the future. There are a number of unacceptable
behaviors and we have to say no to these behavior, no
for wasteful consumption of water, no for using water for
purposes other than those specified for it, for example the
use of drinking water In car washing, no for leave water
for children without supervision, no for indifference in
the case of water leaks without interest, no for polluting
natural water sources, no for excessive depletion of
groundwater because it is life for the future.

From this standpoint, Diam is making great efforts in
the field of awareness of the importance of rationalizing
water consumption through the awareness campaigns
launched by Diam, One of this campaign is (I Commit)
campaign which was launched by Diam during the
last period and for the fourth year. The campaign
comes every year with new initiatives and activities,
all of the activities aim to enhance thought and
awareness and spread the importance of rationalizing
water consumption, in addition to the campaign “I
Commit”Diam is involved in the GCC campaigns.

The statistics published by Diam have proven the
success of the awareness campaigns to rationalize
consumption among the targeted groups. When
comparing the amount of consumption before and after
the campaigns, it was found that there is a decrease
for water consumed, and this confirms the success of
the campaigns by achieving their goals and spreading
awareness among society.

By: Ali Al Thehli

\/\I are living in our
e contemporary present in
accelerated time of changes in the
world of customer service business
and the a chieving of their satisfaction
arond all these changes need to use of
electronic software, which made it a
very important way to provide public
services electronically

Diam works on rapid adaptation to
this large technological changes Which the world is witnessing
in general and the Sultanate in particular with the entry of smart
programs that facilitate doing all the works in a faster and more
comprehensive way that are compatible with the development
in the providing of services and the chievings of dealings at all
levels which contributed to reducing effort, time and money

Diam is a one of the institutions that seek to upgrade the
services electronically As a result of the continuous efforts
to develop electronic services Diam launching its electronic
application (E-diam) in the application stores of smartphones for
Android and Apple, by the launching of this application, Diam
strengthens its system of E services providing to its customer in
the Diam portal for electronic services, which was launched in
the previous period at the Diam website www.diam.om

where the application came with the colors of life which are
blue, which represents water and green a Who represents nature
and life and with the entry of the application you find ease in the
use and browsing between services with ease. The application
includes a number of services that help the customer to achive it
without need of the visiting of customer services halls

Tthe customer can get a lot of water services in E-diam such
as submitting new requests to connect the water service as well
as the customer can get On monthly water bills and payment
of dues, in addition to the existence of a self-reading service
for meters, where the customer can upload the water meter’s
readings for his water accounts, along with attaching a photo of
the meter that give details of the reading and the meter number
and approving it to issue the actual consumption bill based on
the data that the customer provided , and the customer can also
manage his water accounts if he has more than one account
,as there is a service in the application which is a service for
reporting water leaks where the customer can report Water leaks

where the application requests in the leakage notification
icon the location of the leak through direct opening of the GPS
system . It also provides access to the camera and attach a
picture of the leakage location. After sending the notification,
the maintenance team will initiate maintenance procedures for
the leakage site.

9
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launched “| Commit" campaign for the fourth year

Diam continues
1ts awareness
campaign to
reduce water
consumption “I
commit” and for
the fourth year in
a row to spread
the culture of
rationalization
for all members
of society and to
define the optimal
ways to use water
that is the basis of
life and to explain
the importance
of rationalization
of consumption
among all
members of
society, as well
as to show ways
and methods of
rationalization
that lead to
Changing
patterns and
habits of water
consumption
in light of the
high daily
consumption rate.

