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Board’s Statement

In support of Northern Ireland Water's 2012 Annual Information Return
(AIR12), its Board of Directors is required by the Utility Regulator to prepare a
statement on the compilation of AIR12, explaining how it has satisfied itself as
to the accuracy and completeness of the information provided.

The Directors consider that AIR12 provides a true and fair view of the state of
affairs of NI Water for the financial year 2011/12. In preparing AIR12, the
Directors confirm, subject to any departure and explanation described in the
commentary, that:

e suitable accounting policies have been selected and applied
consistently;

e judgements and estimates that have been made are reasonable and
prudent;

e UK Accounting Standards and applicable law (UK Generally Accepted
Accounting Principles) have been followed, subject to any material
departures disclosed and explained in the financial statements.

The Directors are responsible for keeping proper accounting records that
disclose with reasonable accuracy at any time the financial position of the
company and enable them to ensure that its financial statements comply with
the Companies (Northern Ireland) Order 1986.

The Board’s Statement sets out how NI Water’'s Board has satisfied itself that
the information provided in AIR12 is as reliable, accurate and complete as is
reasonably practicable.

Processes and Internal Systems of Control

AIR12 has been compiled in accordance with NI Water's AIR Completion
Manual, which ensures clear ownership of AIR data, evidence of peer review
and procedural documentation covering the processes followed in compiling
the AIR submission.

The AIR Completion Manual details roles, responsibilities and governance
procedures, and provides guidance and templates for the completion of AIR
methodologies, data tables and company commentaries.

AIR12 Project Governance

The AIR12 Project was coordinated by the Regulation Manager and
representatives (senior managers) from relevant functional areas, i.e. those
functions which contribute data to the AIR12 submission.

The Regulation Manager ensured:

1. information disseminated to and from functional Working Groups;
2. coordination of cross-functional Working Groups;

3. AIR submission programme was adhered to;

4. implementation of Reporter's recommendations.
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Senior managers from across NI Water chaired AIR12 functional Working
Groups. The Working Groups’ roles included:

e ensuring that the Utility Regulator's “Reporting Requirements” were
understood and followed;

e ensuring that relevant Line Methodologies were updated in line with the
Reporting Requirements;

e coordinating the population of Data Tables and the drafting of
associated Company Commentaries in accordance with Line
Methodologies and Reporting Requirements in compliance with the AIR
programme;

e ensuring that relevant Line Methodologies, Data Tables and Company
Commentaries were reviewed and approved in accordance with the
AIR Completion Manual Roles and Responsibilities Matrix and that all
Assurance Statements were completed.

In order to maintain accuracy, consistency and a clear audit trail, roles and
responsibilities for each element of the AIR submission were defined for the
three key deliverables of the AIR submission, namely:

e Line Methodologies,
e Data Tables, and
e Company Commentaries

Population of Data Tables and drafting of associated Company Commentaries
was in accordance with the Utility Regulator's Reporting Requirements. In
addition, company-specific methodologies (Line Methodologies), explaining
how raw data is collected, processed and input to the Data Tables, were
updated and adhered to when populating Data Tables and drafting Company
Commentaries.

Responsibility for each of the key deliverables was agreed by the AIR12
Project Board. Authors, reviewers and approvers of Line Methodologies, Data
Tables and Company Commentaries were designated for all input data in the
AIR12 submission.

To ensure reporting consistency for AIR12, every item of data provided in the
AIR12 tables had a designated author, reviewer and approver. In all cases,
the approver was an appropriate senior manager.

Audit plans were developed by the Reporter and external Auditor. The
Reporter’s audit plan was developed in accordance with the Utility Regulator’s
Reporter Protocol, and was agreed with NI Water and submitted to the Utility
Regulator.

The Utility Regulator issued AIR12 Reporting Requirements on 1 March 2012.
Audits were undertaken by the company’s Auditor and the Reporter in May
and June 2012. Feedback from the Reporter and Auditor was used to redraft
the tables and commentaries when appropriate.
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Challenge, in respect of data assurance, was provided by consideration at
departmental functional working groups, the Executive Committee and Board
Meetings.

The complete AIR12 submission was endorsed by the Executive Committee
and Board in June 2012.

Board Involvement
In summary, the involvement of NI Water’'s Board in the completion of AIR12
included:

¢ Reviewing monthly company business performance analysis;

e Receiving a presentation from the Reporter and the Auditor in June
2012;

e Reviewing, commenting upon and approving the AIR12 Board’s
Overview;

e Reference back to NI Water's Executive Committee and Senior
Management Team to verify corporate information;

e Executive Directors received regular reports on progress and reviewed,
challenged, commented and influenced the content of AIR12.

The following activities were undertaken which enhanced NI Water’s ability to
meet the Reporting Requirements of AIR12:

e Development of systems and controls to populate AIR12 and other
regulatory reporting requirements. This includes the ongoing
development of methodologies to report against regulatory measures.

e Projects associated with the Business Improvement programme, such
as the Management Information, Information Communications
Technology (ICT) and Asset Management projects.

e The data quality improvement project.

The above developments are subjected to monitoring and review by the
Executive Committee, Board Sub-Committees and the Board as part of the NI
Water governance framework.

The following measures help to ensure that AIR12 complies with the Utility
Regulator’'s Reporting Requirements and provides some assurance in respect
of material assumptions and judgements included in the AIR12 commentaries:

e (Clear accountability at senior management level for the ownership of all
elements of AIR12. NI Water has established an accountability trail
from the information providers to the line owners through to heads of
function.

e Briefings on the importance of the AIR12 process have been
disseminated through the AIR12 Project Board to all staff involved in
the data collection process.

e Every datum in AIR12 has a designated owner, reviewer and approver.

e Every provider of data produces a written methodology documenting
the method used for the derivation of the data reported;
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e Every financial datum is prepared and reviewed by separate individuals
and reconciled to the chart of accounts.

e Every financial datum is reviewed against the Ultility Regulator’s
guidance by a separate individual to the preparer and reviewer. This
includes undertaking cross-checks of tables to ensure consistency.

e Before each datum is submitted for AIR12 it is reviewed and approved
by senior management in the data provider’s business area.

e NI Water facilitates access to allow the Reporter and Auditor access to
all relevant information required to discharge their duties.

e The Board receives regular presentations during the course of the year
on key performance indicators; regulatory performance and key issues
for the Annual Information Return.

e Both the Reporter and the Auditor present to the Audit Committee
and/or Board near the conclusion of the AIR12 process.

e Directors directly challenge the production and content of AIR12 to
satisfy themselves that their duties are fulfilled.

e In any case of uncertainty regarding data, commentary or line
methodology, NI Water seeks advice and clarification from the Utility
Regulator, the Reporter or the Auditor as appropriate.
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Directors’ Endorsement

In light of the above, NI Water's Board believes that it has developed and
applied processes, governance and systems of internal control sufficient to
meet its obligations for the provision of information contained in AIR12.

Each Director is satisfied that:

a) so far as he/she is aware, there is no relevant audit information of
which NI Water’s auditors or reporters are unaware;

b) He/she has taken all the steps that he/she ought to have taken as a
Director in order to make himself/herself aware of any relevant audit
information and to establish that NI Water's auditors and reporters are
aware of the information.

For and on behalf of NI Water:

Trevor Haslett
Chief Executive, Northern Ireland Water

Yo

A————

Donald Price
Non-Executive Director, Northern Ireland Water

Restricted - Regulatory
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Chapter 1
Key Outputs and Service Delivery
Tables A and B

Water Quality

NI Water carries out over 110,000 tests every year to make sure our water is
clean and safe. The 2011' compliance levels for drinking water at the
customer tap are at some of their highest levels, with a Mean Zonal
Compliance (MZC) of 99.80%.

The compliance for 2011 was marginally below that for 2010 (99.81%),
primarily due to additional compliance requirements covering taste and
odour?, but exceeds the requirement of the DRD Social and Environmental
Guidance of 99.7%.

We use Drinking Water Safety Plan’s (DWSP) to proactively highlight
investment needs for those water supply systems which are likely to fail any
parameters, including taste and odour.

Wastewater

As well as providing high quality, reliable and safe drinking water to our
customers, we also remove wastewater from homes and businesses all over
Northern Ireland. After appropriate treatment, the effluent is returned safely to
the environment.

We achieved the targets for the calendar year 2011 of 85.83% of works
complying with wastewater treatment standards and the target of 94.83% of
the population served by compliant wastewater treatment works. Our
wastewater compliance is the highest ever seen in Northern Ireland, having
continually improved over the last 6 years.

NI Water recognises the damage that can be caused to our environment
through water pollution incidents. We are committed to reducing the number
of our pollution incidents over the PC10 period through our Pollution Mitigation
and Reduction Strategy.

There were 44 high and medium severity pollution incidents in 2011 against a
target of no more than 51. The target for 2012 is no more than 48 pollution
incidents.

We hold Pollution Prevention Control (PPC) permits for 31 wastewater and
water treatment sites to regulate sludge thickening and dewatering activities.
The main focus now is on complying with odour conditions set for each site.
Other waste activities within the organisation are managed through waste
management licences and exemptions.

! This target is measured on a calendar year basis.
2 The regulatory limits for taste and odour were reduced by regulatory amendment in 2010 and therefore affected the
2011 outturn. The effect was minimised by improved drinking water quality, in real terms.
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Table B — Sewerage Service

The Northern Ireland Environment Agency (NIEA) issues Water Order
Consents (WOC) which set out legally binding conditions under which
discharges to the aquatic environment are permitted. NI Water has in the
order of 1,500 WOC covering all Wastewater Treatment Works (WwTW),
Water Treatment Works and sewerage systems.

NIEA assesses compliance with WOC conditions on a calendar year basis.
The population equivalent (PE) figures used for setting the 2011 KPI's were
agreed with NIEA in October/November 2010.

Prior to AIR10, WwTW compliance AIR submissions were reported on a
similar basis as the NIEA methodology. The following changes in reporting
methodology were implemented in AIR10 and continue to apply in AIR 12:

1. The most significant difference in compiling AIR12 data is that the base
for designation of WwTWs in service and the PE for each WwTW are
determined by NI Water on 31%" March 2012. Whilst this ensures
consistency with other AIR12 Tables, it also means:

e any WwTWs which were decommissioned between 1% April
2011 and 31% March 2012 are not included in the assessment.
Hence, AIR12 compliance figures are not comparable with those
of the NIEA/KPI outturn, which report on all works in service at
start of calendar year;

e the updated PEs also mean that the AIR12 return is not
comparable to that of the 2011 KPI outturn, as the latter were
set on the basis of the PE figures of October/November 2010.

e all wastewater compliance figures for KPIs are impacted by the
changes.

2. Only WwWTW serving greater than 250 PE with numeric standards are
included.

3. Following on from (2) above, the figures for AIR12 contain a number of
WwTWs which have just crossed the 250 PE threshold, but for which
NIEA has not yet issued standards.

4. Only the resident PE is included for compliance assessment, i.e.
tourists/visitors are not included in the total PE for Lines 10 and 11a.

5. Following on from (4) above, this approach poses problems for
UWWTR definitions. The total PE, both resident and visitor numbers, is
an integral part of defining which works are subject to the UWWTR
numeric standards. For example, Benone WwTW would not be a
numeric UWWTR works if the holiday/visitor numbers were not
included. For this reason the total PE is included in UWWTR
compliance for Lines 11 and 11b.

For all of the reasons above, it must be emphasised that the AIR12 outturn is
not comparable to that of the 2011 NIEA/KPI outturn.
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EC Bathing Waters

Bathing water quality is monitored by the Northern Ireland Environment
Agency (NIEA) under the European Bathing Water Directive. The 2011
Bathing Water Quality results show that all 24 designated beaches have met
the required EU Bathing Water Directive standard.

The NIEA recorded the results from June to mid-September at 24 bathing
waters. Out of those tested, 20 received an excellent rating and 4 received a
good rating.

It should be noted that the quality of bathing water can be impacted by many
factors outside the control of NI Water — for example, urban run-off,
agricultural run-off and river inputs. The weather can have a significant
impact on bathing water quality, with high rainfall leading to increased run-off
and operation of Combined Sewer Overflows (CSOs).

Customer Billing and Contact

We achieved the 10 day target response time for complaints, with a
performance of 99.27% against the target of 98.5%. We are working to
further reduce the number of written complaints we receive by identifying and
addressing the root causes of written complaints and reducing the number of
holding responses issued.

We achieved our 5 day target response time for billing contacts (DG6) at
99.96% against the target of 99.90%.

Quarterly independent market research is carried out through telephone
surveys of 100 customers who have called us for any reason. The surveys
were completed in quarters 2 to 4, achieving an overall average score of 4.57
out of 5. These independent quarterly surveys will continue during the
2012/13 year. We will also be investigating the introduction of a Customer
Satisfaction and Tracking (CSAT) solution that will allow surveys to be run on
a more regular basis. This solution uses voice recognition and recording
technology to capture feedback directly from customers.

The Consumer Council for Northern Ireland (CCNI) undertakes an annual
review of our complaint handling process and we work to implement any
recommendations made.

We will continue to work with CCNI throughout 2012/13 in our shared
endeavours to enhance the customer experience. This will include
consultation on tasks linked to our customer transformation projects and the
annual complaints assessment.

As part of our customer facing improvement programme, we will be working
closely with CCNI on the format of our bills with a view to making them easier
for our customers to understand.
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Account Management
Accurate measured bills are central to customer account management and we
had a series of performance targets for meter reading and measured billing in
2011/12.
e 97.5% of bills to be based on actual meter reads — we achieved
97.88%; and
* 95%/98% of bills to be issued within 5 working days of a meter reading
(including/excluding any that require investigation). Unfortunately, our
performance of 94.8% and 96.4%, respectively, fell below our targets.
Our performance in 2011/12 was adversely impacted by ongoing data
quality projects for metered customers which caused ‘re-prints’, thereby
extending the ‘read to bill print’ time period.

We continue to work on billing improvements which will be introduced
throughout 2012/13 and include both a new bill format which will be easier for
all customers to understand and consolidated billing for those customers who
have multiple sites.

We are helping customers understand their bills — in 2011/12 we reduced
billing contacts by 12%.

We are working to introduce new web self-serve functionality during 2012/13
for retail and commercial customers. Customers will be offered paperless
billing, billing and consumption histories, the ability to pay bills online and to
change account details.

We have introduced a number of Customer Liaison Officers who have been
visiting our agricultural non-domestic customers to engage them to
understand billing and payments. This has proved very successful and we will
expand this role during 2012/13 to include other customer groups.

Substantial efforts have been made to drive down call volumes and we met
our target of no more than 275,000 calls in 2011/12, receiving around 268,000
calls.

We achieved our 2011/12 targets on ‘calls not abandoned’ - 99.26% against a
target of 99%, and ‘calls not receiving an engaged tone’ - 100% against a
target of 99.90%.

Further service improvements, especially the introduction of a new self-
service solution, will continue to reduce call volumes and improve the level of
service being provided to customers.
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Codes of Practice

We are committed to providing high quality services to all our customers. We
produce a range of leaflets on the different services we offer to our customers.
These are available in various formats such as Braille and large print.

We have published a series of Codes of Practice - information booklets
outlining the services we provide, our commitment to dealing fairly with
customers and where and how to get advice and help. The Codes of Practice
are reviewed by CCNI and approved by the Utility Regulator.

We have increased the number of individual customers on our Customer Care
Register to 1,990 during 2011/12.

Health and Safety

We continue to focus on making NI Water a safe place to work by working
with our staff, trade unions and contractors to reduce accidents in the
workplace. We are also actively involved with health and safety professionals
in other utility companies, the Health and Safety Executive for Northern
Ireland (HSENI) and the Institution of Occupational Safety and Health (IOSH).

One of our key performance indicators in this area is to reduce the number of
RIDDOR? accidents. We surpassed our 2011/12 Health and Safety KPI target
of not more than 9 RIDDOR accidents, with 4 RIDDOR accidents incurred.
The health and safety KPI target for 2012/13 has been set at not more than 8
RIDDOR accidents.

We received the ROSPA Gold Award in 2011 when we achieved our best
performance record of 3.03 RIDDOR incidents per 1,000 employees.

We are always striving for continuous improvement across all aspects of
health and safety with one such initiative being our “Working S.A.F.E.R”
campaign which focuses on delivering a safety culture through effective safety
behaviours. We will continue our focus on health and safety regulation,
leadership and behaviour-led initiatives in 2012/13.

® Reporting of Injuries, Diseases and Dangerous Occurrences Regulations (Northern Ireland ) 1997. RIDDOR
accidents are those with more than 3 days absence associated and which require to be reported to the Health and
Safety Executive for Northern Ireland.
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Chapter 2
Financial Performance Measures
Table C

The Directors of NI Water are required to prepare financial statements which
comply with the requirements of Condition ‘F of the Instrument of
Appointment (the Licence) and with the Regulatory Accounting Guidelines.

Financial results (from Statutory Accounts)

Revenue was £413.3m for the year to 31 March 2012 (2011: £403.2m).
Included in revenue was £289.3m (2011: £283.1m) received from DRD
(Subsidy £269.2m; Road Drainage Charges £20.1m) - the remainder being
measured and unmeasured charges, transfers of assets from customers,
connection / infrastructure charges and other third party contributions.

The customer subsidy covered the full domestic charge and the Northern
Ireland Executive has decided that this arrangement will remain in place
during 2012/13. In its Programme for Government (PfG), published in March
2012, the Executive gave a commitment that no new household charges
would be introduced during the PfG period (2011-15).

Operating expenses in 2011/12 of £221.5m (2011: £234.8m) were reduced
from last year as a result of the continued focus to drive through efficiencies.
This can be seen in the lower costs for staffing, power, hire and contracted
services and other expenses, offset in part by an increase in rates. Results
from operating activities before interest for the year was £192.0m (2011:
£168.4m).

The net finance costs are primarily due to interest on our liabilities of £38.2m
(2011: £34.9m) and PPP liabilities of £21.7m (2011: £22.2m) offset by income
on our financial assets of £7.4m (2011: £6.6m).

The tax charge for the year was £18.8m (2011: £31.7m). The effective tax rate
for the year to 31 March 2012 was 14.1% (2011: 28.3%). The reduced tax
charge was mainly due to a reduction in the rate of corporation tax from 26%
to 24%.

The Board will consider a proposal to declare a dividend of £27m in July 2012.
Total assets increased by 8.6% to £2,267.9m (2011: £2,087.8m). Our net
debt? figure was £1,034.6m at 31 March 2012 (2011: £959.2m). Gearing (the
ratio of net debt to equity and liabilities) increased from 45.9% to 46.9%.

The main movements in the financial position items were increases in
property, plant and equipment of £164.5m (2011: £154.7m) relating to our
Capital Investment Programme, offset by increases in net debt.

* Refer to notes 18 and 20 in the Statutory Accounts. Net debt consists of loans of £807.6m (2011: £737.6m) and
finance leases of £230.1m (2011: £237.5m) less cash and cash equivalents of £3.1m (2011: £15.9m).
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Cash flows and debt

Operating activities generated a net cash inflow of £200.5m (2011: £173.3m).
Net cash outflows of £190.7m (2011: £181.4m) related to investing activities.
Net financing activities created a cash outflow of £22.7m (2011: inflow of
£10.5m). Investing activities included the acquisition of property, plant and
equipment of £191.1m (2011: £181.9m), proceeds from the sale of property,
plant and equipment of £0.3m (2011: £0.3m) and interest received of £0.1m
(2011: £0.2m). In order to meet the requirements of the above net outflow
there was an increase in the financing requirement over the year. The
increase in net debt was financed through an increase in net financial
liabilities due after one year.

Dividends paid to the DRD during the year totalled £36m in respect of the
previous financial year. Our working capital requirements are met from a
committed working capital facility of £20m and from available positive cash
balances. Interest is accrued on the working capital facility at floating interest
rates based on London Inter-Bank Offered Rates (LIBOR).

Regulatory Capital Value
NI Water’s closing RCV and the RCV roll forward from the 2010/11 closing
balance is set out in NI Water’'s Regulatory Accounts.

Pensions
The pension scheme had a surplus value of £9.5m at 31 March 2011/12
(2011: £6.2m). This was made up of a total market value of assets of
£130.2m (2011: £113.3m), less actuarial value of liabilities £120.7m (2011:
£107.1m).