Diam launched
in the month of
June “I Commit”
campaign,

8
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which included

a number of
initiatives
targeting different
groups of society
to transfer its
message in a
broader way for
all member of
society,

One of these
initiatives is reuse
the water that
use for ablution
in the Masjeds
with cooperation
with the Oman
Liquefied Natural
Gas company
where the

Proud to serve you wherever you are

Tarsheed Initiative

Steps taken to

initiative aims to
take advantage
of ablution

water to irrigate
crops so that
ablution water
will be reused for
irrigation after
being collected in
a ground tank and
treated through
special filters.
These filters
guarantee the
reuse of water,
provided that

this initiative

1s used in other
Masjeds in the
Sultanate during

re-cycle ablution water

at Awlad Azan Mosque 5

Using re-cycled water
to grow trees

H Water moves
i tothe upper tank

Filtering and
pumping process
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Using re-cycled water
to grow trees

' Water moves
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the campaign.
The campaign
for this year
also devoted an
Initiative targeting
audiovisual
disabled people,
in cooperation
with al-amal
school for deaf
and the Al-Nour
Association
for the Blind,
to increase
awareness of
audiovisual
disabled people
by spreading their
culture.

Purify and
filter water

D
COMMIT




detection and registration of
unregistered networks in the
maps. These technologies
also give a comprehensive
examination of the work of
the contracting companies
and the quality of their work
by examining large areas
after their rehabilitation, in
addition, these technologies
save time and effort of

the leak detection teams

by locating the expected
locations of water losses. The
satellite technology with the
devices contributed to the
detection of losses and leaks
in the remote areas witch

difficult to reach.

Diam works according
to a clear strategy that
aims to reduce the rate of
water loss to the lowest
level where Diam is based
on the establishment of
small distribution units
(measurement areas) where
the number of measurement
areas distributed on all
transport and distribution
lines increases to more than
300 measurement areas
during the year 2019 which
works to analyze and follow
data through advanced
electronic systems to monitor

Strategic
projects

water flow and pressure of
water and compare it with
billing data to assess the level
of technical losses and take
corrective measures

the strategy is supports by
daily assessments carried out
by operational teams with
regard to the minimum night
flow in addition to installing
a magnetic meter system
in water tanker stations,
these devices contribute
significantly to reducing
technical and commercial
water losses Where the new
device records all operations
in the tanker filling stations.

1
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Strategic

projects

Advanced technologies to detect
leaks by satellite

° the expansion

Wlthof water
networks, which have been
offset by a rise in the number
of customers to more than
600,000, it has become one
of the most important goals
for Diam to raise operational
efficiency and develop the
quality of water services
provided to this number of
customers.

Diam faces challenges in
the invisible leaks witch
need advanced technology
devices that help to detect
these leaks, and this is what
has been achieved by reduce
water losses to 22% during
the year 2019 compared
to the year 2010 through
Use the best international
practices and experiences
to reduce water, Among of
the techniques that were
used in this field are satellite
technology to detect water
losses and noise intensity
measuring devices and
link this technology’s with
electronic tracking system
to identify areas of invisible
leaks in addition to 12 teams
of trained cadres with the
highest levels to examine

6
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all the main water lines and
networks in all governorates
The Sultanate. These teams
use the latest devices used
worldwide to detect water
leaks.

The introduction of
satellite technologies in the
detection of underground
leaks contributed to detection
of the places of invisible
leaks, which contributed to
reducing losses in general,
The satellite technologies are
considered a new technology
that Diam began using to
detect water leaks from the
year 2018.

The satellite technology is
working to take Pictures by

the satellites of the regions
in general are similar to the
formation of maps (Google
Map) and the use of the
locations of the available
water lines in Diam data,
dropping them on those
maps and analyzing them
to show the effects of soil
moisture in the sites of
water leaks, after which
the loss team investigates
the sites expected to occur
with the help of the ground
devices They have available
to them and directing
the specialists to do the
necessary maintenance for
them, and this technology
takes the reflections (remote
sensing technologies) issued
by the satellites, and there
are certain criteria and colors
for all the water standards
in the dim (chlorine ratio
and other standards). The
presence of lost water and its
separation from ground water
or watering water, and the
analysis of data depends on
the locations of the networks.
This technology began
to give tangible results not
only about the possibility
of leaks area, but also the




masks and maintaining safety distances
between employees and contractors.