PPP Contracts

Project Alpha:
A contract with Dalriada Water Limited was signed on 30 May 2006 for the

provision of bulk drinking water supplies. This has a capital cost in the region
of £111m. The service provision commenced roll-out from November 2008.
The contract is for 25 years, with an end date of 29 May 2031. The cost and
net book value of assets included in Property, Plant and Equipment at 31
March 2012 is £116.25m and £102.84m respectively (2011: £115.96m,
£107.37m). The amount included in PPP Creditors at 31 March 2012 is
£101.21m (2011: £104.84m).

Project Omega

A contract with Glen Water Limited was signed on 6 March 2007 for the
provision of sewage treatment and sludge disposal at five sites, with a capital
cost in the region of £122 million. The contract is for 25 years, with an end
date of 5 March 2032. The cost and net book value of assets included in
Property, Plant and Equipment at 31 March 2012 is £139.96m and £127.53m
respectively (2011: £142.19, £133.68m). The amount included in PPP
Creditors at 31 March 2012 is £124.15m (2011: £127.29m).
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Kinnegar Wastewater Treatment Works

A contract with Coastal ClearWater Limited was signed on 30 April 1999 for
the provision of sewage treatment which covered the upgrading of the
Kinnegar Waste Treatment Works with a capital cost in the region of £11m.
The contract is for 25 years with an end date of 30 April 2024. The cost and
net book value of assets included in Property, Plant and Equipment at 31
March 2012 is £11.98m and £7.60m respectively (2011: £11.82m, £7.78m).
The amount included in PPP Creditors at 31 March 2012 is £4.75m (2011:

£5.37m).

2011/12 PPP Cash Payments

On Balance Sheet

Alpha £k
Opex 2,051
Interest 11,750
Total P&L Impact 13,801
Capital Repayment 3,632
Life Cycle Maintenance 236
Total Balance Sheet Impact 3,868
Total Unitary Charge 17,669
Effective Interest Rate used to calculate

: 5.8%
Alpha finance charge
Off Balance Sheet Omega Kinnegar

£k £k

Opex 21,487 1,970
Residual Interest 2,978 243
Total Unitary Charge 24,465 2,213
Estimated Residual Value at End of Contract
Alpha £84m
Omega £113.5m
Kinnegar £5.98m

Page 3 of 3
Section 1 Chapter 2
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Chapter 3
Key Supporting Information
Tables D and E

Capital Works Programme

Investment in Northern lIreland’s water and sewerage infrastructure is
essential in order both to meet key environmental standards and to deliver
high quality services to customers.

Some £192m° of capital investment was delivered during 2011/12.

Around 44% of the capital investment in 2011/12 was targeted at water
projects while 56% was targeted at wastewater projects.

Around £147m® of capital investment is scheduled for delivery during 2012/13.
As part of this investment it is planned to continue with improvements to the
water main infrastructure in a number of areas throughout Northern Ireland.
This is part of a three year programme of work to lay or replace at least
900km of water mains.

The majority of this work will be completed using trenchless or ‘low dig’
underground technology, which is less disruptive for the local community and
environmentally friendly, producing less waste material in the process.

Public expenditure

NI Water was designated as a Non-Departmental Public Body (NDPB) for
public expenditure purposes in March 2009. This followed the decision by the
NI Assembly to defer the introduction of direct domestic charges - the DRD
provides a public expenditure subsidy to replace the revenue that would
otherwise have come from domestic customer billing’.

The NDPB designation requires our regulatory funding requirements to be
managed within the public expenditure funding constraints. Therefore, whilst
the Utility Regulator determines the expenditure necessary to deliver outputs
in a price control period, the actual funding is constrained by public
expenditure allocation to NI Water. This situation was not envisaged at the
outset of the PC10 process and has since been partially addressed by a
Memorandum of Understanding (MoU) between DRD and the Utility Regulator
which sets out the process for adjusting the PC10 Final Determination to
reflect the public expenditure allocations.

Good working arrangements have been developed through the Water
Stakeholder Steering Group (WSSG) structure which brings together key
stakeholders including the DRD. This has facilitated the formulation and
prioritisation of the investment programme within the limits of public
expenditure allocations.

% Based on the capital expenditure in the Regulatory Capital Value. Excludes grants and contributions.
® Per NI Water’'s 2012/13 budget. UK GAAP based in line with Final Determination.
" Water and sewerage charges are levied on non-domestic customers.
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Innovation Programme

We are committed to investment in innovation through new systems and
technology that provide benefits in terms of improving service performance or
reducing operational costs, whilst improving the resilience and security of
essential control and monitoring networks. We have developed and
implemented a new Research, Development and Innovation (RDI) Strategy.
This sets out how technical needs and opportunities are identified, before
research and development or innovation projects are then initiated.

We installed a Network Distribution Control System at key service reservoirs,
allowing the demand from the upstream water treatment works to be
smoothed, improving drinking water quality and reducing costs. This has
proved to be a success and is to be progressively implemented across
Northern Ireland.

We installed intelligent locks at over 2,200 wastewater treatment works and
wastewater pumping stations as part of a site security access management
system. This has improved security and reduced costs.

Over 2011/12, our research, development and innovation programme projects
have included:

e testing and proving alternative communication protocols for use with
our telemetry system, reducing future costs ;

e piloting the use of improved accuracy inlet flow measurement devices
at wastewater treatment works to improve control and deliver
compliance;

e installing automated sludge weighing systems at a number of works to
monitor sludge and vehicle weights improving control and efficiency;
and

e participating in an EU INTERREG IVA Project (ANSWER), using
willows to develop low carbon and environmentally sustainable
solutions for dealing with organic waste.

Together with other UK water companies, we employ research bodies, such
as the United Kingdom Water Industry Research Limited (UKWIR) and the
Water Research Centre (WRC), to provide a collaborative programme of
research tailored to suit the needs of the UK water industry.

We also collaborate with and support UK university research projects and are
a member of Queen’s University Environmental Science and Technology
Research Centre (QUESTOR) - an international environmental research
organisation based at Queen’s University Belfast.

Public Private Partnerships

NI Water's Public Private Partnership (PPP) programme construction phase
was completed in 2009/10 and all contracts have been in full operational
service throughout the year. Details of contractual performance failures are
provided in the company commentary for AIR table 42.
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Water Resources, Supply and Demand
We operate around 30 water sources® which comprise upland impounding
reservoirs, boreholes, rivers and loughs.

Our Water Resource Management Plan emphasises the need to further
reduce water losses from the system whilst continuing to increase our system
connectivity. This will allow us to increase the robustness of the network and
meet our needs in a cost effective and reliable manner.

Our Water Demand Management Strategy is focussed on reducing water
taken from the environment by managing leakage and consumption.

Our 2012 Water Resource Management Plan has considered the effect of
climate change on our ability to supply water during periods of increased
demand, typically experienced during warmer weather. For example, we have
completed a £600k project to protect Killyhevlin water treatment works from
increased flood levels in the Lough Erne system.

Water is a precious resource and we are committed to encouraging people to
save water. As part of our water efficiency plan we:
» reduce the number of leaks on our pipes;
= promote appliances, facilities and practices that help save water;
* raise awareness of consumption through metering of commercial
customers; and
» educate schools and communities on water efficiency.

We are undertaking a water efficiency pilot project in partnership with Omagh
District Council to investigate the link between domestic water efficiency
measures and reduction in demand.

Our 2011/12 education initiatives improved consumers’ water efficiency
measures, resulting in a saving of around 0.3 million litres of water per day.

Leakage

We recognise that customers perceive the levels of leakage as high.
However, there is a balance to be struck between the costs of fixing leaks
(including environmental impacts) against the value of water saved — the
economic level of leakage. We are working to develop this long term leakage
target.

We have both internal and external leakage detection resources focused on
proactive leakage detection. In addition, there is an ongoing emphasis on
improving the quality of flow data within the company to assist with improved
leakage targeting and reporting. Alongside this, capital investment will
continue on such areas as pressure management and district meter area
rationalisation which help to identify and reduce leakage.

8 In addition there are a further 4 sources operated on behalf of NI Water by a Public Private Partnership (PPP)
contractor.
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We reduced our leakage in 2011/12 to 168 Ml/day, which is 3 Ml/day better
than our target. This outperformance against target saved water equivalent to
around one Olympic sized swimming pool each day.

Sustainable Procurement

NI Water has developed a Sustainable Procurement Action Plan with the key
objectives identified below. Each objective has a number of measures with
defined implementation dates and progress towards implementation is well
advanced in a number of areas.

e To maintain a Sustainable Procurement Framework that reflects
sustainable development strategic priorities and integrate these within
the procurement process, where appropriate.

e To make sustainable procurement an integral part of NI Water
procurement activity by developing and implementing a sustainable
procurement policy which will seek to embed sustainable procurement
principles within NI Water procurement processes for the acquisition of
goods, services and capital works.

e To engage with key markets to secure capacity within the marketplace
to deliver sustainable development priorities.

e To increase access to NI Water’s procurement opportunities for Small
and Medium Enterprises (SMEs) and Social Economy Enterprises
(SEEs) through the tender process or participation in supply chains.

e To set clear and measurable targets on sustainable procurement for NI
Water.

NI Water intends to arrange training and development for all staff to provide
awareness on sustainable procurement principles. As part of this process,
NI Water may appoint sustainable procurement advisors to ensure that full
consideration is given to sustainable procurement in tendering and contracting
for goods, services and capital works.
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Chapter 4
Efficiency

NI Water’s performance has been benchmarked against the comparator water
and sewerage companies in England and Wales.

We have reduced the operational cost efficiency gap from 49% in 2007/08 to
34% in 2010/11. The reducing efficiency gap with the most efficient water and
sewerage companies in the comparator group (the frontier) is shown below:

Year 2007/08 2008/09 2009/10 2010/11

Gap to frontier 48.7% 43.1% 39.7% 34.1%

The efficiency gap to the average (i.e. not the frontier company) of the English
and Welsh water and sewerage companies was 27.4% in 2010/11.

We delivered £12m of operational cost efficiency savings in 2011/12 through
our continued focus on cost control.

Risk of Failure to Deliver

NI Water has reduced its number of staff from approximately 2,000 at the
beginning of 2005/06 to approximately 1,300 in 2011/12, while at the same
time delivering the operational efficiency targets. The operational cost
efficiency targets for the PC10 period are extremely challenging, with further
reduction in staff numbers anticipated in the PC13 period. A significant
internal control issue surrounds the capacity of NI Water to achieve the
efficiency targets while maintaining its essential services to customers and
protecting the environment. The capacity of the organisation to quickly
become more efficient and effective, during a sustained period of restructuring
and people efficiency, may be exceeded, increasing the risk of operational
and service failure.
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Chapter 5
Competition

There are no developments to report in respect of inset appointment
proposals, common carriage or water supply licensing proposals. NI Water
has made no requests for common carriage or wholesale water supplies.
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ANNUAL RETURN - BOARD'S OVERVIEW
TABLE A - WATER SERVICE - KEY OUTPUTS AND SERVICE DELIVERY (TOTAL)

REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS | DP YEAR YEAR YEAR YEAR YEAR
2007-08 2008-09 2009-10 2010-11 2011-12
A [SERVICE AND PERFORMANCE
1 |DG2 Percentage of properties receiving low water pressure % 2 1.29 0.72] 0.27 0.25] 0.22
2 |DG3 Overall performance score nr 2 1.43 1.41 221 95.79 0.97
3 [DG4 % population - hosepipe restrictions % 1 0.0 0.0! 0.0 0.0! 0.0
4 [DG4 % population - drought orders % 1 0.0 0.0 0.0 0.0 0.0
5 |[DG6 Percentage dealt with within 5 working days % 2 95.0 98.6/ 98.1 98.9/ 99.97
6 [DG7 Percentage dealt with within 10 working days % 2 90.5 97.6) 99.4 100.0, 99.27
7 |DG8 Bills for metered customers — performance % 2 71.8 93.3 92.3 96.1 97.88
8 [DG9 Percentage of calls not abandoned % 2 1.0 1.1 2.6 88.2] 99.15
9 [DG9 Percentage of calls not receiving the engaged tone % 2 0.0 0.0! 0.0 32.8] 100.00
These lines have
not been
as the Monitoring
e (7 B " Plan has not been
10 [Water ESL (1) enter description (including units) N/C| N/C agresd: However'| | No defined outputs
details of defined
outputs can be
obtained from the
CIM, Table 40.
11 [Water ESL (2) enter description (including units) N/C N/C
B [DRINKING WATER QUALITY OUTPUTS
12 [% mean zonal compliance with drinking water Regulations % 2 99.30 99.49 99.74 99.81 99.83
13 |OPI(TIM) nr 2 98.98 99.22 98.90 99.08 99.31
14 Completion of nominated water treatment works schemes to improve water o 0
quality 0 3 2 2 1
D |SERVICEABILITY
20 |Mains bursts per 1,000 km nr 139 141 147 137, 101
21 |Water treatment work coliform non-compliance % 0.12 0.08] 0.08 0.01 0.00
NI Water is
currently in the A
22 |Water Infrastructure text process of defining NIW is f:tfrrently
serviceability defining Stable - however
T serviceability serviceability
N/C N/C|| NIAUR. Until these indicators with indicators are still to
o dica;tors D NIAUR, and until be agreed with
these are agreed NIAUR to define
been agreed these Ji d d
lines cannot be ines 22 and 23 and measure
23|Water non-infrastructure text usefully completed cannot bT us:fully serviceability
to indicate CECEE:
serviceability trends.
N/C N/C
E |DEFINED OUTPUTS FOR MAINTAINING BASE SERVICES Description
24 Water infrastructure (1)
25 Water |n1ra§tructure (2) No defined outputs
26 |Water non-infrastructure (1)
27 |Water non-infrastructure (2)
SERVICEABILITY ASSESSMENT
S Stable
| M_Marginal
| _Improving
D Deteriorating
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ANNUAL RETURN - BOARD'S OVERVIEW
TABLE B - SEWERAGE SERVICE - KEY OUTPUTS AND SERVICE DELIVERY - WATER SERVICE (TOTAL)

REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS |DP YEAR YEAR YEAR YEAR YEAR
2007-08 2008-09 2009-10 2010-11 2011-12
A [SERVICE PERFORMANCE
Sewer flooding- internal
1 |2in 10 register at end of year nr 0 80 80 1 6 17,
2 [1in 10 register at end of year nr 0 0 745 704 3 10
3 |1in 20 register at end of year nr 0 0 0 0 211 189
3a |Potential risk of property flooding identified requiring further investigation to assess the risk category. nr 0 6 8 0
4 [Properties flooded in the year (overloaded sewers) nr 0 195 3 6 4 10
5 |Properties flooded in the year (other causes) nr 0 366 23 5 28 23
Sewer flooding- external
6 |Areas flooded externally in the year (overloaded sewers) nr | 0 || 899” 1,792|| 1,196” 0|| 313|
7 |Areas flooded externally in the year (other causes) o [ o] 4,283 | 7,968] | 6,872| | 1,314|| N/C|
B [QUALITY & ENVIRONMENTAL COMPLIANCE - Total
8 |% of WWTWs compliant (Water (NI) Order numeric consents) % 1 87.0] 90.4 SIS 88.7 93.3
9 [% of WWTWs compliant (UWWTD consents) % 1 89.6/ 92.0 92.9/ 93.6 96.2]
10|% of total p.e. served by WWTWSs compliant with Water (NI) Order consent (LUT) % 2 N/C N/C 93.80, 95.57 96.45!
11|% of total p.e. served by WWTWSs compliant with UWWTD consent (LUT) % 2 92.40 89.38 97.58 96.58 99.1
11a% of total p.e. served by WWTWSs complying with Water (NI) Order numeric consents % 2 87.95 95.13
11b|% of total p.e. served by WWTWSs complying with UWWTD consent % 2 96.58 96.07;
12 % of intermittent discharges satisfactory % | 2]f 67.97[ 93.89) [ 74.01] 73.67 76.68
13 |Percentage unsatisfactory sludge disposal % 2 | 0.00” 0.00| | 0.00| 0.00 0.00
C |QUALITY AND ENVIRONMENTAL ACTIVITIES AND OUTPUTS
14 | Delivery of improvements to nominated UIDs as part of a defined programme of work nr 0 N/C 27 11 20 44/
16 | Delivery of improvements to WWTW through nominated schemes as part of a defined programme of work nr 0 16 44 63| 20 7
18 | Total sewage sludge produced (inc. PPP) ttds | 1 38.4/ 38.0 37.9) 38.1 39.0
D |SERVICEABILITY TO CUSTOMERS
20 |Sewer collapses per 1,000 km nr 1 47.3 96.3 68.7 84.9 80.7
21 [Number of high and medium pollution incidents attributable to NI Water nr 0 67, 56 55, 46 44
22|% of WWTWs discharges compliant with numeric consents % 1 86.7 90.0 92.1 88.3 92.5
NI Water is
currently in the .
23 |Sewerage infrastructure procers; of (:;alfining Y d':fﬁ:::n"y S LB
i::icaigras "’;It); .sa.rviceabiliFy _ _serviceability
text N/C N/C|| NIAUR. Until these indicators wﬂh. indicators are s_tlll to
i - NIAUR, and until be agreed W|_th
been agreed these thase are agreed NIAUR to define
T EB R lines 23 and 24 and measure
24 |Sewerage non- infrastructure usefully completed cannot be usefully serviceability
to indicate compicey
serviceability trends.
text N/C N/C

DEFINED OUTPUTS FOR MAINTAINING BASE SERVICES

Sewerage infrastructure (1)

Sewerage infrastructure (2)

Sewerage non-infrastructure (1)

Sewerage non-infrastructure (2)

Description

No defined outputs

M_Marginal
|

SERVICEABILITY MENT

mproving

Deteriorating
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ANNUAL RETURN - BOARD'S OVERVIEW

TABLE C - EXPENDITURE & FINANCIAL PERFORMANCE MEASURES (TOTAL)

REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS (DP YEAR YEAR YEAR YEAR YEAR
2007-08 2008-09 2009-10 2010-11 2011-12

A [TOTAL EXPENDITURE
1 |Total operating expenditure - water service (NI Water only) £m 95.358 98.499 71.762 87.148 76.089

1a|Total operating expenditure (PPP) - water service £m N/C N/C 10.944 1.795 2.051
2 |Total capital expenditure (excl. adopted and nil cost assets) £m 80.389 206.859 101.554 73.876 84.067
3 |Total operating expenditure - sewerage service (NI Water only) £m 88.395 109.092 97.808 71.569 69.725

3a [Total operating expenditure (PPP) - sewerage service £m 2.872 N/C 17.975 23.371 23.457
4 |Total capital expenditure (excluding adopted and nil cost assets) £m 173.896 186.296 156.420 88.267 107.944
B [CURRENT COST ACCOUNTS - PROFIT & LOSS
5 |Total Turnover £m 3 294.057 327.39§| 347.569 345.740 354.819
6 |Current cost operating costs (including CCD & IRC) £m 3 -278.250 -315.427| -328.924 -341.824 -355.174
7 |Current cost operating profit £m 3 17.077 11.626| 22.963 8.893 2.184

[ C [CAPITAL BASE & POST TAX RETURN

8 |Capital Value Year - End (outturn) £m 3 984.814 1,194.68 1,421.544 1,582.344 1724.786
9 |Total net debt £m 3 250.717 435.00¢ 617.211 725.832 809.900

10a|Post tax return on capital % . 2 1.88 1.0 1.72 0.58! 0.13

10b|Pre tax return on capital % . 2 N/C 1.0 1.72 0.58! 0.13
D |KEY FINANCIAL INDICATORS

11 [Cash interest cover (funds from operations; gross interest) ratio | 2 | 12.26 5.75]| 3.97 3.07] 3.55

Adjusted cash interest cover (funds from operation less capital "
12 |charges; gross interest) ratio | 2 2.17 0.77 0.49 -0.28 0.16
Adjusted cash interest cover (funds from operation less capital .

13 |maintenance; gross interest) ratio | 2 512 1.62 1.86 177 152
4 [Funds from operations: debt ratio | 2 | 0.43 0.24! 0.18 0.13! 0.1
5 |Retained cash flow: debt ratio | 2 | 0.54 0.18 0.11 0.1 0.1
6|Gearing: D/RCV % 25.45 36.41 43.42 45.87 46.9
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ANNUAL RETURN - BOARD'S OVERVIEW
TABLE D - WATER SERVICE: KEY SUPPORTING INFORMATION (TOTAL)

REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS (DP YEAR YEAR YEAR YEAR YEAR
2007-08 2008-09 2009-10 2010-11 2011-12
A [OPERATING EXPENDITURE/PROPERTY ANALYSIS
1 |Base service - operating expenditure/property served £lprop | 2 128.35 130.39 96.65] 116.76 100.38
2 |Enhanced service - additional operating expenditure/property served £lprop | 2 0.00 0.00 0.00 0.02 0.03
3_|Improving and maintaining supply demand balance — additional operating expenditure/property served | £/prop | 2 0.00 0.00 0.00 0.02 0.22
4 |Quality enhancements - additional operating expenditure/property served £/prop | 2 0.00] 0.07 0.42] 0.02 0.37]
5_|New outputs/obligations — additional operating expenditure/property served £lprop | 2 0.00 0.00 0.00 0.00 0.00
6 _|Water service - total operating expenditure/property served £lprop | 2 128.35 130.46 97.06] 116.82 100.99
B |CAPITAL EXPENDITURE/PROPERTY ANALYSIS
7 |Base service - capital maintenance expenditure/property served (infra and non-infra) £/prop | 2 52.70] 75.67 53.03] 45.09 62.47
8 |Enhanced service - additional capital expenditure/property served £/prop | 2 7.99) 43.86 18.19 5.89 7.64
9 |Improving and maintaining supply/demand balance - additional capital expenditure/property served £/prop | 2 21.04 83.46 33.77, 28.89 21.51
10 |Quality enhancements - additional capital expenditure/property served £/prop | 2 21.16] 65.22 26.65) 14.44 16.30,
11 |New outputs/obligations — additional capital expenditure/property served £/prop | 2 0.00 0.00 0.00 0.00 0.00
12 |Water service - total capital expenditure/property served £/prop | 2 102.89 268.22 131.64 94.31 107.92
[ ¢ [CAPITAL WORKS ACTIVITY |
| 17 |Length of new, renewed or relined mains | km | 2 295.66| 562.1 1|
D |WATER BALANCE
18 [Distribution input (inc. PPP) Miid | 2 614.45] 632.71 623.24/ 625.15 583.93
19 [Total leakage Miid | 2 156.52 180.93 186.86 176.97 168.23
20 [Total water savings achieved/assumed Mid |2 0.00 0.02 0.04/ 0.27 0.26/
21 |Water delivered Miid | 2 498.10] 496.50 477.89] 489.83 459.03]
22 |Security of supply index (planned levels of service) nr 0 -26) 42 88| 97 100
23 |Security of supply index (reference levels of service) nr 0 -26) 42 88 97 100
E |METERING
24a|Number of non household meters renewed nr 0 779 5814 8,722
25 [Meter optants installed nr 0 0 0 0 0 0
25a|Meter optants installed- non household nr 0 26 40 67
26 [Selective meters - installed nr 0 0 0 3945 4427 3,458
26a|Selective meters - installed- non household nr 0 907, 1071 747,
27 [Percentage of households metered % 1 4.6 0.0 0.0 0.0 0.0,
27a|Percentage of non households metered % 1 81.1 83.4 85.2
F_|OTHER KEY SUPPORTING INFORMATION
29 [Customers on the special assistance register nr 0 N/C| N/C 546 1,112 1,990
30 [Total revenue outstanding < 48 months as % of annual forecast revenue % 2 N/C| N/C 0.00]
31 [Average connected properties - water (excluding void properties) 000 [ O 743 755 739 746 753
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ANNUAL RETURN - BOARD'S OVERVIEW
TABLE E - SEWERAGE SERVICE: KEY SUPPORTING INFORMATION (TOTAL)

REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS (DP YEAR YEAR YEAR YEAR YEAR
2007-08 2008-09 2009-10 2010-11 2011-12

A |[OPERATING EXPENDITURE / PROPERTY ANALYSIS

1 [Base service - operating expenditure/property served £lprop | 2 139.71 172.33 157.28 117.33 113.02
2 |Enhanced service - additional operating expenditure/property served £lprop | 2 0.00 0.07 0.56 0.00 0.01
3 [Supply/demand balance - additional operating expenditure/property served £/prop | 2 0.95 0.78] 1.60 0.16] 0.16
4 [Quality enhancements - additional operating expenditure/property served £/prop | 2 0.15 1.65 2.34 0.21 0.45
5 |New outputs/obligations - additional operating expenditure £lprop | 2 0.00 0.00 0.00 0.00 0.00
6 |Sewerage service - Total operating expenditure/property served £lprop | 2 140.81 174.83 161.78 iz 113.64
B |CAPITAL EXPENDITURE/PROPERTY ANALYSIS

7 [Base service - Capital expenditure/property served (infrastructure and non-infrastructure) £/prop | 2 46.98 55.19] 68.80 45.15 92.98
8 [Enhanced service - additional capital expenditure/property served £/prop | 2 79.16 45.21 33.08 14.51 6.93
9 [Supply/demand balance - additional capital expenditure/property served £/prop | 2 70.14 67.80 48.70 31.34 24.97
10 |Quality enhancements - additional capital expenditure/property served £/prop | 2 78.73 127.27 104.00 48.94 46.83
11 [New outputs/obligations - additional capital expenditure £/prop | 2 0.00 0.00 0.36 0.00 0.00
12 |Sewerage service - Total capital expenditure/property served £/prop | 2 275.01 295.47| 254.94 139.94 171.71
C |CAPITAL WORKS ACTIVITY

13 |Sewers renovated km 2 2.96 3.90 2.19 15.66 9.12
14 |Sewers replaced km 2 12.52 8.24 11.26 11.08 3.66
15 | Total sewers renovated and replaced km 2 15.48 12.14 13.45 26.74 12.78
D [SEWER FLOODING ACTIVITY

18 |Internal property flooding solved by company action nr 0 N/C N/C 185 0 0
19 |External only flooding problems solved by company action nr 0 N/C N/C| N/C N/C N/C
20 |External linked problems solved by company action nr 0 N/C N/C| N/C N/C N/C
21 |Reduction in internal flooding due to other causes nr 0 N/C N/C| 18 -23] 5
E [OTHER KEY SUPPORTING INFORMATION
24|Volume waste water returned mid [ 2]] 382.57| [ 347.82| [ 337.63] [ 328.19] [ 319.98]
25 | Average connected properties - sewerage (excluding void properties) 000 | 0 || 628| | 624” 605| | 608” 614|
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ANNUAL INFORMATION RETURN - TABLE 1 KEY OUTPUTS
WATER SERVICE - 1 (TOTAL)

1 2 3 4 5
REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS | DP YEAR YEAR YEAR YEAR YEAR
2007-08 | CG 2008-09 | CG 2009-10 | CG 2010-11 | CG 2011-12 [ CG
A [HOUSEHOLD - LEAKAGE
1 |Number of household supply pipes repaired nr 0 495| C5 975| B3 1,114| B3 2,392 B2 2,286 B2
2 [Number of household supply pipes repaired free nr 0 0 0| At 0| At 37| B2 0| At
3 [Number of household supply pipes repaired - subsidised nr 0 0 0| At 0| At 0| At 0| At
4 [Number of household supply pipes replaced nr 0 0 0| At 0| At 0| At 0| At
5 [Number of household supply pipes replaced free nr 0 0 0| At 0| At 0| At 0| At
6 [Number of household supply pipes replaced - subsidised nr 0 0 0] At 0| At 0] At 0| At
7 |Total savings achieved/assumed Mi/d | 2 0.00| C5 0.00( At 0.00| At 0.05| B3 0.00| At
8 |[Total cost of initiative £000 | 2 0.00 0.00| At 0.00[ A1 10.78] C3 0.00] At
B [HOUSEHOLD - WATER EFFICIENCY METHODS
9 |Number of cistern devices distributed to households nr 0 188| C5 2,472| B3 2,813| B3 2,536| B3 2,946| B3
10 |Number of cistern devices installed nr 0 o A1 494| B4 800| B4 1,215| B4 1,423 B4
11 |Total savings achieved/assumed Mi/d | 2 0.00[ A1 0.02| B4 0.02| B4 0.04| B4 0.04| B4
12 |Total cost of initiative £000 | 2 N/C 1.66| B3| 1.60| B3 1.45| B3| 1.68] B3
13 |Number of water butts distributed to households nr 0 N/C 0| A1 0| Al o[ Al 22| B2
14 |Number of water butts installed nr 0 N/C o[ Al of A1 o[ Al 22| B3
15 |Total savings achieved/assumed Mi/d | 2 N/C 0.00| At 0.00[ A1 0.00| At 0.00| B4
16 |Total cost of initiative £000 | 2 N/C 0.00| A1 0.00[ A1 0.00| At 0.84| B3
17 |Number of water audit packs distributed to households nr 0 N/C 660| B3 3,028/ B3 1,967| B3 4,489| B3
18 |Total savings achieved/assumed Mi/d | 2 N/C 0.00| B3 0.02| B4 0.01) B4 0.03| B4
19 |Total cost of initiative £000 | 2 N/C 0.53| B3 0.75| B3 0.37| B3 0.33| B3
20 |Number of water audits carried out by the company in households nr 0 N/C 500 B1 0| A1 0| A1 0| Al
21 |Total savings achieved/assumed Mid | 2 N/C 0.00| B4 0.00[ A1 0.00| At 0.00| At
22 |Total cost of initiative £000 | 2 N/C 7.57| B2 0.00[ A1 0.00| A1 0.00[ A1
C |NON HOUSEHOLD - WATER EFFICIENCY METHODS
23 |Self water audit packs distributed to commercial customers by co. nr 0 N/C 0| A1 277 B3 319 B3 349| B3
24 |Total savings achieved/assumed Mi/d | 2 N/C 0.00| A1 0.00[ B4 0.00)| B4 0.00| B4
25 |Total cost of initiative £000 | 2 N/C 0.00| A1 0.05[ B3 0.06] B3 0.07| B3
26 |Water audits at commercial premises completed by co. or agent nr 0 N/C 4| B1 0| Al o[ At of At
27 |Total savings achieved/assumed Mi/d | 2 N/C 0.00| A1 0.00[ A1 0.00| At 0.00] At
28 |Total cost of initiative £000 | 2 N/C 0.17| B3 0.00[ A1 0.00) At 0.00] At
D [TOTALS
29 |Total savings achieved/assumed Mid [ 2 ]| 0.00] cs] [ 0.02] B4| [ 0.05] B4 [ 0.27] B4| | 0.26] B4
30 |Total cost of initiatives f000 | 2 | [ 8128 B4|| 8477] B3| [ 7439] B3|[ 7809] B3| | 91.80 B3
| E |0THER WATER EFFICIENCY METHODS
31a |Water Efficiency Publications - leaflets etc. £ 0 N/C 846| B3 1,679 B3 1,647| B3 2,122| B3
31b |Water efficiency Promotional Material - magnets etc. £ 0 N/C 5,670/ B3 5,142 B3 3,007| B3] 26,158| B3
31c |Water Efficiency Devices - shower timers etc. £ 0 N/C 4,666| B3| 7,944| B3 5,071 B3 4,577| B3
31d [Water Efficiency Education - Water Bus etc. £ 0 N/C 63,662 B3| 57,218| B3 55,754 B3| 56,029| B3
Water Efficiency-Softer Measures as per UKWIR-savings included
31e Miid | 2
below 0.17| B3 0.19[ B3
32 |Total savings achieved/assumed Mid | 2] Nel ] 0.00] B4| | 0.01] B4| 0.17| B3 0.20] B3
33 [Total cost of initiative 000 [ 2 || we| || 748s| B3|| 7198 B3|| e5.48] B3|| esso| B3
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Table 1 — Key Outputs — Water Service 1

Introduction

NI Water continues to operate a Leakage Notice Procedure in accordance
with the Water & Sewage Services (Northern Ireland) Order 2006 whereby a
customer with a supply pipe leak receives a notice, which currently gives 28
days for repairs to be completed by the customer. If the repair is not
completed by the customer then a Failure to Comply Notice may be served
and indeed a repair undertaken by NI Water, the cost of which is passed on to
the customer.

In relation to supply pipe repairs, GB water companies operate a
free/subsidised domestic supply repair/replacement policy with company
specific restrictions. NI Water is currently not funded to operate a
free/subsidised domestic supply pipe repair/replacement policy. The focus for
the repair of customer supply pipes remains through the application of the
Leakage Notice procedure.

The company has undertaken a review of the viability of implementing a free
or subsidised repair/replacement supply pipe policy. The conclusion of the
report is that this is not a cost effective option compared to the marginal cost
of water. A copy of this report has been made available to both DRD and
NIAUR.

Line 1 — Number of Household Supply Pipes Repaired

NI Water utilises a Leak Notice Database to collate all information related to
the issue and repair of each private side defect located through Leak
Detection activities. The company continues to work closely with customers as
part of the Leak Notice process by offering assistance on site to locate leaks
and offer appropriate advice on their repair.

Line 2 - 8 -— Number of household supply pipes repaired free

NI Water does not operate a free/subsidised repair/replacement policy for
leaking customer supply pipes therefore there is no appropriate information for
these lines.

Lines 9- 22 - Household - Water Efficiency Methods

NI Water has during this year continued its efforts to promote water efficiency
to its customers. These efforts have included using the methods successful to
date i.e. education schemes, distribution of water saving devices and working
in partnership with other organisations on new projects, and by designing and
introducing new strategies.

The Water Education Team (WET) consists of two personnel serving schools,
community and specialist groups, stakeholders and partners. Sixty percent of
their time is spent promoting water efficiency.

The key elements of our strategy are as follows:
1. Efficient use of water in the home
a) ensuring no leaks from taps, toilets, pipe joints etc.
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b) cistern displacement devices used where necessary

c) efficient use of domestic appliances e.g. full load for washing
machine, dishwashers and care as to the machine selected (water
saving)

d) use of showers rather than baths and shower timers to reduce time
spent in the shower

e) shower heads and water tap aerators are recommended

2. Efficient use of water in the garden

WET have attended a variety of external public events

Colin Environmental Fair, Belfast —April

BBC Sustainability Day- April

Banks of Ballinderry River Fair -May

Water Saving Week -11"-18" June, at B&Q and Forestside Shopping
Centre

National Trust Properties-Mount Stewart, Castlewellan- August
European Heritage Open Day -September

Two Family Fun days at Silent Valley Mountain Park-Sept 2011 &
March 2012

Lifestyle Green Show- September

Harvest Fair at National Trusts Mount Stewart —October

NI Hotel Federation Hospitality Exchange-Oct

Winter Planning for Older People-Anderstown Leisure Centre &
Hammer Centre

Winter Ready Clinic- Iverary, Olympia, Shankill, Walkway Ardoyne,
East City Business centre, Ballysillan

Eco schools Celebration-February

At these events staff attended to discuss water conservation and distribute
leaflets and a selection of promotional items and advice on using water wisely.

Talks are presented twice a month to community groups including:-

Homestart - mother and toddler groups
Volunteer Now- Belfast groups

Inner Wheel groups

Help the Aged

Rotary and Probus groups

Church groups

Lisburn Wildlife Group

Rathcoole Community Safety group
RNIB various groups

Cub Scout Groups

The WET promotes water efficiency at their Education Centre, at Silent Valley
where sessions take place in alternating weeks. Specific classroom talks on
conservation are given to primary school children supporting the Eco Schools
initiative or at their request. Monthly educational visits to the Wastewater and
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Water Treatment Centres for both schools and the general public are
organised by the team.

A variety of water efficiency promotional items are used whilst delivering these
talks which include:
e Water-butt leaflets
Drought resistant gardening leaflets and seeds
Promotional and educational leaflets
School water audits
Interactive games encouraging conservation
Hippo bags and instructions
Shower timers (5mins)
Fridge magnets
Water cycle poster (teachers aid)

All of the water efficiency leaflets are available for download from the NI Water
website along with a printable poster “Stop those drips”.

Lines 9-12- Household Cistern Devices

Cistern displacement devices (CDD’s) can be requested by the customer
directly through NIW’s Customer Relations Centre (CRC). For 2011/12 the
figure requested from CRC was 51 (included with March figures in the Table
below). NI Water has distributed 2895 CDD’s by other means: at school visits,
community talks, shows and at the request of an organisation. Each teacher
we came into contact with was also issued with a sample. Community Groups
receiving presentations on conservation also received a hippo bag. During
2011 we targeted the “hotel group” of commercial customers, who had an
environmental policy and supported water efficiency.

The table shows the number of CDD’s distributed in 2011/12.

Month No. No. No. Requested | Commercial | Monthly

Distributed | Distributed | Distributed | Community Use Total

at School | Community | at shows
Visits Visits

Apr 11 50 0 34 0 0 84
May 11 39 170 337 0 0 546
Jun 11 62 15 65 300 0 442
Jul 11 0 0 253 1 0 254
Aug 11 0 0 345 3 35 383
Sep 11 33 0 0 3 0 36
Oct 11 35 103 178 0 0 316
Nov 11 81 92 0 0 0 173
Dec 11 44 0 0 35 15 94
Jan 12 34 146 0 14 0 194
Feb 12 68 102 40 18 0 228
Mar 12 94 0 26 76 0 196
Annual 540 628 1278 450 50 2946
Total
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The calculation for the water savings achieved in 2011/12 report year is as
follows:
S*O*F*(D*I) = Savings in litres

S= Savings per flush, O= Occupancy rate, F= Flushing frequency per person
per day, D= Number distributed, |= Installation rate.

Values derived from the Ofwat Water Efficiency Targets 2010-11 to 2014-15
were used to estimate the number of CDD’s installed.

Using the OFWAT Efficiency Report the volume displaced per flush was
recorded as 2.5l/per flush and flushes per person per day as recorded as 5.
This figure is the average savings per flush achieved through the installation
of Hippo Bags which are the CDD distributed by NIW. An installation rate of
20% was due to the distribution method used i.e. through shows and events.
Occupancy rate was 2.5 from NISRA

Calculation:
2.5*2.5*5%(1278*0.2) = 7987.5 l/per day = 0.00079875 MI/d

70% installation rate for those from CRC requests, community requests, those
given to schools and community talks with a total of (1668),
Volume displaced per flush, flushes per person per day occupancy as above.

Calculation:
2.5*2.5*5*(1668*0.7) = 36487.5 |/per day = 0.0364875 Ml/d

Giving a total of 0.03729 MI/d, a very slight increase from the previous year.

The cost of the initiative was calculated by multiplying the no of hippo bags
2946 by the cost per bag giving £1,679.

Lines 13-16 Water Butts Distributed to Households

For the report year 2011/12 NI Water have not distributed water butts to
households. NI Water has promoted the use of water butts through leaflet
distribution. During Dec-Feb, the company re designed and launched its water
efficiency web pages. As part of the launch of re-designed water efficiency
pages, NIW ran a competition to win a waterbutt. The public were asked to
describe how they would use waterbutt. We received some great ideas,
including using the water from the butt to wash your hair! 22 waterbutts have
been collected and 30 runners up got water efficiency goodie bags, (recorded
by Education in other water efficiency items).

The table shows the number of water butts distributed:



Annual Information Return 2012 Page 5 of 12
Section 2 Chapter 1

Month No. No. No. Requested | Monthly
Distributed | Distributed | Distributed | Community Total
at School | Community | at shows
Visits/prizes visits
Apr 11
May 11
Jun 11 1 1
Jul 11
Aug 11
Sep 11
Oct 11
Nov 11
Dec 11 1 1
Jan 12 4 16 20
Feb 12
Mar 12
Annual 5 17 22
Total

The calculation for the water savings achieved in 2011/12 report year is as
follows:
S=V*F*1*N

S= savings per butt, V=volume of waterbutt, F= fills per year |= instillation rate,
N= number of Water butts

Using the OFWAT Efficiency Report the volume is company based (NI Water
supplied 22, 190l butts) the fills per year is estimated at 6 and the installation
rate is 100%.