It also organizes work schedules

for all departments and directorates
according to instructions issued by

the relevant authorities in order to
decrease mixing and transmission
opportunities in addition to activating
the use of modern technologies And
smart in measuring the temperatures

at the entrances to some of the main
buildings, as well as the electronic
entry system and smart cameras. The
use of papers was reduced as much as
possible and awareness was increased
through distance training using modern
technologies to communicate with
contractors and suppliers

What are the procedures followed in
the event that an employee is injured?

We would like to draw your attention
that there is an effective system in
monitoring, reporting and recording
cases of infection with employees or
contractors and a weekly bulletin is
issued with this limitation for all sure
cases of infection with Corona virus
throug following the instructions of
the Ministry of Health and related
medical procedures where they are
dealt regarding to the approved
emergency plan for that where they
were Setting an integrated plan
for dealing with employees and
contractors who contract Corona virus
or in the event of the appearance of
the initial symptoms . The specialized
teams work around the clock to receive
reports and work to investigate,
investigate and classify them, update
the record of cases of infection and
continuous communication with the

Journalistic
interview

competent authority and follow
recovery and recovery procedures

to work in Recovery and in case

of symptoms only , any employee
suffering from symptoms of Covid-19
is required immediately to leave the
building with informations and to
obtain approval from the direct official
and to be given immediate sick leave
in accordance with the laws in force in
human resources and circulars joined
in this regard

What are the procedures followed
in the case of a customer showing
symptoms of the disease?

Diam closed all the halls of the
customer services in conjunction
with the directives of the Supreme
Committee entrusted with studying
scopes for a mechanism to handle
developments resulting from
coronavirus, so all transactions are
completed through the Diam portal
for electronic services www.diam.om
and the mobile application where it
is considered an integrated electronic
branch that includes many Services
such as issuing and updating bills
on a monthly basis, paying dues
electronically, self-reading services

for counters and account statements
for each transaction in the customer ‘s
account in terms of payment, billing
and settlement operations, in addition
to the call center on the number 1442,
which works around the clock 24/7
and deals with all customer smoothly.

A final word at the end of this
interview?

We ask the God Almighty to relieve
this pandemic from our beloved
Sultanate and all the countries of
the world as a whole. I also hope
that everyone adheres with the
instructions of the Ministry of Health
by continuing with social distancing
and persevering in washing hands for
the safety of everyone and wearing
personal protection tools. Also, all
water sector management operations
should continue, including That
supply and distribution continuously
and without any interruption, it is
necessary to ensure works continuity,
As well as ensuring the minimum
exposure of employees involved in the
implementation of all operational and
construction works in Diam from risks
related to Covid-19..

2
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Journalistic

interview

.0rganizational measures to ensure the safety of the

gradual return of employees during the Corona pandemic

existing
Undercircumstances

that generally world facing and
particularly Sultanate, repercussions
outbreak pandemic virus covid spread.
Diam performed and activated many
precautionary measures to ensure

the safety of employees, visitors and
contractors in accordance with the
decisions of the Supreme Committee
entrusted with studying scopes for a
mechanism to handle developments
resulting from coronavirus (Covid-19
which contributed to the continuity

of services and business for all
beneficiaries and the activation of all
electronic services in order to keep
pace with the current conditions and
work together to limit the spread of
the virus in various work sites in order
to create a safe work environment

for employees and contractors. On
the most important precautionary
controls that were implemented to
ensure the safety of employees with
the gradual return to work sites, we
had this dialogue with Eng. Ahmed bin
Rashid Al-Khamisi, Senior Director
of Quality, Safety, Health and Security
and Risk and Change Management
Department at Diam.

First of all, what are the procedures
and organizational controls for the
return of employees

Diam was beginning to deal with
this pandemic long ago and with
proactive measures that preceded the
announcement of stopping various
arrivals, given that the water delivery
and supply service is significant and
must be continued around the clock,
it is necessary to ensure business

4
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Ahmed AlKhamisi:

Many Precautionary

procedures have been

activited to ensure the

safety of employees and

customer while continuing

to provide services and

continuity as well as to ensure the
minimum exposure of employees to
the risks regared to Covid 19.