Calculation:
190*6*1*22 =25080I per year
25080/365 = 68.712 per day = 0.0000687 Ml/day

The cost of the initiative was calculated by multiplying the no of water butts
awarded as prizes 22 by the cost per water butt giving £839.57.

Lines 17- 22 - Water Audits — Household

During 2011/12 the self water audit for domestic households which can be
accessed through the company’s website has not been taken up by visitors to
the site, there have however been 153 hits to the on line audit and 0 audits
completed online. A link has now been introduced at intervals on the home
page. An advantage of the website self water audit is that as soon as the
customer completes the form the information is emailed directly to WET and
this data can then be collated in a spreadsheet to accumulate water usage
across NI Water’'s customer base, unfortunately no uptake has been taken
within this time period.

Domestic Self Water Audit Packs

Over the report year 2011/12 WET continued its conservation campaign
“Spread the Word” to distribute self audits to the parents of school children.
For each school visited by the Team, the Principal was asked to distribute NI
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Water Domestic Water Audits to all families within their school. Every school
that entered received Hippo Bags for their toilets. A school returning 75%
completed audits received a water saving pack including a waterbutt, watering
cans and drought resistant seeds. The school with the highest percentage of
returns will receive a cash prize. This initiative will run until the end of May
2012 to return the completed audits.

To calculate the savings achieved through this initiative it is necessary to
make assumptions on the savings achieved (Ofwat Water Efficiency Targets
2010-11 to 2014-15). The percentage acted upon is assumed to be 70%.

D*A*S = Savings in litres
D = Number water audits carried out by company, A = Likelihood acted upon,
S = Savings in litres per water audit.

The number of audits distributed was 2486 and the number of audits returned
was 274 which is a return rate of 11.02% a drop of 6% from 2010 -11, (15
where requested by schools but not part of the Spread the Word initiative).

1800 audits distributed as community request (Thepvail Army Camp, Lisburn).
35 at events or shows making a total of 4336.

It has been assumed that completed audit achieved savings of 10 litres per
property per day.

Calculation:
4336 * 0.70 *10 = 30352 I/per day = 0.030352MI/d

From the figures supplied by IT division of the Corporate Affairs Team, 153
hits have been recorded, for observations of, the on line water audit.

To calculate the savings achieved through this initiative it is necessary to
make assumptions on the savings achieved (Ofwat Water Efficiency Targets
2010-11 to 2014-15). The percentage acted upon is assumed at 10% saving
10 litres per property per day.

Calculation: 153 *0.10 * 10 = 153 I/per day = 0.000153 Mi/d

Total savings figure for domestic audits 0.030505 Ml/d

The total number of audits is the addition of the number of audits distributed
through ‘Spread the Word’ (2486) plus those requested by schools (15) plus
the number distributed to the community (1800) plus the number distributed at
events (35) plus the number of visitors to the online audit (153), giving a total
4489.

Line 19

Cost of “Spread the Word” is the cost of the prizes £150 added to the cost per
audit multiplied by the number of audits distributed £182.11. The total is
£332.11
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Water Audits Completed by Company in Households
No audits were completed in the homes of customers 2011/12.

Presently in Northern Ireland domestic customers do not pay for their water
and wastewater services and customers are not metered. Therefore the only
way to help foster change in attitude and behaviour is by demonstrating to the
customer how they can financially benefit i.e. save money, for example by
reducing the number of showers they have in a week or the number of times
the washing machine and or dishwasher is used.

Lines 23 — 28 - Non-household - Water Efficiency Methods

NI Water operates a larger user discount scheme which is dependent on the
commitment of the customer to water efficiency. The customer will have to be
seen to be promoting water efficiency; this may be through changes in
procedure, installing water saving devices, installation of recycling plants and
the review of water efficiency by an independent industry expert.
(www.niwater.com/largeusertariff.asp).

Work was carried out on NI Water’'s website; an area was developed to deal
with promoting water efficiency within the commercial customer sector. The
areas included are:

e Why Save Water?

e What is Normal Water Use?

e What is a Water Balance?

e Water Efficient Plumbing Appliances?

The website is accessible to all customers with internet access enabling them
to source information to assist them in making decisions about water
efficiency.

Lines 23-28 Non-Household - Water Audits

During 2011/12 314 Water Audits for Schools were distributed by WET
through Teachers Packs.

Added to a number of Commercial Audits which were distributed at the piloted
“Hotel Groups”, these totalled 35. Along with these audits other water
efficiency items including our Conservation Pyramid, were given hippo bags,
shower timers recorded in the appropriate table below. This gives a total of
349 audits.

To calculate the savings achieved through this initiative it is necessary to
make assumptions on the savings achieved (Ofwat Water Efficiency Targets
2010-11 to 2014-15). The percentage acted upon is assumed at 20% saving
10 litres per property per day

D*A*S = Savings in litres
D = Number water audits carried out by company, A = Likelihood acted upon,
S = Savings in litres per water audit.
Calculation:
349 *0.20*10 = 698 |/per day = 0.000698MI/d
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Cost is the number of school audits multiplied by their cost added to the
number of commercial audits added to their cost £65.17

Totals
Lines 29-30 Totals
Savings

These savings have been achieved through Section B (Household-Water
Efficiency Methods), Section C (Non Household-Water Efficiency Methods)
and Section E (Other Water Efficiency Methods).
The total recorded savings for Sections B, C and E is 0.26379 MI/d

NI Water do not operate a free/subsidised repair/replacement on supply pipes,
therefore no savings where obtainable from Section A, (Household- Leakage)

Efficiency Method Savings Initiative cost
Mi/d £
Household B
Cistern Devices 0.03729 1679.22
Water butts 0.0000687 839.57
Self-Water audits 0.030505 332.11
Non Household C
School/Commercial Audits 0.000698 65.17
Other Methods E
Shower timers/Gel Bags (see below) 0.004472 4577.29
UKWIR-Softer Measures (see below) 0.190765 | included in Education Dept
Leaflets (see below) 2122.08
PR items(see below) 26,158.34
Education Dept 56,025.28
Total 0.26379 91,799

The calculation of costs due to staffing has been calculated using accepted
methodology from the AIR11 return.

Costs

Household - Leakage: No costs are sustained by NI Water through supply
pipes being repaired, as NI Water does not operate a free/subsidised
repair/replacement scheme. If NI Water repairs any leaking supply pipes, this
will only happen after a leakage notice has been issued and the customer has
failed to carry out sufficient work to rectify the problem. NI Water will then
repair the supply pipe and the cost will be charged to the customer.

Lines 31-33 Other Water Efficiency Methods

The majority of NI Water's other Water Efficiency Methods are education
based. As already mentioned NI Water has a dedicated Water Education
Team consisting of two full time employees. The Environmental Education
Manager and the Outreach and Learning Officer, who deliver presentations to
a variety of community and youth groups, organise/attend external events as
well as attend educational establishments at all levels. Conservation
classroom presentations are given on demand and we work with the Eco
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Schools Award scheme. The double decker Waterbus, a mobile education
unit provides displays, quiz, demonstrations, DVD and computer facilities.
This exhibition aims to make children aware of a range of water issues such
as the water cycle, water for health, water sources, water/wastewater cleaning
and water efficiency. The Waterbus programmes have been written for Key
Stage 1 (P1-P4) and Key Stage 2 (P5-P7) and we work closely with the
revised curriculum. The service is well received by Education and Library
Boards and we have been in contact with 6,328 pupils delivering water
conservation messages alone. NI Water has a Wastewater Heritage Centre
sited at Duncrue in Belfast. This site provides an insight into the history of
water supply and removal of waste and the importance and techniques of
wastewater management. We consider contact with school children to be the
vital link with parents, bringing news and promotional items home and
encouraging them to become water efficient and to be aware of the value of
water management.

The delivery of water efficiency messages to Commercial customers was
piloted through hotels with the initial development of a “Conservation Pyramid”
with three messages “turn off the tap when brushing your teeth”, “take a
shower instead of a bath” and “turn off taps tightly”. These are available to
hotels for their use, free of charge. (Numbers distributed are recorded in the
water efficiency items table below). The pilot started in August with the
delivery of a water efficiency talk to Jury’s Hotel, Belfast this was followed up
by attendance at the NI Hotel Federation Hospitality Exchange in October.
Following on from this we supported a “Water Workshop” run by NI HF and
InvestNI in December.

NI Water also has a large range of leaflets that promote water efficiency, the
distribution of these may also lead to increased water savings but at present
these savings cannot be calculated.

The items and leaflets distributed are shown in the table below:

Efficiency Method | Name Total Cost £
Leaflet Water Butt 1196 224.85
How water wise are you 9548 945.25
Hippo Bag 2946 600.98
Drought gardening 818 67.08
Frozen Pipes 16701 283.92
Total Leaflets 2122.08
PR ltem Bookmark- Saving Water 1658 189.01
Bookmark- “Flo” Kids saving water 1557 177.50
Seeds: Drought Resistant 780 1934.40
Adult Magnet 556 271.33
Magnet-H20 magnet 4699 1221.74
Game: Snakes and Ladders 175 31.33
Conservation Pyramids 475 745.75
Stop Tags 50320 | 21,587.28
Total PR 26,158.34
Measurable Shower timers 3886 4430.04
Gel Bags 31 147.25
Total Measurable 4577.29
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Over the reporting year 3886 shower timers were distributed at shows, events
and presentations by NI Water staff. The installation rate of these can be
assumed at 23% (Ofwat Water Efficiency Targets 2010-11 to 2014-15) a
saving of 5 litres per property per day can also be assumed. The calculation
for the savings achieved in 2010/11 report year is as follows:

D*I*S = Savings in litres
D = Number of shower timers distributed, | = Likelihood installed, S = Savings
in litres per property per day.

Calculation:
3886 * 0.23 * 5 = 4468.9 |/per day = 0.004469 MI/d

The gel bags were distributed as part of the online competition to re-launch
the water efficiency pages. Using the Ofwat Water Efficiency Targets 2010-11

to 2014-15) a saving of 0.1 litres per property per day can also be assumed.

The calculation for the savings achieved in 2010/11 report year is as follows:

D*l *S= Savings in litres
D = Number of gel bags distributed, | = Likelihood installed, S = Savings in
litres per property per day.

Calculation:
31*1*0.1=3.1 |/per day= 0.0000031MI/d

Total savings = 0.004472 Ml/day

The work of the Education Department has continued to significantly improve
NI Water's water efficiency figure. This can be demonstrated through the
behavioural chance activity has led to our customers becoming more efficient
in their use of water and the UKWIR method is now being used to quantify the
water saving benefits for “softer measures” (2010 reporters recommendation,
document reference T1niw.R10 Page 1.

The UKWIR spreadsheet WR25 “Estimating water saving calculator for
baseline water efficiency” has been used and activities have been
apportioned between Low, Medium and High Levels of engagement.

This is summarised in the following table.

Level of Litres/day MI /day
Engagement
High 173466.4 0.174664
Medium 12817.8 0.012817
Low 3283.7 0.003284
Totals 0.1908 Mi/day
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This shows an improvement from last year’s figure from 0.16763 to 0.1908
MI/d through the work of Education in schools, at community talks and through
PR at shows and events.

NI Water Education contributed to a new “Utility Badge” for the Scouting
movement. The “Scouts Resource Pack” booklet has been commissioned by
the Utility Regulator. It contains utility information from NI Water, NIE, Phoenix
Natural and Power NI on conserving each commodity. Under Water
Conservation the programme has been geared towards Cubs and Scouts and
includes leader’s notes, practical activities and games to be complete by the
organizations’ members. The pilot scheme was limited to 25 Scouting groups
and accumulated with an award ceremony with the Chief Scout for NI the
Minister of Tourism in attendance. It is planned to extend the badge to all
parts of Northern Ireland.

During the reporting year 2011/12 NI Water has regularly updated its existing
website (www.niwater.com). NI Water educational microsite. “What are you
doing about water” (http://www.niwater.com/education/index.html) for ages 6
to 14 years, builds upon the efficiency element. Sections include the Water
Cycle and Save Water. The subsection “How much water” calculates a
households daily use of water, “How do | save water” gives advice in the
home and tips for water use in the garden and within schools. It has been well
received by both teachers and pupils and is widely used for “investigation” in
the revised curriculum and is a valuable tool to both schools, education
establishments and the company. The Education Teachers Pack “Teachers
Little Helper” has 6 new Conservation Worksheets for pupils.

NI Water has dedicated website pages with advice on household and
commercial water efficiency. Included in these pages is a domestic self water
audit, which allows domestic customers to calculate their average daily
consumption per resident. This audit has the added benefit of doing
calculations automatically and also provides NI Water with completed audits
instantly once the customer has submitted it. The website also includes
guidance on the types of appliances that could be fitted to houses and
business, which would help them to be more efficient in the future.

“YouTube” video on “Saving Water” (featuring the Education Department
staff), was made by NI Water's Corporate Affairs Team has had 421 hits on
the site http://www.youtube.com/northernirelandwater to date. It promotes
water saving tips around the home and garden. The video is highlighted
during Water Saving Week (11" -18" June) which promotes water efficiency
to the public, encouraging the public to pledge to do one thing to save water
for the rest of their life, this was promoted this year at Belfast shopping centre
“Forestside” and at B&Q.

NI Water has highlighted throughout the year the issue of water efficiency and
in particular the potential for frozen pipes as part of its “Winter Preparation
Campaign”. The campaign ran from September 2011 and was conveyed via
various communication channels TV, Radio, Press (daily and regional papers)
website, social media, outdoor Adshels and Billboards. The tag line “Don’t
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Wait, Insulate” ran with the generic message of “Frozen Pipes Disrupt Lives”
and was carried with three advertisements “No Water, No Shower”, “No
Water, No Cuppa”, and “No Water, No Washing”.

The “Lag and Tag” message involved the distribution of a florescent “Stop Tap
Valve tag” which helped customers to be aware to their stop valve and its
location in the event of a burst this was accompanied by a leaflet drop to
domestic and commercial customers.

A large number of winter meetings were attended, targeting specifically ones
aimed at the elderly in preparation for winter, council organised events and
stakeholder events. Distribution was from school children, to estate agents
and commercial businesses, each was told what to do to prevent frozen pipes
and what to do if they got a burst it was positively received. In support of this
campaign several new features are downloadable from NI Water on YouTube:
“Protect your Pipes” (569 hits); Insulation (410 hits); Don’t wait Insulate (359
hits); “How to locate your stop Valve” (227 hits); “If a pipe burst” (199 hits); “If
a pipe freezes” (158 hits).

Using the UKWIR Methodology, which as previously mentioned was
recommended by the Reporter, has resulted in a general improvement in
water efficiency measurement for the company e.g. 2009/10 0.0479Ml/d
compared to 0.216 MI/d for 2010/11 this encouraging result has been built
upon with this year’s figure at 0.26379MI/d.
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WATER SERVICE -2 (TOTAL)

1 2 3 4 5
REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS |DP YEAR YEAR YEAR YEAR YEAR
2007-08 | CG 2008-09 | CG 2009-10 | CG 2010-11 | CG 2011-12 | CG
A |DG2 PROPERTIES RECEIVING PRESSURE/FLOW BELOW REFERENCE LEVEL
1 |Total connected properties at year end 000 1 800.0| A2 804.4| A2 798.7| A2 806.4| C2 810.4| A2
2 |Properties below reference level at start of year nr 0 N/C 10,321 B4 5,770 B4 2,248 B4 2,020| B3
3 |Properties below reference level at end of year nr 0 10,321 B4 5,770| B4 2,154 B3| 2,020 B3 1,748| B3
4 |Properties receiving low pressure but excluded from DG2 nr 0 N/C 218| B4 94| B3 0| B3 0| B3
4a |DG2 Properties with pressure below a surrogate level of 7.5m at end of year nr 0 320| B2 169| B2 173| B2 133 B2
4b |DG2 Properties at risk of low pressure removed from the risk register by company action nr 0 283| B3 262| B3
4c |Average capex cost of permanent solutions to DG2 problems £000/prop | 1 13.7| C4 3.0/ C4
B |DG3 PROPERTIES AFFECTED BY SUPPLY INTERRUPTIONS
(i) UNPLANNED INTERRUPTIONS
5 [More than 3 hours nr 0 60,662| B3| 56,480| B3 47,970| B3| 529,448| B3 54,303| B3
6 [More than 6 hours nr 0 9,483| B3 8,175 B3 9,427| B3 476,289| B3 7,023| B3
7 [More than 12 hours nr 0 1,839| B3 2,010[ B4 3,675| B3 214,274| B3 765 B3
8 [More than 24 hours nr 0 72| B3 609 B4 2,294| C4 40,959 B3 18| B3
(ii) PLANNED AND WARNED INTERRUPTIONS
9 [More than 3 hours nr 0 39,237| B3 48,163 B3 43,341| B3| 27,547| B3 58,162| B3
10 |More than 6 hours nr 0 20,273| B3| 26,480| B3 22,460| B3| 10,025 B3 31,808 B3
11 [More than 12 hours nr 0 62| B3 0| B4 135| B3 0| B3 1250| B3
12 [More than 24 hours nr 0 0| B3 0| B4 0| B3 0| B3 0| B3
INTERRUPTIONS CAUSED BY THIRD PARTIES
13 |More than 3 hours nr 0 1,472| B3 2477 B3 2,737| B3| 978 B3 1,675| B3
14 [More than 6 hours nr 0 510| B3| 36| B3 499 B3 699| B3 70| B3
15 [More than 12 hours nr 0 22| B3 33| B4 154| B3 63] B3 o[ B3
16 [More than 24 hours nr 0 6| B3 4| B4 0| B3 30 B3 0| B3
(iv) UNPLANNED INTERRUPTIONS (OVERRUNS OF PLANNED INTERRUPTIONS)
17 |More than 6 hours nr 0 835| B3 590 B3 452 B3 1,418| B3 1,131] B3
18 [More than 12 hours nr 0 99| B3 43| B4 118| B3 2| B3 288 B3
19 [More than 24 hours nr 0 0| B3 8| B4 1] B3| o] B3 4| B3
C [POPULATION
20 |Population (winter) (total) 000 [ 2| [ 1,771.11] B2] [ 1,800.32] B2| [ 1,805.80] c2| [ 1,814.34] c2] [ 1,823.89] c2]
D |DG4 RESTRICTIONS ON USE OF WATER
21 |% population - hosepipe restrictions % 1 0.0] A1 0.0] Al 0.0] A1 0.0[ A1 0.0 A1
22 |% population - drought orders % 1 0.0] A1 0.0] Al 0.0] A1 0.0[ A1 0.0 At
23 |% population - sprinkler/unattended hosepipe restrictions % 1 0.0] A1 0.0] Al 0.0] A1 0.0f A1 0.0 A1
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Table 2 — Key Outputs - Water Service - 2

Introduction

The PC10 Determination for the period April 2010 to March 2013 set a target
of 800 properties to be removed from the Register through ‘Company Action’.
The cumulative target profile for year 1 (2010/11) was 220 properties, year 2
(2011/12) 520 properties and year 3 (2012/13) 800 properties. In the 2010/11
and 2011/12 years there have been 283 and 262 properties removed
respectively from the DG2 register through company action. Therefore the
total number of properties removed for year 1 and 2 of the PC10 period is
545. The actual number of removals is therefore 25 ahead of the year 2
cumulative target of 520 properties. The primary means of achieving these
removals is due to capital investment through watermain rehabilitation
schemes. The company are not in a position to report on the number of
properties on the DG2 register served by common supply pipes as such
records do not exist.

Line 1 - Total connected properties at year end

Northern Ireland Water’s (NIW) property data is provided via a data download
of the property database tables held within the RapidXtra billing system. The
data is then manipulated within Microsoft SQL to produce the Rapid Property
Summary Report.

The methodology for calculating the total connected properties has changed
since AIR11 to ensure alignment and consistency between all tables,
therefore the figures aren’t comparable. Our desire is for improved reporting
and confidence in our figures. In terms of Table 2, we are currently analysing
the data to achieve greater understanding of the movement within data sets
and alignment with the figures for newly connected properties.

It was NIW’s intention to automate the production of this report via the
DIAMOND database reporting tool during the 2011/2012 year although this
piece of the DIAMOND project has not yet been taken forward by our ICT
department. This year we introduced an automated tool to populate the
figures within Table 2 from the Rapid Property Summary.

Line 2 — Properties below the reference level at start of year
The number of properties on the Register at the start of the year was 2020, as
reported in line 3 of the AIR 11 submission.

Line 3 - Properties below the reference level at end of year

As per the 2012 Regulatory guidance, as issued by NIAUR, this line includes
properties within a 10m height of service reservoirs. The final number of
properties recognised as being below the reference level at end of year is
1748.

The year end figure is the direct result of removals due to Company Action,
removals due to better information and additions due to better information.
Throughout this process a surrogate pressure of 15m head in the adjacent
watermain has been adopted as the reference level. All properties removed
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or added to the Register during the report period are supported by a report
and appropriate logged data. The additions and removals process is as per NI
Water’'s methodology and consistent with previous AIR submissions.

The reductions arising from capital schemes are captured within reports
received following the completion of watermain rehabilitation or infrastructure
improvements. In total NI Water processed Post Project Rehabilitation
Appraisal reports were received for 8 work packages, see Table 1 below,
resulting in 224 properties being removed from the DG2 register due to
company action.

The facility has been developed during the current year to provide regular
updates of all DG2 properties for upload onto the CARtoMAP system which is
available throughout the company and is of particular benefit to the Contact
Centre to assist in handling low pressure complaints.

Table 1
Rehabilitation Scheme DG2 Properties Removed
Portballintrae 6
Carmoney East 6
Lisburn Urban 19
Fofanny Banbridge Phase 1 94
Ballinrees Central 1
Kilknock 35
Kirkinriola 1
Ballygowan 62
Total 224

Portballintrae PPRA - This portion of work was developed from the
Altnahinch Design Zonal Study and was completed between December 2007
and April 2010. A total of 48 km of mains were rehabilitated and as a result of
this work 6 properties were removed from the register based on the
submission of a DG 2 Investigation Report.

Carmoney East PPRA - This mains rehabilitation construction phase was
conducted between May 2009 and June 2010. It incorporates a variety of
hydraulic, operational and water quality solutions to improve the condition and
performance of the distribution network. A total of 25 km of mains were
rehabilitated under this work package removing 6 properties from the DG2
register.

Lisburn Urban PPRA — Capital investment resulted in the replacement of 10
km of watermains following the Lisburn Town and Lisburn North Rural Design
Zonal study to improve network performance in this area. The work package
was completed between March 2009 and April 2010 and enabled 19
properties to be removed from the register

Fofanny Banbridge Phase 1 PPRA — Rehabilitation works in the Banbridge
and Dromore areas were ongoing from June 2008 until March 2009. A variety
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of hydraulic, operational and water quality solutions resulted in 94 properties
being removed from the register.

Ballinrees Central PPRA - The construction phase was carried out between
June 2009 and May 2010. A total of 47.5 km of water mains were rehabilitated
resulting in 1 property being removed from the register.

Kirkinriola PPRA — Rehabilitation work was undertaken in the rural area
north of Randalstown concluding in April 2009. In total 15 km of watermains
were rehabilitated enabling 1 property to be removed from the register.

Kilknock PPRA — Although the rehabilitation process is ongoing operational
changes have been made to enable 35 properties to be removed from the
DG2 register.

Ballygowan PPRA — A total of 120.74 km of watermains were rehabilitated
between April 2009 and December 2009 to contribute to improved network
performance. For operational reasons many of the network improvements
were not completed until the latter stages of 2010. This work resulted in 62
properties being removed from the register.

The above detail would confirm that in line with the submission included within
the company PC10 Business Plan there is a phasing assumption in relation to
the removal of properties from the register equivalent to approximately one
year.

A total of 38 properties were removed during the year due to infrastructure
improvements undertaken by Leakage Services. These schemes are
highlighted in Table 2 below.

Table 2
Infrastructure Improvements DG2 Properties Removed
Tullyhill Crumlin 12
Redhills 17
Limehill 9
Total 38

A total of 17 properties were removed from the register as a result of better
information. All removals were processed based on the provision of 7 day
logged data. The existing Register maintains links to reports, supporting
documentation and location maps, all of which are held electronically. These
are identified in Table 3 below and aligned to their corresponding District
Meter Areas.

Table 3
Better Information DG2 Properties Removed
Portballintrae 2
Ballynahone 2
Lisburn Urban 5
Fofanny Banbridge 3
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Better Information

DG2 Properties Removed

Castor Bay Banbridge

5

Total

17

Finally 7 properties have been added to the register on the basis of better
information being provided complete with appropriate information as per the
adopted additions/removals process. They are included in Table 4 below.

Table 4

Better Information

DG Properties Added

Portballintrae

7

Total

7

The total DG2 movements during the year are summarised in Table 5 below.

Table 5
Year Start 2020
Removals due to PPRAs 224
Removals due to infrastructure | 38
improvements
Removals due to better information 17
Sub-total 1741
Additions due to better information 7
End of year Total 1748

Line 4 — Properties receiving low pressure but excluded from DG2

As per the NIAUR interpretation of 2010/11, properties within 10m are no
longer excluded from the DG2 Register. Therefore there are currently 0
properties that are justifiably covered by the exclusions as per the current
guidance notes.

Line 4a — DG2 properties with pressure below a surrogate level of 7.5m
at end of year

A query of the DG2 register confirms that 133 properties experience a
pressure below the 7.5 m surrogate level.

Line 4b — DG2 properties at risk of low pressure removed from the risk
register by company action

Calculation of the total number of properties removed as a direct result of
Company Action is achieved by adding the properties identified in Tables 1
and 2 above. See Table 6 below.

Table 6
Removals Due to Company Action | Number
Rehabilitation Schemes 224
Infrastructure Improvements 38
262
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The final number of properties removed due to Company Action is recorded in
Table 6 above as 262. This has exceeded the yearly target of 237 and as
such reflects good progress as 545 removals have been made at the end of
year two in comparison to a target figure of 520 removals. The company
remain on course in achieving the overall PC10 target of the removal of 800
properties from the register as a result of company action.

Line 4c — Average Capex cost of permanent solutions to DG2 problems
The construction work on a number of these Work Packages (WPs) was
carried out during the Strategic Business Plan period and, as such, the capital
spend is not necessarily within the PC10 period. The reason for the lag period
is described below.

The Utility Regulator issued guidance in April 2011 for AIR11 Table 2 which
included additional reporting lines for average cost of removing DG2
properties from the Register as a result of Company Action. This is the second
year that the company has reported this figure and it will allow the
benchmarking of NI Water costs to commence. The UR Final Determination
Document indicated an average cost per property removed, which appears to
be based on historic figures from England and Wales, but the appropriateness
of this comparison without a factor to account for the much longer length of
main per property in Northern Ireland needs further discussion. The variability
of cost per property removed as outlined in the table below is reflective of the
current method of delivery of the Water Mains Rehabilitation Programme.
Work packages have multiple drivers and assignment of costs to DG2
removal relies on the use of the CIDA allocation rather than directly
attributable costs arising from individual projects designed solely to remove
DG2 properties. NIW will continue to develop these reporting lines to deliver a
more robust process for attributing costs to DG2 properties.

The scheme costs and number of properties removed from the register are
reported for each WP where a PPRA report was produced. The costs are for
mains, with the primary justification for rehabilitation listed as “Hydraulic”,
which were generally replaced with a larger size of main. These mains may
have a secondary structural or water quality driver also but there was no cost
reduction for asset maintenance or quality enhancement applied. This
matches the approach used for CIDA allocation at CIP A1 stage.

PPRA reports for ten WPs and two additional DIRs were produced during
2011-12 which removed a total of 224 properties from the register and
resolved 1094 modelled LoS failures. These are detailed in Table 7 below.

Table 7
DG2 Modelled
WP Title Properties | Total Cost Future Level
Removed of Services
Portballintrae Ph1 & Ph2 6 £221,853.21 57
Carmoney East &
Waterside 6 £7,977.16 242
Lisburn Urban 19 £0 599
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DG2 Modelled
WP Title Properties | Total Cost Future Level
Removed of Services
Castor Bay & Fofanny 94 £177,701.86 110
Banbridge
Ballinrees Central 1 £252,888.38 24
Ballygowan (Drumreagh)
& Mid-Down 62 £113,574.62 62
Kirkinriola (Cushendall
Road DIR) 1 unknown 0
Dungonnell (Kilknock
DIR) 35 unknown 0
TOTAL: 224 £773,995.24 1094
Average Cost per DG2
Removal £3,455.34 £707.49

The hydraulic models were used to size the replacement mains with a future
demand calculated using the 2002 WRS Report. Current practice would use
the future model with the current mains to generate future level of service
failures and then check that these were resolved by the replacement mains.
This gives the modelled future Level of Service (LoS) failures that the mains
resolve.

In addition to the removal of properties following the receipt of a PPRA report,
there have been a number of properties removed as a result of infrastructure
improvements. These are listed in table 8 below.

Table 8
Infrastructure Improvements DG2 Cost Attributed
Properties to DG2
Removed Removals
Tullyhill Crumlin 12 £6428
Redhills 17 £952
Limehill 9 £6943
Total 38 £14323

Therefore the average overall cost of removing a DG2 property from the
register is obtained by combining the total cost (£773,995 and £14323) =
£788,318 and dividing by the total number of properties removed i.e. 224
(PPRA reports) + 38 (Infrastructure Improvements) = 262

Average cost per DG2 removal = £3008

Comments on Specific Work Packages

Drumreagh DMA within WP69 Ballygowan has been logged and assessed
however, remaining DG2s within Ballygowan and Mid-Down will not be
resolved and completely assessed until WP100 Ballynahinch schemes have
been constructed in late 2012/13. The remaining DG2 issues within
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Drumreagh DMA have recently been assessed and a set of schemes in the
vicinity of Balloo PS are currently receiving Buy-In and will either be included
within Ballynahinch WP or slotted into a separate PCF at an estimated cost of
£80,957.

DG2 issues in Pond Park DMA within WP62 Lisburn Urban are currently being
assessed by NIW staff.

Confidence Grade Line 4c
A confidence grade of C4 is proposed for this data line.

Lag in Confirming Removal from Register

There is a time lag of approximately one year between the completion of the
WP and confirmation that properties can be removed from the register, in
general. There will be a longer lag in areas where there is a phase 2 WP
under construction, or a neighbouring WP has a significant effect on the
normal operation of the system. The PPRA report for both phases will be
completed one year after the phase 2 WP is complete.

This is consistent with the process included in the company PC10 Business
Plan.

Work Packages awaiting PPRA

A spreadsheet listing the WPs awaiting the completion of the PPRA reports
was produced and it identifies the estimated number of DG2 properties to be
removed using predicted pressure from Hydraulic Modelling. The pressure will
be confirmed by logging before formal removal from the register. The table
below lists the WPs and the predicted number of properties removed.

Table 9
No of
properties
Construction | to be
Work Package Name End Date removed
WP35 Ards North/Lough Cowey/N'ards
Town Apr-09 30
WP75 South Down/WP77 Downpatrick Dec-11 149
WP78 Mourne Coastal & Newcastle Feb-12 1
WP79 Dunore West/Tardree P1/Tardree
P2 Dec-11 7
WP71 Lough Ross Jun-12 12
WP14 The Glens Aug-12 10
Total 209

Removals Pending

It should be noted that currently 209 properties have been identified for
removal from the DG2 register due to the planned completion of PPA reports
during 2012/13 as the direct result of company action via rehabilitation works.
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Lines 5-19 - DG3 Properties Affected by Supply Interruptions

The rules governing the recording and collation of data for the DG3 Register
are explained in the Levels of Service Methodology. DG3 procedures were
established and implemented by NI Water in April 2007.

Note: This commentary includes figures based on a Total Connected
Properties at Year End figure of 810,367 as confirmed by Customer Services.

Significant year on year changes in reported figures including an
explanation of any factors that may have influenced the figures

Unplanned Interruptions

2009/10 201011
DG3 Properties Freeze/ Freeze/
AIR > prober 2000110 | 1% 2010/11 roezel | 2011112
Excluded Excluded
Tl:diglee 92: More than 3 hours | 47,970 | 36,032 | 529448 | 47454 | 54303
T_?nb;e% More than 6 hours | 9,427 4,473 476,289 12,409 7,023
Table 2: | More than 12 3.675 1,395 214.274 3.997 765
Line 11 hours
Table 2: | More than 24 2.004 347 40,959 1,846 18
Line 12 hours

NI Water's DG3 performance in 2010/11 was heavily influenced by the two
freeze/thaw events of December 2010 and particularly, by the impact of
supply rotation and service reservoir drain-down. As such, all actual outturns
were extremely poor in comparison to the Monitoring Plan targets for PC10.

With the impact of the winter weather removed, the figures were still higher
than in 2008/09 when the winter was relatively mild. Several major incidents
involving burst mains had a significant impact on performance. Heavy snow
and resultant power failures at the start of April 2010 also contributed to
underperformance. The Company’s DG3 performance in 2011/12 has been
good and all outturns are within the Monitoring Plan targets for PC10.

The unusually mild winter has helped to offset periods of underperformance in
the year, with fewer bursts than expected. In December, the mean
temperature was over 5 °C warmer than December 2010 whilst February was
the mildest since 1998 and the fourth mildest on record. Actions aimed at
minimising supply interruptions have also helped.

Planned and Warned Interruptions

AIR DG3 Properties Affected | 2009/10 | 2010/11 | 2011/12
Table 2: Line 9 More than 3 hours 43,341 27,547 58,162
Table 2: Line 10 More than 6 hours 22,460 10,025 31,808
Table 2: Line 11 More than 12 hours 135 0 1,250
Table 2: Line 12 More than 24 hours 0 0 0
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The numbers of properties affected by planned and warned interruptions
lasting more than 3 hours and 6 hours have risen significantly in 2011/12.
These changes can be attributed to substantial changes in the meterage
installed under the Watermains Rehabilitation Programme. Watermain
distribution meterage installed in 2011/12 was 509km compared to 198km in
2010/11 and 351km in 2009/10.

1,250 properties experienced planned and warned interruptions lasting more
than 12 hours in 2011/12 compared to 0 in 2010/11 and 135 in 2009/10. NI
Water tries to avoid planned and warned interruptions exceeding 12 hours but
on this one occasion in June, a new mains tie-in took 14 hours to complete.
The latter part of the interruption occurred during the night.

For the fifth year in succession, no properties experienced planned and
warned interruptions lasting more than 24 hours.

Interruptions Caused by Third Parties

AIR DG3 Properties Affected | 2009/10 | 2010/11 | 2011/12
Table 2: Line 13 More than 3 hours 2,737 978 1,675
Table 2: Line 14 More than 6 hours 499 699 70
Table 2: Line 15 More than 12 hours 154 63 0
Table 2: Line 16 More than 24 hours 0 30 0

The number of properties experiencing interruptions caused by third parties
lasting more than 3 hours, decreased by 1,759 between 2009/10 and 2010/11
and increased by 697 between 2010/11 and 2011/12.

The number of properties experiencing interruptions caused by third parties
lasting more than 6 hours, increased by 200 between 2009/10 and 2010/11
and decreased by 629 between 2010/11 and 2011/12.

No properties experienced planned and warned interruptions lasting more
than 12 hours in 2011/12.

Unplanned Interruptions (Overruns of Planned Interruptions)

AIR DG3 Properties Affected | 2009/10 | 2010/11 | 2011/12
Table 2: Line 17 More than 6 hours 452 1,418 1,131
Table 2: Line 18 More than 12 hours 118 2 288
Table 2: Line 19 More than 24 hours 1 0 4

The number of properties experiencing overruns of planned interruptions
lasting more than 6 hours, increased by 966 between 2009/10 and 2010/11
and decreased by 287 between 2010/11 and 2011/12.

In 2010/11, the majority of properties were affected by a single overrun. In
2011/12 there has been an increase in the number of planned interruptions
which overran, 25 compared to 10 in 2010/11 and 13 in 2009/10. This
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increase can be attributed to an increase in the overall number of planned
interruptions by the company, including those associated with the water mains
rehabilitation framework.

2009/10 2010/11 2011/12
Planned Planned Planned Planned Planned Planned
Interruptions | Which Y% Interruptions | Which Y% Interruptions | Which Y%
>6hrs Overran >6hrs Overran >6hrs Overran
478 13 2.72 461 10 217 1,068 25 2.34

The number of properties experiencing overruns of planned interruptions
lasting more than 12 hours decreased by 116 between 2009/10 and 2010/11
and increased by 286 between 2010/11 and 2011/12.

4 properties experienced overruns of planned interruptions lasting more than
24 hours in 2011/12 compared to 0in 2010/11 and 1 in 2008/09.

Additional information on performance against alternative standards
NI Water has three Key Performance Indicators relating to Supply
Interruptions (DGS3):-

Number of properties experiencing unplanned and unwarned interruptions
(expressed as a percentage of households) in excess of:

1a) 6 hours
1b) 12 hours
1c) 24 hours

KPls 1a and 1c were first introduced in April 2007.




Annual Information Return 2012

Page 11 of 32
Section 2 Chapter 2

The following table provides details of the outturns for the last three years together with the corresponding yearend targets.

Outturn Including | Outturn | Outturn | Outturn
Outturn Early & Late Dec Exc. Exc. Exc. Outturn
| _ 09/10 Frgeze Thaws Late Late Eays | 1011 11/12
nterruption KPI KPI KPI
Category Target Dec Dec Late Dec Target Target
2009/10 | 2009/10 (%) 2010/11 | 2010/11 | Thaw | Freeze/ | Freeze/ (%) | 201112/ 2011/12 | /)
(Props) (%) (Props) (%) Only Thaw Thaws (Props) (%)
(%) (%) (%)
u/P 9,427 1.180 See Total
~6hrs UTP 499 0.062 Target excludes third party interruptions As 2010/11
O/R 452 0.057 Target excludes overruns
Total | 10,378 1.299 1.00 | 476,289 | 59.060 | 217 | 1.83 | 1.00 1.00 7,023 | 0.867 | 0.970
U/P 3,675 0.460 See Total
~12hrs UTP 154 0.019 Target excludes third party interruptions As 2010/11
O/R 118 0.015 Target excludes overruns
Total | 3,947 0.494 0.15 | 214,274 | 26570 | 0.78 | 051 | 0.22 0.22 765 0.094 | 0.210
U/P 2,294 0.287 See Total
S24hrs UTP 0 0.000 Target excludes third party interruptions As 2010/11
O/R 1 0.000 Target excludes overruns
Total | 2,295 0.287 0.01 40,959 | 5.079 | 031 | 023 | 0.01 0.01 18 0.002 0.010

Note 1: Percentage outturns are based on total connected properties as follows: 798,740 (AIR10); 806,444 (AIR11); 810,367 (AIR12)
Note 2: Up to and including 2009/10, the number of properties experiencing unplanned and unwarned interruptions included interruptions caused by third
parties and unplanned interruptions (overruns of planned interruptions). From 2010/11, third party interruptions and overruns have been excluded.

In 2011/12, all three yearend outturns are better than the KPI Targets. In 2010/11, NI Water failed all three targets, mainly as a
result of the severe winter weather.
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Properties which suffered an interruption to supply where NI Water
considers that customers would not have noticed the loss of service, for
example because it occurred at night

Assumption: For the purposes of reporting on this requirement of the
commentary, NI Water has considered only those interruptions lasting longer
than 3 hours and has assumed that “night” falls between the hours of 12
midnight and 7am.

The following table provides a summary of those interruption records in
2011/12 whose Interruption Start Date/Time and All Props Restored
Date/Time fell within the hours of 12 midnight and 7am.