These procedures involved the
updating that regarding to Daim
emergency plan for the Corona -Covid
19 pandemic, which certainly depends
on the preparedness and experience of
the crisis management team and the
tools and means available to deal with
emergencies and rapid response and to
take the correct preventive measures
to limit the spread of risk and decrease
losses. Business continuity plans
were prepared, a proactive plan was
prepared, and more than one scenario
for the decision to return to work with
related to the covied 19 pandemic

When the Supreme Committee in
charge of discussing a mechanism to
deal with developments resulting from
the spread of the Corona virus in the
Sultanate decided to raise the urban
and have been gaven instructions on
the need to return the employees to
their workplaces for at least 50% Of
the employees of each government
institution and 50% of the security

facilities electronically.

of the

employees will work from their homes
according to the pre-approved work
schedule. All employees in the various
directorates have been divided into
two shifts with shifts shifted every two
weeks. There are exceptions for special
conditions such as pregnant employees
and employees with chronic diseases
and employees Those who have other
health conditions and are dangerous to
the health and safety of employees.

What is the precautionary measure
that the security and safety teams take
to the safety of employees?

There are many precautionary
measures have been taken by Diam
in the various workplaces in order to
ensure the safety of their employees
and also to decrease the spread of the
virus in the workplace and one of the
most important of these procedures is
to sterilize and clean the administrative
and operational buildings before
Resuming work with providing points
for sterilizing hands in all buildings
and continuing to provide gloves and



Results and numbers achieved in 2019

. great challenges
Wlt facing the
Sultanate in the water sector, such
as the geographical nature of the
Sultanate and the lack of financial
funds, however, development
in the sector continues. Diam is
working to raise the proportion of
water coverage in the Sultanate,
where the coverage rate during
the year 2019 increased to (69%).
In addition, the amount of water
produced annually increased by
6% in 2019 to 386 million cubic
meters, compared to 364.5 million
cubic meters in the year 2018.

The total water production from
large desalination plants in 2019
increased to 322.9 million cubic
meters compared to 2018, in
which the total production reached
302.1 million cubic meters, and
the amount of water produced
from well fields decreased during
the year 2019 to 48.5 million cubic
meters, compared to 49.4 in 2018.

The water produced by Diam is
to coincide water quality standards
to ensure public health protection.
Where water is checked annually
in water quality laboratories,
591.347 samples was tested
in 2019. The water samples
collecting from sources of water
such as desalination plants, pipes,
tanks and other assets. The rate
of conformity with the Omani
drinking water specifications was
maintained at a rate of 99% and
an improvement was achieved
in physical specifications quality

from 98% to 99%.

During the year 2019, Diam
obtained the certification for the
integrated management system
by obtaining a certificate of
quality management systems [SO
9001: 2015 and the certificate
of environmental management
systems ISO 14001: 2015 and the
certificate of health and safety
management systems ISO 45001:
2018. This reflects the efforts of
Diam to apply to the principles of
quality management.

New water desalination
capacities have been utilized in
Barka and Sohar to enhance
water security to adopt a number
of strategic projects to develop
water transmission lines, and this
will enhance the ability of Diam
to transport water in all of the
country.

Diam faces a challenge in
invisible leaks with the naked eye
that need devices with advanced
technologies that help in detecting

Introduction

these leaks, and this was achieved
during the last period, as Diam
can reduce water losses by 22% in
2019 compared to 43% in the year
2010.

Diam is also working hard to
expand its services in all cities and
villages in the Sultanate to ensure
the provision of drinking water
easily and in an organized manner
and commitment to the continuity
of providing drinking water
service . The number of customers
increased by the end of the year
2019 by 17%, bringing the number
to 611.807 customers compared
to 524.887 customers in the year
2018.

Diam continues in the positive
results achieved in 2019 through
improving billing operations
to ensure improvement in the
accuracy and regularity of bills
that will enable customers to
manage consumption and avoid
unexpected bills
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