Interrupt Interrupt Interruption Start agsl:t‘gorg: Du?tio Properties Affected
Type No. Date Time Date Time | (Hours) ;rg >3 Hrs | >6Hrs

Unplanned | {15691 20/04/11 | 00:15 | 20/04/11 | 03:30 3.25 295 295 0

Planned E&P070 | 12/06/11 | 00:30 | 12/06/11 | 07:00 6.5 42 42 42
Unplanned | 16662 | 04/10/11 | 00:00 | 04/10/11 | 03:15 3.25 100 100 0
Unplanned | 17249 | 03/11/11 | 00:00 | 03/11/11 | 03:15 3.25 1,227 1,227 0
Unplanned | 17367 19/11/11 | 01:00 | 19/11/11 | 06:00 5 12 12 0
Unplanned | 17689 | 20/12/11 | 01:00 | 20/12/11 | 04:15 3.25 13 13 0
Unplanned | 17548 10/12/11 | 01:00 | 10/12/11 | 07:00 6 60 60 0
Unplanned | 18034 12/01/12 | 00:00 | 12/01/12 | 03:15 3.25 557 557 0
Unplanned | 17859 17/01/12 | 00:00 | 17/01/12 | 03:30 3.5 600 600 0
Unplanned | 18372 | 01/02/12 | 00:00 | 01/02/12 | 03:30 35 600 600 0
Unplanned | 18374 | 23/02/12 | 00:00 | 23/02/12 | 03:30 35 887 887 0
Unplanned | 18375 | 28/02/12 | 00:00 | 28/02/12 | 04:00 4 770 770 0
Unplanned | 18377 | 07/02/12 | 00:15 | 07/02/12 | 06:15 6 10 10 0
Unplanned | 18505 10/03/12 | 01:00 | 10/03/12 | 04:15 3.25 185 185 0

Both the Metering Team and Leakage function are

responsible for

interruptions to supply that are of a relatively short duration. Interruptions
lasting less than 1 hour are not, as a rule, recorded by NI Water. Step testing
is usually carried out at night to reduce the impact of loss of supply to
customers.

13 unplanned records have been identified where customers would not have
noticed the loss of service because it occurred at night. All 13 interruptions
lasted 6 hours or less. The number of properties affected by these
interruptions was 5,316, representing 9.8% of the total number of properties
experiencing unplanned interruptions lasting more than 3 hours in 2011/12.

Unplanned: (5,316 / 54,303) x 100 = 9.8%

NI Water reported in its AIR11 commentary that there were 6 unplanned
interruptions and 0 planned interruptions where customers would not have
noticed the loss of service because it occurred at night. The number of
properties affected by these interruptions was 1,210, representing 2.5% of the
total number of properties experiencing unplanned interruptions lasting more
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than 3 hours in 2010/11 (excluding impact of early and late December
Freeze/Thaws).

Interruptions of 3 hours or less occurring at night

NI Water has a record of 265 unplanned interruptions and 1 unplanned third
party interruption of 3 hours or less where customers would not have noticed
the loss of service because it occurred at night. The numbers of properties
affected by these interruptions are 164,938 unplanned and 204 unplanned
third party.

NI Water reported in its AIR11 commentary that there were 220 unplanned
interruptions and 2 planned interruptions of 3 hours or less where customers
would not have noticed the loss of service because it occurred at night. The
numbers of properties affected by these interruptions were 141,362
unplanned and 32 planned.

Number of overruns of planned and warned interruptions lasting
between 3 and 6 hours

There were 14 overruns of planned and warned interruptions lasting between
3 and 6 hours. The number of properties affected by these overruns was

21 +26+20+15+35+140+52+94 +6 +109+6 + 19 + 8 + 24 = 575

This number is small compared to the number of properties that experienced
a planned and warned interruption of between 3 and 6 hours (26,459).

T2: L9 = 58,261
T2:L10 = 31,802
58,261 — 31,802 = 26,459

NI Water reported in its AIR11 commentary that there were 11 overruns of
planned and warned interruptions lasting between 3 and 6 hours. The number
of properties affected by these overruns was 406.

The following table provides a summary of all the overruns of planned and
warned interruptions lasting 6 hours or less in 2011/12.



Annual Information Return 2012

Page 14 of 32

Section 2 Chapter 2

Properties .
Interrupt. | yopyy | Duration Aected | Diraion O
] > 0 Hrs > 3 Hrs (Hours)
15702 Apr 11 1.5 14 0 1.5
15658 Apr 11 5.0 21 21 0.5
15834 May 11 2.0 14 0 2.0
15922 May 11 2.0 11 0 1.5
16070 Jun 11 2.25 100 0 0.5
16271 Jun 11 3.5 26 26 0.5
17172 Oct 11 2.25 8 0 2.25
17109 Oct 11 2.5 10 0 0.25
17122 Oct 11 3.0 30 0 1.5
17073 Oct 11 3.5 20 20 1.0
17316 Oct 11 6.0 15 15 0.25
17354 Nov 11 3.75 35 35 0.25
E&P084 Nov 11 4.25 140 140 3.75
17308 Nov 11 5.5 52 52 2.5
17831 Jan 12 4.0 94 94 0.5
18052 Jan 12 4.0 6 6 1.0
17932 Jan 12 4.5 109 109 0.5
18179 Jan 12 4.5 6 6 0.5
17980 Jan 12 6.0 19 19 0.5
18367 Feb 12 1.25 4 0 0.25
18370 Feb 12 1.25 5 0 0.25
18368 Feb 12 3.75 8 8 0.25
18162 Feb 12 5.0 24 24 1.0
18645 Mar 12 1.75 15 0 0.25




Annual Information Return 2012

Page 15 of 32
Section 2 Chapter 2

Number of properties affected by interruptions caused by loss of electrical supply

Properties Affected

'"tf\lr;”pt Month ?ﬂg‘:}g;‘ >0 | >3] >6 |>12]>24 Comments
) Hrs | Hrs | Hrs | Hrs | Hrs

15759 Apr 11 4 18 | 18 0 0 0 I - Boho Dooletter Belcoo pumps off
I - NIE power failure in

16025 May 11 3.5 1 1 0 0 0 wind storm tripped out pumps i

15821 May 11 4 8 8 0 0 0 Monea Pumping Station, Enniskillen - Pump was airlocked

16089 Jun 11 8.5 24 24 24 0 0 Reaghan Pumps — Pumps tripped out

16364 Jul 11 2.5 3 0 0 0 0 Tullyrossmearn, Belleek - Pump was off
I Dcrygonnelly - Mountdrum Pumps, Lisbellaw. Electric

16615 | Aug 11 3.5 717 0| o] o y9 wgs off 10 pump P

17014 Sep 11 2 7 0 0 0 0 Tonell Pumps, Boho, Enniskillen

16924 Sep 11 19 1 1 1 1 0 Largancarron Booster, Florencecourt - Electrical fault at pump

17089 Oct 11 2.5 3 0 0 0 0 Tullyrossmearn Pumps were tripped off

17183 Oct 11 3.5 11 11 0 0 0 Doon Pumps, Derrylin

17339 Nov 11 2.5 5 0 0 0 0 Tullyvogy pumps, I B<|cck - Pumps off due to airlock

17494 | Nov 11 4 3 3 0 0 0 I | isnaskea

17609 Dec 11 3 5 0 0 0 0 I Bc/lcck ( Tullyvogy Pumping Station off )

17677 Dec 11 6 21 21 0 0 0 NIE power failure caused instrument control failure at Moys BPT
. ]

17736 Dec 11 6.25 13 13 13 0 0 ]
I, - 1 1.30: Pumps were found to

17761 Dec 11 17.75 17 17 17 17 0 | have stopped due to storm and were turned back on.16.30: Pumps had

tripped again. Mains filling from 17.30 until 19.45.
17829 Jan 12 10.75 59 | 59 | 59 0 0 Ballybracken SR Ballyclare
18354 | Feb 12 8 111111 ] o0 0 I Booster, Belleek
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The table provides a summary of the 18 unplanned interruptions caused by

electricity supply failures in 2011/12.

No incidents were particularly significant in terms of numbers of properties
affected with only one incident involving more than 50 properties. This incident
occurred in January and was due to a power failure at Ballybracken SR,

Ballyclare.

In terms of duration, 13 incidents lasted more than 3 hours, 6 lasted more
than 6 hours and 2 lasted more than 12 hours.

Combined impact of electricity supply failures on annual outturns

> 3 Hrs >6Hrs | >12Hrs | >24 Hrs
Numbers of Properties Affected by 204 195 18 0
Electricity Supply Failures
Numbers of Properties Affected by 54 303 2023 265 18
Unplanned Interruptions ’ ’
Percentage Impact 0.38% 1.80% 2.35% 0.00%

The impact of the electricity supply failures was greatest on the >12hr outturn,
accounting for 2.35% of the total number of properties affected by unplanned

interruptions.

Combined impact of electricity supply failures on KPI target compliance

>6Hrs | >12Hrs | >24 Hrs
Percenta.g_e of Connectc_ad Properties Affected 0015% | 0.002% 0.000%
by Electricity Supply Failures
KPI Target 0.97% 0.21% 0.01%
Percentage of Annual Target 1.55% 0.95% 0.00%

The impact of the electricity supply failures was greatest on >6hr KPI target
compliance, amounting to 1.55% of the annual target.
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Major incidents during the report year that NI Water believes adversely affected its DG3 performance

The following table provides a summary of all 59 supply interruption incidents during 2011/12 for which Upward Reports were
generated. For full details of all these incidents, please refer to the Upward Reports.

Interrupt Date of . . >0 >3 >6 >12 >24

Ref No. Incident Cause of Incident Duration hrs hrs hrs hrs hrs Category
001| 15634 | 13/04/2011 | Burst 6" main, NSNS, Carrickfergus | 8.5 49 | 49 | 49 | o o | Precaufionary/
002 | 15783 14/04/2011 Burst main, I IIEGEG@GEGE, Bushmills 4 31 31 0 0 0 3

14 & Burst Main, NI Precautionary —
003 | 15675 | 45/04/2011 ] 9.5 1 1 1 0 0 Third Party
004 | 15671 16/04/2011 I Omagh 6.5 42 42 0 0 0 4

Burst pumping main, [N Precautionary /
005 | 15843 16/04/2011 Coleraine 12.75 45 45 45 2 0 4
006 | 15767 28/04/2011 | Burst Main, I I Eniskillen 45 77 77 0 0 0 3
007 15769 58/04/2011 Leak on inlet trunk main to Kilreal SR, 45 1 1 0 0 0 3
Castlederg

008 | 15965 29/04/2011 Burst Main, I \cwtownards 6.75 1 1 1 0 0 3

06 & Tullyvar Water Pumping Station,
009 | 15827 07/05/2011 Ballygawley, Co Tyrone 12 259 259 19 0 0 3
010 15861 09/05/2011 Burst on Drumkeeran SR Inlet 2.5 2 0 0 0 0 3

12 &
011| 19875 | 13/05/2011 | Burst main, HESSEEEEEEE \Whitchead | °2° | 24 | 24 | 24 | O 0 3

15876 13/05/2011 9.25 11 11 11 0 0

012 | 16025 23/05/2011 Severe Weather - High winds across NI 3.5 11 11 0 0 0 3
013 | 16084 08/06/2011 | Burst main, IIIEEEE, Crossmaglen 12.25 57 57 11 1 0 3
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Interrupt

Date of

>0

>3

>6

>12

>24

Ref No. Incident Cause of Incident Duration hrs hrs hrs hrs hrs Category
16272 23 & " . 18 2 2 2 2 0 Precautionary /
014 54/06/2011 Burst on 27" Carryduff trunk main 5
16273 7 1 1 1 0 0
in
015 | 16258 | 27/06/2011 Burst main 45 98 | 98 0 0 0 3
Crossmaglen
28 & . .
I :
016 | 16216 29/06/2011 Burst main Conlig 14.25 408 408 408 1 0
017 | 16339 04/07/2011 | Burst on trunk inlet to Largy SR, Ederney 13 71 71 25 5 0
16429 27/07/2011 L . 12.5 56 56 36 1 0
018 57 & Burst distribution main, | INGczNNINN 3
16431 58/07/2011 Brookeborough 12.5 80 53 12 5 0
28 & Burst trunk main, IIINININNG
019 | 16459 20/07/2011 Cookstown 18 100 100 100 100 0 3
Burst trunk main, [ INEGEG_G_
020 16620 02/08/2011 Broughshane 7 5 5 5 0 0
021 16534 06/08/2011 Burst main, Doagh, Antrim 4 1,200 | 1,200 0 0 0
in, NG
022 | EQP151 | 08/08/2011 | Burstmain, 8 206 | 206 | 206 | O 0 3
Ballymena
023 16522 09/08/2011 | Burst trunk main from Killyclogher Service 19.5 47 47 47 42 0 3
16527 09/08/2011 Reservoir, Omagh 14.75 25 25 25 25 0
Burst water main, [ NG
024 | 16752 09/08/2011 Armagh 5.75 200 200 0 0 0 3
16737 | 0% 575 | 7,801 | 7,891 | 0 0 0
025 16 & Loss of supply, Conlig HL SR, Bangor 2
16738 11.75 41 41 41 0 0

17/08/2011
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Interrupt Date of . . >0 >3 >6 >12 >24
Ref No. Incident Cause of Incident Duration hrs hrs hrs hrs hrs Category
16 &
16739 17/08/2011 23.75 5 5 5 5 0
026 | 16809 | 17/08/2011 Loss of s”pxx;:;ﬁ“a"eys SR, 7.5 300 | 300 | 300 0 0 3
027 | 16876 14/09/2011 Burst main, Corvanagh SR, Cookstown 9.25 103 103 4 0 0 3
028 | 17031 15/09/2011 Burst inlet main, Kilnock SR, Ahoghill 5 87 87 0 0 0 3
16953 16/09/2011 Burst watermain at [ IEGcNzNN 6 456 456 0 0 0 ,
029 6954 | 20/09/2011 Portadown 2 456 | 0 0 0 0 Precautionary
16857 16/09/2011 11.5 224 224 224 0 0
030 16 & Burst main, Downpatrick 3
16861 17/09/2011 3.75 16 16 0 0
17044 10/10/2011 Burst main, I 11.5 366 366 366 0 0
031 10 & 10 inch burst trunk watermain, 3
17045 11/10/2011 I Omach 35.25 104 104 104 104 7
Burst watermain, IENGGcGNGNGE
032 17062 11/10/2011 Ballymoney 3 402 0 0 0 0 3
Burst 400mm main on the [ NG
033 17165 20/10/2011 I Cookstown 4.25 2 2 0 0 0 3
01 & Interruption to supply, INGcNE
034 17181 02/11/2011 Dungannon 7 295 295 295 0 0 3
035 | E&P113 | 02/11/2011 | 'nterruption to supply, N 105 | 246 | 246 | 246 | 0 0 3
Rasharkin
Burst on 8" asbestos inlet main to
036 | 17397 05/11/2011 Lagavara SR, at I, Ballintoy, 3.5 18 18 0 0 0 Precautionary
Co. Antrim
08 & Burst trunk main, NG
037 17238 09/11/2011 Omagh 3 41 0 0 0 0 3
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Interrupt Date of . . >0 >3 >6 >12 >24

Ref No. Incident Cause of Incident Duration hrs hrs hrs hrs hrs Category
038 | E&P111 | 15/11/2011 Burst TM, IININIIININIII |\2gherafelt 5.75 24 24 0 0 0 3

17514 5 86 86 0 0 0

17518 5 268 268 0 0 0

17519 . 5 756 756 0 0 0
039 17500 23/11/2011 Caugh Hill WTW unplanned shutdown 5 30 0 0 0 0

17523 4.5 824 824 0 0 0

17524 4.5 21 21 0 0 0
040 17548 12/2011 I D oannon 6 60 60 0 0 0 3

17549 12/2011 9 6 61 61 0 0 0

in, NN
041 | 17717 12/2011 Burst trunk ma oy 55 | 1,097 | 1,097 | o0 0 0 3 - Planned
042 | 17785 01/2012 Burst main, Greysteel 12 44 44 44 0 0 3
043 | 17829 01/2012 Ballybracken pumping main 10.75 59 59 59 0 0 3
044 | 18141 01/2012 Tankering operation to _Sconce Service - 41 41 41 0 0 3
Reservoir
045 | 18072 01/2012 Burst inlet to Monaclough SR, Armoy 4 5 5 0 0 0 3
046 | 17958 01/2012 Burst trunk main - |l Belfast 12 112 112 65 0 0 3
i ]
047 | E&P126 | 01/2012 | IMterruptionto S“ﬁf('){;le 22 86 | 86 | 86 | 86 0 2 - Overrun
Trunk main repair at | INGcTcTNEEE

048 18024 01/2012 Ballyclare 9.5 196 196 196 0 0 3

18349 01/2012 . 8 1 1 1 0 0 .
049 18351 01/2012 Fault at Lisnabreeny Scanner 144 ] ] ] 1 ] Precautionary
050 | 18004 01/2012 Burst trunk main, |IIIIIIEEEEE Clogher 6 95 95 0 0 0 3

Breach at IINEGcIINTNTNNEEEEEE ,

051 18103 02/2012 Belfast (MLA Interest) 4 58 58 0 0 0 Precautionary
052 | 18113 02/2012 High outlet flow at Poleglass SR 6 167 167 0 0 0 2
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Interrupt Date of . . >0 >3 >6 >12 >24
Ref No. Incident Cause of Incident Duration hrs hrs hrs hrs hrs Category
053 18407 02/2012 Burst main, Il L 'Derry 6 1,160 | 1,160 0 0 0 3
054 | 18154 | 0202012 107 trunkdistribution main - SIS 15 2995 0 | o | 0 | o0 3
I G- st
Burst main, NG
055 | 18377 02/2012 Armagh 6 10 10 0 0 0 3
056 18262 02/2012 I B:lygawley - 37 Sl 10 50 50 2 0 0 3
18269 02/2012 distribution main 4 50 50 0 0 0
10” Ballylucas inlet main - | R RN
057 | 18382 02/2012 B Dovnpatrick 10.25 8 8 8 0 0 3
in, NN
058 | 18410 02/2012 Burst main, L'Derry 3.5 1,081 | 1,081 | 0 0 0 3
059 | 18443 03/2012 Burst 8" PV%;“?éTa-re_ 7.5 134 | 134 | 55 0 0 3

NI Water assumes a monthly target allowance of one seventeenth of the yearend target from April to October and a monthly target
allowance of two seventeenths of the yearend target from November to March. The allowance is doubled from November to March
to account for freeze-thaw conditions and an associated rise in the numbers of bursts.

The KPI targets as percentages and numbers of total connected properties are listed below, together with the corresponding
monthly target allowances.

Monthly Target Allowance
KPI 2011/12 Target Apr to Oct Nov to Mar
% Properties % Properties % Properties
>6hrs 0.970 7,864 0.057 463 0.114 924
>12hrs 0.210 1,700 0.012 100 0.025 200
>24hrs 0.010 80 0.001 5 0.001 9
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The following table provides a summary of the incidents in 2011/12 where one
or more of the monthly target allowances were exceeded. Numbers equalling

or exceeding the target allowances are in bold text.

Interrupt Duration Properties Affected Target Allowance
No Pt Month (Hours) | 20 [>3[ >6 [>12[>24 | Cause [>6[>12[>24
) Hrs | Hrs | Hrs Hrs Hrs Hrs | Hrs Hrs
16459 Jul 11 18 100 | 100 | 100 100 0 Burst main | 464 | 100 5
17044 11.5 366 | 366 | 366 0 0 .
17045 | Ot 3525 [ 104 [ 104 | 104 | 104 | 7 | Burstmains | 464 100 | 5

NI Water would normally use this rationale as a basis for determining the
incidents for discussion in this section of the commentary but since there was
only 2 such incidents in the year, the Company has also looked at the incident
involving the greatest number of properties for more than 3 hours as well as
any incidents involving 400 or more properties for more than 6 hours and 100
or more properties for more than 12 hours.

Major Incidents

Burst Main, Conlig (Ref: Interrupt No. 16216)

In June, a burst on a 6 inch asbestos cement distribution main affected 408
properties in the Conlig area for more than 6 hours. This was one of three
unplanned interruptions in the year involving 400 or more properties for more
than 6 hours. The defective length of main was valved off almost immediately
to conserve water in Conlig High Level SR and to minimise the impact on
Carryduff Trunk Main contingencies. Repairs were delayed due to rock in the
excavation.

The impact of this incident in terms of percentages of connected properties
affected was 0.050% >6hrs, 0.000% >12hrs and 0.000% >24hrs.

Leak on Craig’s SR to Craig’s DMA Trunk Main, Cookstown (Interrupt No.
16459)

In July, an unplanned interruption to repair a leak on the electrofusion collar of
a 400mm diameter MDPE trunk main from Craig's SR affected 100 properties
in the Cookstown area for up to 18 hours. This was one of two unplanned
interruptions in the year involving 100 or more properties for more than 12
hours. The Craigs DMA was rezoned allowing supplies to be taken from
Unagh SR. Initial attempts to execute a repair were unsuccessful because of
fusion problems.

The impact of this incident in terms of percentages of connected properties
affected was 0.012% >6hrs, 0.012% >12hrs and 0.000% >24hrs.

Telemetry signal fault, Conlig High Level SR, Bangor (Interrupt Nos.
16737, 16738 & 16739)

In August, a telemetry signal fault at Conlig High Level SR, Bangor was
responsible for the loss of supplies to 7,937 properties for more than 3 hours,
46 properties for more than 6 hours and 5 properties for more than 12 hours.
This was by far, the greatest number of properties affected by a single




Annual Information Return 2012 Page 23 of 32
Section 2 Chapter 2

unplanned incident in the year although the impact on KPI performance was
minimal.

Telemetry signal fault & drain down at Edenaveys SR, Armagh (Interrupt
No. 16809)

In August, one of two compartments at Edenaveys SR drained down due to a
telemetry signal fault. The signal indicated that the tank was full and as a
result, the inlet flow was shut off. The other compartment had already been
drained down in preparation for cleaning. The majority of the Edenaveys
supply area was rezoned to minimise the impact but 300 properties in Central
Armagh experienced an unplanned interruption of up to 7.5 hours.

The impact of this incident in terms of percentages of connected properties
affected was 0.037% >6hrs, 0.000% >12hrs and 0.000% >24hrs.

Burst Main, Newtownstewart (Interupt No. 16695)

In September, a burst main affected 406 properties in the Newtownstewart
area for over 6 hours. This was one of three unplanned interruptions in the
year involving more than 400 properties for more than 6 hours.

The impact of this incident in terms of percentages of connected properties
affected was 0.050% >6hrs, 0.000% >12hrs and 0.000% >24hrs.

Note: This incident is not included in the summary of incidents identified from
the Upward Reports.

Bursts on Killyclogher SR to Lisnagardy SR & Carnalea DMA Trunk Main
(Interrupt Nos. 17044 & 17045)

In October, 366 properties in Seskinore experienced an unplanned
interruption of more than 6 hours whilst in Fintona, 104 properties experienced
an unplanned interruption of more than 12 hours and 7 properties
experienced an unplanned interruption of more than 24 hours, all as a result
of two separate bursts on the 10 inch ductile iron trunk main from Killyclogher
SR to Lisnagardy SR and Carnalea DMA.

This was one of three unplanned interruptions in the year involving 400 or
more properties for more than 6 hours and one of two unplanned interruptions
in the year involving 100 or more properties for more than 12 hours. Two
tankers were mobilised to stabilise storage in the downstream SRs of
Dungoran and Carryglass. A third tanker was deployed to sustain Lisnagardy
SR. Heavy rain and saturated ground conditions made the repairs difficult to
execute and one of the bursts was located in deep fill on private property.

The impact of this incident in terms of percentages of connected properties
affected was 0.058% >6hrs, 0.013% >12hrs and 0.001% >24hrs.

Justification of the assigned confidence grades including an explanation
for any changes in confidence grades from previous years
The AIR09 Reporter recommended the use of consistent accuracy bands.
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In 2010/11, NI Water assigned a confidence grade of “B3” to all lines of Table
2 despite the lower accuracy of component figures for supply rotation and
service reservoir drain-down. This decision was based on the fact that larger
outturns provide a greater margin of inaccuracy within the same accuracy
bands.

In 2011/12, there was no change in the processes and procedures used to
capture the base data for DG3. Therefore, NI Water has assigned the same
“B3” confidence grade as in previous years.

Justification of Reliability Band “B”

e There is no reliance on unconfirmed verbal reports, cursory inspections or
analysis. Every record in the DG3 Register represents an interruption to
supply where the cause has been investigated, identified and recorded by
experienced field staff or contractors.

e There is no reliance on extrapolation from a limited sample for which
Grade A or B data is available. Every figure reported in Table 2 is derived,
in its entirety, from the records in the DG3 Register. Every interruption
record includes the category, times and property counts necessary to meet
the regulatory reporting requirements of a DG3 Register.

e Although the Company considers its records, procedures, investigations
and analysis to be properly documented, its assessment cannot be
recognised as the best method. The systems used for capturing DG3 data
are independent from other sources of supply interruption data within NI
Water such as Rapid Xtra, Ellipse and the GIS. Although these systems
are currently used to improve the reliability of the data already captured,
the focus has been on interruptions lasting 5 hours or more.

e There are minor shortcomings. There may be some missing
documentation in the form of missing address details. Some short duration
interruptions may not have been captured.

Justification of Accuracy Band “3”

Whilst there is a possibility that some interruptions may have been overlooked
when compiling the DG3 Register, NI Water does not believe their exclusion
would account for more than 10% of either the total numbers of reported
properties or the total number of incidents.

There is also a possibility that the start and end times of some interruptions
may be inaccurate and this may have resulted in property counts being
assigned to the wrong time bands. Again, NI Water does not believe that
these inaccuracies would exceed 10%. Throughout 20011/12, the Company
has maintained its policy of comparing the start and end times of interruptions
lasting 5 hours or more with the times at which the earliest and latest “no
water” complaints were received from customers, and amending the times
where appropriate. By focusing on interruptions where the numbers of
affected properties are fewer and any inaccuracies are likely to represent a
larger proportion of the overall figures, the Company is confident of its
selected grading.
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The information associated with unplanned interruptions lasting more than 6
hours is less likely to be inaccurate because of the interest these interruptions
generate and of their impact on KPI performance. It is unlikely that any
incident affecting a significant number of properties or involving a longer than
average restoration time would have been omitted from the DG3 Register in
error or that the property counts and timings would have been reported
inaccurately.

NI Water carries out a number of checks aimed at ensuring that the data in its
annual return is both reliable and accurate and that the confidence grade is
justified.

Consistency Checks

e The Customer Field Managers check the records in the source repository
to ensure that all interruptions have been input for their areas.

e Extracted data is routinely checked for consistency with records in the
source repository.

e Records in the source repository are closed to prevent further editing.

e Checks are carried out to ensure that no records have been inadvertently
deleted or duplicated during the transfer of data between spreadsheets.

e Records of unplanned interruptions and interruptions caused by third
parties lasting 5 hours or more are compared with records of “no water”
complaints and if necessary, the Start Times, End Times and property
counts are amended to ensure consistency.

e Upward reports of supply interruptions are compared with records of
unplanned interruptions and interruptions caused by third parties to ensure
that the outturns include properties affected by major incidents. As upward
reports tend to relate to incidents involving large numbers of properties or
lasting a long time, the chances of any such incidents being missed are
greatly reduced.

e E&P checks the records to ensure there has been no duplication of rehab
related interruptions by Networks Water.

e There is a signing off procedure involving three levels of management.

Sense Checks

e Customers experiencing planned and warned interruptions are provided
with adequate advanced notification.

e Planned interruptions do not start before the planned start time.

e Planned interruptions ending after the planned end time are correctly
classed as overruns.

e Property counts are provided for all relevant time bands.

¢ Interruptions caused by companies working for, or on behalf of NI Water
are classed as “unplanned”.

e |Interruptions caused by electricity supply failures are classed as
“‘unplanned”.

e All calculations involving the summation of property counts are correct.
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Action Plan for Improvement

NI Water is currently unable to report confidence grades of A2, A3, B2 or
better for its DG3 data. A DG3 reporting solution feasibility study was carried
out in 2010/11 to explore options for the replacement of the existing OMIS
system but as yet, no indication has been given as to when or if the
development work will take place. In the meantime, the Company continues to
make progress in an effort to improve its confidence grades.

In the past, the tendency has been to obtain a GIS address list for an
unplanned interruption, only when it proved impractical to manually count the
number of properties affected by the interruption.

In 2011/12, NI Water ran a pilot exercise whereby a GIS address list of
properties was obtained for every unplanned and planned and warned
interruption in the Magherafelt distribution area. The purpose of the exercise
was to ascertain the feasibility of obtaining a GIS address list for every
interruption dealt with by Networks Water.

It is hoped to examine this protocol for the remaining distribution areas.
However, it may still be necessary to impose a series of limits which would
govern the criteria for requesting a GIS address list as the volume of records
for some areas may be unmanageable in terms of the time required to make
and process the requests.

The pilot exercise illustrates NI Water's commitment to improving the quality
of its DG3 data.

Reporter’'s Recommendations on AlIR11 — Progress Update

e DG3 - Supply Interruptions: Consideration should be given to the
facility to record more precise times in the design of a replacement
system for OMIS.

NI Water has considered the above recommendation to facilitate the recording
of more precise times in the design of a replacement system for OMIS.
Although a DG83 reporting solution feasibility study was carried out to explore
options for the replacement of the existing OMIS system, as yet, no indication
has been given as to when or if the development work will take place.

It is not feasible to implement the recommendation without a replacement
system. Nor is it feasible to implement mitigating actions in the current system
as such measures would only be temporary whereas a replacement system
would address a number of issues relating to DG3 reporting including the
issue of precise times. Changes to the current system can no longer be made
in-house and the expense could be hard to justify if there is a permanent and
more complete solution.

e DG3 - Supply Interruptions: NI Water should clarify which property
types are included in their GIS property counts
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NI Water's Asset Information Development (AID) Unit has been consulted
regarding the above recommendation and subsequently, the DG3 Levels of
Service Methodology has been updated to include relevant extracts from the
Pointer 2.1 Specification.

The following table of information is taken from the Pointer 2.1 Specification.

Property Type
Approved Built
Approved Derelict
Approved Under Construction
Candidate Built
Candidate None
Candidate Under Construction
Historical Built
Historical Derelict
Historical None
Historical Under Construction
Provisional Built
Provisional Under Construction

Unless AID is specifically asked to exclude void properties when running
queries, a GIS address list will include any of the above property types. The
list confirms that the GIS picks up twelve different property types including
void properties which according to the regulatory definition are a type of
connected property.

Note: There is a delay in updating the GIS with property status information.

e DG3 Supply Interruptions: Conduct an exercise to fully understand how
agents interpret and log ‘nowater/lowpressure' complaints

NI Water has reviewed the Customer Response Centre call scripts to
understand how call agents classify no water and low pressure complaints.
The review has confirmed that provided the customer provides an accurate
response to the questions asked by the agent, the risk of wrong classification
should be negated. These latest scripts have been incorporated into the DG3
Levels of Service Methodology for AIR12 as evidence that agents adopt a
specific line of questioning with the customer to establish the cause of
complaint.

Line 20 - Population (winter)

The following table provides a summary of the monthly numbers of bed-
spaces sold for hotel, guesthouse and B&B establishments in Northern Ireland
in 2011. Information was extracted from monthly bulletins published on the
DETNI website.
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HOTEL BED- | GUESTHOUSE & | TOTAL BED-
MONTH SPACES B&B BED-SPACES SPACES PERCENTAGE
SOLD SOLD SOLD

Jan-11 138,600 22,800 161,400 5.15%
Feb-11 180,400 29,900 210,300 6.71%
Mar-11 201,900 29,300 231,200 7.37%
Apr-11 222,600 44,400 267,000 8.51%
May-11 232,900 61,700 294,600 9.39%
Jun-11 229,000 53,500 282,500 9.01%
Jul-11 255,200 63,400 318,600 10.16%
Aug-11 293,500 80,000 373,500 11.91%
Sep-11 242,100 59,200 301,300 9.61%
Oct-11 223,000 46,800 269,800 8.60%
Nov-11 196,000 29,000 225,000 7.17%
Dec-11 177,000 24,200 201,200 6.41%

Total 2,592,200 544,200 3,136,400 100.00%

Assumption: The percentage bed-spaces sold during the winter was taken to
be the summation of the percentages for January, February, March, April,
November and December as these were the six months of the year with the
lowest percentages.

515% + 6.71% + 7.37% + 8.51% + 7.17% +6.41% = 41.32%

e According to the DETNI statistics bulletin “Results from the Northern
Ireland Passenger Survey 2011”, the number of non-resident visitor nights
for Northern Ireland was 5,285,000 (excluding Rol).

Reporting Constraint

The population (winter) is equal to the baseline resident population plus the
winter non resident population. The baseline resident population is readily
available from NISRA. The winter non resident population is representative of
the average number of visitors to Northern Ireland at any time throughout the
winter.

As the length of stay varies per visitor, some indication is required of how
many nights each visitor spends in the country. This figure is known as Visitor
Nights. Up to and including 2010, a figure was obtainable from the Northern
Ireland Tourist Board who was responsible for conducting the surveys aimed
at establishing tourism statistics. However, from 2011 these surveys have
been conducted by NISRA and this has resulted in changes to both the nature
and availability of published information.

One key change is that the figure for the number of visitors to Northern Ireland
no longer includes visitors from the Republic of Ireland. NISRA has issued an
instruction on its website referring clients to its Irish equivalent, the Central
Statistics Office (CSO) and in particular, to a survey entitled “Household
Travel Survey”. However a review of the survey has revealed that it has not




Annual Information Return 2012

Page 29 of 32

Section 2 Chapter 2

been updated since the first quarter of 2010 hence, the number of Rol visitors
to NI has had to be assumed as follows:

Assumption
The relationship between the number of overseas visitor nights and its
percentage was established by examining the changes in growth between
2007 and 2009. (The same relationship was assumed to apply to the changes
in growth between 2009 and 2011.)

2006 | 2007 | 2008 | 2009 | 2011 2011
Rol Nights 1 1 1 1 6,602 — 5,285 =
000’ 834 839 927 1,273 517
Rol + 5,285 x 80.05%
Overseas 9,618° | 10,486° | 10,469° | 8,1117 6602
Nights (000’s) 7
Overseas 9,618 | 10,486 | 10,469 | 8,111 3
Nights (000's) | 834 | —839 | 927 | —1.273 | 5285

—8,784 | =9,647 | =9,542 | - 6,838
Percentage o o
Overseas 91.33% | 92.00% | 91.15% | 84.31% 84.31% = 4.25%
Nights = 80.05%

" Data Source: Household Travel Survey: Table 9a: European Union international travel by
Irish Residents - Number of Trips & Number of Nights by Country/Region Visited, Q1 2008 -
Q12010 (Page 11)
% Data Source: Annual Statistics Bulletin - Overseas Visitor Estimates for Northern Ireland
% Results from the Northern Ireland Passenger Survey 2011

2007 - 2009 2009 - 2011 2009 - 2011
Percentage 92.00% — 84.31% 1,553 x2.74 x 10°
Overseas Nights Difference =7.69% =4.25%
Overseas Nights Difference 9,647 - 6,838 | 6,838 —5,285
(000’s) = 2,809 = 1,553
Ratio 2.74x10° 2.74x 10

e By calculation, the estimated number of non-resident visitor nights
= 5,285,000 + 1,317,000 = 6,602,000

e By calculation, the estimated number of non-resident winter visitor nights
= (6,602,000 / 100) x 41.32 = 2,727,946

e By calculation, the estimated average number of non-resident winter
visitors per night = 2,727,946 / (31 + 28 + 31 + 30 + 30 + 31) = 15,072

e According to AIR12: Table 7: Line 17, the baseline resident population is
1,808.82 x 10°.

e By calculation, the Population (winter) = 1,808,820 + 15,072 = 1,823,892.
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Significant year on year changes in reported figures including an
explanation of any factors that may have influenced the figures

AIR10 AIR11 AIR12

1,805.80 x 10° 1,814.34 x 10° 1,823.89 x 10°

The Winter Population figure has increased from 1,814.34 x 10% in AIR11 to
1,823.89 x 10% in AIR12, an increase of 9.55 x 10° (0.5%). This slight increase
can be attributed to changes in the component figures that make up this
figure. The baseline resident population has increased from 1,798.48 x 10° to
1,808.82 x 10°, an increase of 10,340. And the estimated average number of
non-resident winter visitors per night has decreased from 15,861 to 15,072, a
decrease of 789. This decrease is believed to be attributed to the economic
downturn.

Changes in Methodology

Up to and including AIRQ9, this calculation was based on an estimated annual
number of non-resident visitor nights for Northern Ireland (including Rol visitor
nights), published in NI Tourist Board’s “Preliminary Visitor Tourism Forecast”.
According to the publication, the estimate was based on January to August
data from both the Northern Ireland Passenger Survey (NITB) and the Survey
of Overseas Travellers (Failte Ireland).

In 2009 & 2010, NI Tourist Board published the actual number of non-resident
visitor nights (Jan-Aug 09 and Jan-Sep 10) in their “GB and Overseas Visitors
to Northern Ireland Summaries” and NI Water estimated the annual numbers
on the basis of the percentages of bed-spaces sold for hotel, guesthouse and
bed and breakfast establishments during the same periods.

In 2011, the source of the information used to calculate the Winter Population
has changed as the NI Tourist Board is no longer involved in conducting the
NI Passenger Survey (NIPS). Instead, this task has been passed to the
Department of Enterprise, Trade and Investment (DETINI). Details of the
actual survey and how it is conducted are available at www.detini.gov.uk/deti-
stats-index/tourism-statistics/stats-accomm-6.

The administration of the survey is carried out by the Northern Ireland
Statistics & Research Agency (NISRA), Central Survey Unit.

In addition to this change, the estimated annual number of Rol non-resident
visitor nights must now be sourced direct from the Central Statistics Office
(CS0O), Ireland as the NI Passenger Survey does not include visitors from the
Rol. The recommended publication is the “Household Travel (HOTRA)
Survey” but the bulletin has not been updated since the first quarter of 2010,
hence the need for extrapolation.
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Confidence Grade
The annual average non-resident population is an estimate based on several
sources of information:

1. The NI Passenger Survey covers overseas visitors to Northern Ireland who
exited through a NI air or sea port during 2011. The data does not include
estimates of those overseas visitors to NI who exited via a port in the
Republic of Ireland.

2. The Household Travel Survey is a random stratified sample involving
13,000 households (or approximately 1% of all private households). Falling
response rates and reduced coverage has resulted in data becoming less
reliable.

3. The “Statistics on Accommodation” bulletins provide the numbers of bed-
spaces sold. However, the numbers are based on the extrapolation of data
for a representative sample of establishments.

NI Water has assigned a confidence grade of C2 to account for known
deficiencies in the reliability and accuracy of the reported figure. Although
there have been changes in the methodology and survey teams, data
confidence is still believed to be comparable to previous years.

The “2” has been assigned because even if all visits occurred in the winter,
the difference in the calculated winter population would only be 21,403
properties (+1.17%). (see calculation below)

6,602,000/ (31 + 28 + 31 + 30 + 30 + 31) = 36,475
1,808,820 + 36,475 = 1,845,295

1,845,295 - 1,823,892 = 21,403

(21,403 / 1,823,892) x 100 = 1.17%

Lines 21-23 - DG4 Restrictions on use of water
Drought orders are not applicable in N.I.

Under Article 36 of the Water and Sewerage Services (NI) Order 1973, when
the Department for Regional Development is satisfied that a serious
deficiency of supplies of water in any area exists or is threatened, it may make
an order to prohibit or restrict the use of water for any purpose (or by means
by which the water is used, i.e. hosepipe ban).

The Department may also by order abstract water from any source and
suspend or modify any obligation governing the discharge of compensation
water for a period not exceeding 6 months.

Northern Ireland Water does not operate a sprinkler license system.

Outturns and Confidence Grades
There were no hosepipe restrictions, drought orders or sprinkler/unattended
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hosepipe restrictions in 2011/12 and therefore, the percentage population
experiencing DG4 Restrictions on Use of Water is 0.0% for Lines 21, 22 and
23.

The reliability assessments of “A” are based on the established procedures for
the making of any order to prohibit or restrict the use of water. The accuracy
assessments of “1” are a reflection that no orders were made during the
reporting year.

Future Reporting

Northern Ireland Water has yet to develop a series of revised DG4 procedures
which will clarify the reporting requirements and definitions and the
responsibilities of those involved in the reporting process.
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ANNUAL INFORMATION RETURN - TABLE 3 KEY OUTPUTS
SEWERAGE SERVICE - INTERNAL FLOODING (TOTAL)

1 2 3 4 5
REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS |DP YEAR YEAR YEAR YEAR YEAR
2007-08 | CG 2008-09 | CG 2009-10 | CG 2010-11 | CG 2011-12 [ CG
| A [DG5 ANNUAL FLOODING SUMMARY
| 1 |Number of domestic properties connected to sewerage system 000 1 | | 676.3| le | 598.8| E!2| | 603.4| 03| | 612.1| 02| | 618.5| A2|
(I) OVERLOADED SEWERS
2 |Properties flooded in the year (overloaded sewers) nr 0 195 D6 3| B4 6| B4 4| B3 10| B3
3 |[Flooding incidents in the year (overloaded sewers) nr 0 212| D6 3| B4 6| B4 10| B3 15[ B3
4 |Flooding incidents (overloaded sewers attributed to severe weather) nr 0 126| D6 0| B4 0| B4 4| B3 1| B3
4a |Properties flooded in the year attributed to severe weather nr 0 N/C N/C| N/C 10| B3, 1] B3
5 |Props. where flooding limited to uninhabited cellars only (o/loaded sewers) nr 0 0| D6 0| DX 0| D6 0| B3 0] B3
(ii) OTHER CAUSES
6 |Properties flooded in the year (other causes) nr 0 366| D6 23| B4 5| B4 28| B3 23| B3
7 |Properties which have flooded more than once in the last ten years (other causes) nr 0 108| D6 3| CX 1] CX 7| B3 6] B3
8 |Flooding incidents (other causes - equipment failures) nr 0 19[ D6 B4 0| B4 4| B3 B3
9 [Flooding incidents (other causes - blockages) nr 0 324| D6 16| B4 3| B4 14| B3, 17] B3
10 |Flooding incidents (other causes - collapses) nr 0 34| D6 B4 2| B4 10| B3, B3
11 |Props. where flooding limited to uninhabited cellars only (other causes) nr 0 0| D6 0| DX 0| D6 6| B3 0] B3
B |DG5 PROPERTIES ON THE AT RISK REGISTER
(i) SUMMARY
12 [2in 10 register at end of year nr 0 80| DX| 80| DX 1| DX 6| B4 17( B3
13 [1in 10 register at end of year nr 0 0| DX| 745| D6 704| D6 3| B4 10[ B3
14 |Total 1in 10 and 2 in 10 properties on the register at end of year nr 0 80| DX| 825/ DX 705| DX| 9| B4 27| B3
15 [1in 20 register at end of year nr 0 0 0| DX 0| DX 211| B4/ 189| B4
15a |Potential risk of property flooding identified requiring further investigation to assess at risk category. nr 0 6] B2 8| B2 0| B2
16 |Props. on the register which have not flooded in the past 10 yrs (excl. severe weather) nr 0 | N/C| | | N/C| | N/C 0| BX 1] B2
17 |Properties which have not flooded internally but suffer restricted toilet use (RTU) nr 0 | N/C| | 350| C4 0| B3 0| B2
(iii) ANNUAL CHANGES TO 2 IN 10 & 1 IN 10 REGISTERS
22 |Removed by company action nr 0 | N/C| | | N/C| | | 185| A1| 0| B4 0| B3
23 |Removed because of better information nr 0 | N/C| | | N/C| | | N/C| | 705| B4 0| B3
24 |Added because of better information (actually flooded) nr 0 9| B4 18[ B3
25 |Added because of better information (modelled) nr 0 0| At 0| At
26 |Average capex cost of permanent solutions to 1in 10 & 2 in 10 DG5 problems £000/prop | 1 0.0| B4 0.0 B3
(v) ANNUAL CHANGES TO THE 1 IN 20 REGISTER
30 |Removed by company action (1 in 20) nr o] nel ] Ne| ] ncl ] 4] B4 14] B3
31 |Removed because of better information (1 in 20) nr o || nel ] Ne| ] ne| ] o| B4 11| B3
32 |Added because of better information (actually flooded - 1 in 20) nr 0 215| B4 3] B3
33 |Added because of better information (modelled - 1 in 20) nr 0 ol A1 of A1
34 |Average capex cost of permanent solutions to 1 in 20 DG5 problems £000/prop | 1 219.9( B4, 148.9[ B3
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Table 3 - Key Outputs — Sewerage Service — Internal Flooding

Objective/Aim

To maintain a verifiable DG5 register which provides an auditable method for
identifying properties which are affected by flooding or are at risk of flooding
and identifying the causes of flooding.

Internal Flooding Process

The DGS5 register process has been live since April 2011. The DG5 register is
now developed; during the course of the development it has been necessary
to run a 2 tier approach for the determination on internal flooding incidents
namely Historical Data and ‘Live Data’ i.e. data captured for the reporting year
of 2011/2012. The process ensures that a robust investigation is carried out
for all internal flooding reports. An expert panel (the DG5 Panel) examines the
evidence for each incident and governs the addition of properties to and
removal of properties from the register.

The register is no longer held as an MS Excel spreadsheet but has been
transferred to an Oracle database represented on the Corporate Asset
Register as GIS layer on CARtomap. The database is maintained and
updated by Asset Management who make changes when instructed to by the
DG5 Panel. Although the Internal Flooding process is now in place, the
process itself continues to be refined.

AIR12 reporting for internal flooding is produced by querying the Internal
Flooding Oracle Database.

Cleansing of Historical Internal Flooding Records

The Historical data has now been cleansed and the properties allocated to the
appropriate category in the Register. This will now leave line 15a obsolete as
it will always be a nil return.

Problems as yet Undiscovered

A process has been established to allow problems as yet unreported to be
included in the register through field managers flooding incident reports (FIR).
In addition, flooding incident field investigations now include concentric circle
surveys to pick up unreported flooding.

In Year Repeat Flooding
5 Properties experienced repeat flooding in the year. See table below.

Address Internal Flooding incident dates

. Carrickfergus | 21.07.10 - 06.07.11 - 24.08.11

I Carrickfergus | 21.07.10 — 06.07.11 — 24.08.11

I Carrickfergus | 21.07.10 - 06.07.11 - 24.08.11

I Carrickfergus | 21.07.10 - 06.07.11 - 24.08.11

. Ce'fast 04.09.08 - 13.09.08 - 12.07.09 - 07.06.11 - 04.08.11
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Properties added and then removed in the reporting year
There were no properties added to the registers which were subsequently
removed in the reporting year.

Mitigation

The company provides mitigating measures to lessen the risk of flooding to
properties. This is done on a case by case assessment governed by the
operational field manager and funded through the Operational capital budget.
3 properties protected by mitigating measures have been added to the 1 in 20
internal flooding register in the year. 37 properties in total remain on the
register which are protected by mitigation measures.

Early Start Programme

Ofwat Definition- Early start programme: A scheme that lets appointed water
companies start certain work programmes earlier than the price review would
usually allow. The aim is to mitigate a significant dip in companies’ activity
because of uncertainty in the outcome of the price review process-

NI Water had no early start programme for PC10 therefore there are no
outputs to report on.

Cost benefit Analysis

The company does not at present carry out cost benefit analysis on DG5
projects. However to allow prioritisation of schemes the programme set out
below is proposed.

e Review of existing CWP to ensure proposed DG5 related programmes
of work are captured.

e Development of a prioritisation methodology relative to frequency,
impact and cost.

e Receipt and analysis of feasibility studies to inform the prioritisation
matrix, including cost details.

e Review to ensure alignment with Price Control Targets and Capital
Allocations.

Progress against profile

The Final determination stated that ‘Investment in the sewerage network will
address the risk of internal flooding at 200 domestic properties’. This referred
to removing properties on the 1in 10 and 2 in 10 registers only. However the
Reporter recommended that all historic records be defaulted to the 1 in 20
register. After complying with this recommendation only 9 properties remained
onthe 1in 10 and 2 in 10 registers.

NI Water intends to present a paper on DGS5 to the next ORG meeting in June
and seek permission to address properties on the 1 in 20 flooding register.
The purpose of this paper is to explain how the Reporters recommendation
that historic flooding records are defaulted to the 1 in 20 register has meant
that only a small number of properties remained in the 2 in 10 and 1 in 10
registers. NI Water has started work to properly categorise the properties
defaulted to the 1 in 20 register and expects the numbers on each register to
change significantly as a result. This will enable NI Water to address the risk
of flooding at more properties in the 1 in 10 and 2 in 10 registers.
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14 domestic properties were removed from the 1 in 20 register by company
action over this reporting period.

In total for PC10 NI Water intends to remove 60 properties from all registers
(4 in year 1, 14 in year 2 and 42 in year 3) by company action and also
intends to remove 67 properties from all registers in the PC 13 period by
company action.

Predicted/Actual additions to the register

The final PC210 business plan submission predicted that;

“‘NI Water assumes that 12 new properties experiencing internal flooding will
occur each year...”

In the report year 2011 — 2012 twenty one new properties which have
suffered internal flooding due to hydraulic incapacity were added to the
register.

Unknown cause flooding incidents
There were no ‘unknown cause’ properties affected by flooding added to the
internal flooding register.

Assumptions

For the purpose of AIR12, NIW has assumed that a single incident includes
recorded complaints from the same property on the same day or within three
days.

‘3 days’ was chosen on the basis that a noticeable volume of repeat calls tend
to be received within three days of an incident occurring. There is then a much
longer passing of time before calls are again received from the same locality,
suggesting that the original incident has passed and that the calls relate to a
different incident.

An incident of internal flooding is assumed to be where a property has been
flooded internally. If two adjacent properties are flooded at the same time they
are classed as two properties and two incidents.

Where a single property floods internally on two separate occasions then this
is recorded as one property and two incidents.

Line 1 - Number of Domestic Properties Connected to the Sewerage
System

Northern Ireland Water’s (NIW) property data is provided via a data download
of the property database tables held within the RapidXtra billing system. The
data is then manipulated within Microsoft SQL to produce the Rapid Property
Summary Report.

In terms of Table 3, we are currently analysing the data to achieve greater
understanding of the movement within data sets and alignment with the
figures for newly connected properties.

It was NIW’s intention to automate the production of this report via the
DIAMOND database reporting tool during the 2011/2012 year although this
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piece of the DIAMOND project has not yet been taken forward by our ICT
department. This year we introduced an automated tool to populate the
figures within Table 3 from the Rapid Property Summary.

Lines 2 to 11,15a & 17 - Calculation Process
Data gathering and calculation is as described below.

Sources/Primary Process

Lines 2 - 11, 15a & 17 Properties and flooding incidents

A download of internal flooding records was obtained from the Ellipse system
for the period April 2011 to March 2012 on a month by month basis.

Investigations were carried out for each reported incident and those properties
found not to be flooded after investigation, using information from the Sewer
Maintenance Contractor, Flood Incident Report (FIR) Forms, Field Manager
reports and contacting the Customers directly, are removed. The remaining
properties were recorded as Flooding Incidents.

Sources/Secondary Process
1. Wastewater Business Unit (WWBU) carries out further investigations to
determine the cause of every internal flooding incident.

2. WWBU assess the information held on customer report, Flood Incident
Report (FIR), along with photographic evidence and closure details
provided by the contractor.

3. WWBU determine if the cause of the flooding incident was hydraulic
incapacity or flooding other cause, i.e. Blocked Sewer, Equipment Failure
or Collapsed Sewer. This is done by a number of methods including site
visits, concentric circle surveys, Customer Field Manager reports,
customer interviews, field manager interviews and review of existing
incident information.

4. If hydraulic incapacity is confirmed a Met Office Weather report is used to
determine if the incident is as a result of severe weather (Line 4). The
company has included the Duty Manager's Upward Report detailing a
heavy rainfall event, for one incident reported in the AIR12 period (L4 &
L4a).

5. These properties were then recorded on a spreadsheet under the
appropriate categories for lines 2, 3, 4, 4a, 5, 6, 8,9, 10 and 11 using the
information gathered from, the Sewer Maintenance Contractor, Flooding
Report Forms, Field Manager reports and contacting the Customers
directly. All incidents of internal flooding attributed to severe weather are
included in the total in Table 3 Line 3. A folder of evidence was created for
all confirmed cases and this was brought to the monthly DG5 panel for
approval and addition to the appropriate section of the register. At the end
of the reporting year this was the data used for AIR 12 returns.
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6. The figure for line 7 was obtained by getting a report ran in the DG5 Oracle
Database which holds the information as a DG5 layer in the GIS system.

7. Line 15a relates to properties on the Historical register which have now
been fully investigated and categorized accordingly thus the nil return.

8. The required information to populate Line 17 is extracted directly from the
monthly spreadsheet completed by the contractor.

Changes in Methodology over the Previous Year

The DG5 Registers have now been developed using, evidence gathered from
Sewer Maintenance Contractor, Flooding Incident Reports (FIR), Operational
reports, and direct customer contact and the cleansing of the Historical Data.
During this reporting year NIW have made strenuous efforts to improve the
quality of information provided. As per the Reporter's recommendation the
company has given specific DG5 familiarisation training to the call centre staff
and they also held meetings with call centre line managers to review the
scripts (see Appendix A) so that the correct line of questioning is followed and
the call centre staff understand the information being provided to them by the
customer. The call centre managers now monitor their staff to ensure that they
are conforming to the correct process. As result of this the numbers of
reported incidents have been reducing month on month which is very evident
in January and February, last year there were 687 reported instances of
Internal Flooding and this year there were 419 a reduction of 39%. During the
reporting year the number of calls received by the call centre has reduced by
approximately 25% i.e. from around 360 thousand calls down to around 270
thousand which is also a contributing factor.

Due to the improved quality of the logging of internal flooding incidents NIW
now thoroughly investigate every reported incident of internal flooding. The
FIR has been further improved as per the Reporter's recommendations (see
appendix B) to ensure that the quality of information provided by the
contractor is of a much higher standard and that there is a photograph
scanned onto the FIR. At present NIW are awaiting the Contractor’s
implementation of a new handheld PDA which will require all fields to be
completed before the operator can close any job. It is hoped that this device
will be in operation by the end of May 2012. As per the Reporter’s
recommendation the Business Unit is proactively ensuring that the FIR is fully
completed, this is being done by continuous liaising with the MUL Contracts
Manager and pointing out any errors which he then resolves. In any case
where there is ambiguity the Customer Field Manager attends to resolve the
issue.

As all the Internal historical data has been investigated and entered in the
appropriate categories of the register Line 15a is now obsolete.

As per the Reporter's recommendation any property flooded internally due to
the failure of a mitigation device will be reported as equipment failure.
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Rainfall Radar Data

The reporter in his AIR11 report recommended that;

‘Whilst we are unsure of the availability or costs associated with the
acquisition of raw radar data for NI to assess severe weather events, we
would recommend the Company explore the feasibility of this approach as a
future initiative’.

NI Water consulted widely with other Water Utilities, the Met Office and the
Centre for Ecology & Hydrology on the availability and functionality of Radar
data and software for the Northern Ireland area.

NI Water has approved a business case for acquisition of raw Radar Rainfall
data and associated software to enable more accurate assessment of severe
weather events. Tender documents are currently being prepared and NI
Water will shortly be going to the market to procure the radar service and
software in an open competition to ensure best value for money.

Confidence Grading for Table 3 lines 2 - 11, 15a and 17

Every reported incident of internal flooding is thoroughly investigated and
cross checked with the returned Flooding Incident Report Forms, Operation
Staff, Customer Field Managers and Customer where appropriate. Therefore
the confidence grade on the figures reported for lines 2-11 is B3 and lines 15A
and 17 is B2.

Lines 12 - 34 DG5 Properties on the at Risk Register and Annual
Changes

Reporting Process Lines 12 - 34
The DG5 Oracle database was interrogated to produce statistics for lines 12
to 16.

Line 22 This line reports the number of properties removed from the 1 in 10
and 2 in 10 registers.

The DG5 Oracle database was interrogated to produce statistics for lines 23
to 25. The minutes of the DG5 Panel meetings were examined to verify the
changes.

NI Water did not remove any properties from the 1 in 10 and 2 in 10 registers
by company action during this reporting period hence Average capex cost of
permanent solutionsto 1 in 10 and 2 in 10 DG5 problems for line 26 is zero.

The DG5 Oracle database was interrogated to produce statistics for lines 30
to 33.The minutes of the DG5 Panel meetings were examined to verify
movements.

The total cost of removing properties from the 1 in 20 register due to company
action was calculated. This total was divided by the number of properties
removed properties from the 1 in 20 registers due to company action to give
the average capex cost of permanent solutions to 1 in 20 DG5 problems for
line 34.
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Confidence Grading for Table 3 lines 12 - 34

A considerable amount of work has been carried out in ‘cleansing’ the historic
internal flooding records. In addition flooding incidents reported during the
year have been subjected to a more rigorous investigative process and must
satisfy the DG5 panel of experts before being added to the Register.
Therefore grading for lines 12 to 14 have been upgraded to B3.

As investigation of ‘historical’ records in the 1 in 20 register continues the
confidence grading remains B4. It is expected that the investigation and
proper categorisation of the records in the 1 in 20 register will be completed in
the current reporting period allowing an improved confidence grading for AIR
13.

Line 22 Properties removed from the 1 in 10 and 2 in 10 registers. This line is
graded B3 as it is the result of a report from the DG5 Oracle database and is
crosschecked with the DG5 Panel meeting records.

Lines 23, 24, 31 and 32 are graded B3 as properties that are added to and
removed from the register now have to pass through a much more rigorous
process.

Lines 25 and 33 are graded A1 as properties that have not flooded, are not
added to the register solely from hydraulic modelling.

Lines 26, 30 and 34 are the result of sound reports from NI Water's DG5
Oracle database and CPMR Tool, hence these lines are graded B3.

Changes from last year

In line with the regulators request all historic records were removed from the 1
in 10 and 2 in 10 registers and placed in the 1 in 20 register. NI Water has
started work to properly categorise the properties defaulted to the 1 in 20
register.

11 Properties were removed from the 1 in 20 register in the year due to ‘better
information’. 14 properties were removed from the 1 in 20 register due to
company action. 21 properties were added to the internal flooding registers.

Line 12 — 2 in 10 register at end of year

This line reports the number of properties which have been fully investigated
and classified as at risk of flooding more than once in ten years. The change
in numbers is due to new properties added in this reporting period.

Line 13 -1 in 10 register at end of year

This line reports the number of properties which have been fully investigated
and classified as at risk of flooding once in ten years. The change in numbers
is due to new properties added in this reporting period.

Line 14 — Total 2 in 10 and 1 in 10 registers at end of year
This line reports the total of line 12 and 13.
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Line 15 -1 in 20 register at end of year

This line reports the number of properties which have been fully investigated
and classified as at risk of flooding once in twenty years. The change in
numbers is due to properties added and removed in this reporting period.

Line 16 — Properties which have not flooded in the last 10 years
This line reports the number of properties on the 1 in 10 and 2 in 10 registers
which have not flooded in the last 10 years. 1 property falls into this category.

Line 22 — Removed by Company action (2 in 10 and 1 in 10 registers)
This line reports the number of properties actually removed from the 1 in 10
and 2 in 10 registers. No properties were removed from the 1 in 10 and 2 in
10 regqisters in this reporting period.

Line 23 — Removed because of better information (2 in 10 and 1 in 10
registers)

This line reports the number of properties which have been fully investigated
and excluded from the 2 in 10 and 1 in 10 registers because of better
information. No properties were removed from the 1 in 10 and 2 in 10
registers due to better information.

Lines 24 — Added because of better information (2 in 10 and 1 in 10
registers) actually flooded

This line reports properties which were fully investigated and sufficient
evidence presented to the DG5 panel of experts to allow their addition to the
appropriate ‘At Risk’ register. 18 properties were added in this reporting
period.

Line 25 - Added because of better information (2 in 10 and 1 in 10
registers) Modelling

The company does not add properties to the 1 in 10 and 2 in 10 registers
based solely on evidence provided by a verified hydraulic model. Hence the
figure for line 25 is Zero.

Line 26 — Average cost of permanent removals (2 in 10 and 1 in 10
registers)

As no properties were removed from the 1 in 10 & 2 in 10 registers due to
company action the Average Capex cost of attributed to permanently
removing problems from the registers was zero.

Line 30 — Removed by Company action (1 in 20 register)

The DG5 Oracle database was interrogated to produce statistics for properties
removed from the 1 in 20 register.

The report for this year revealed that 14 flooding problems addressed by
company action in the 1 in 20 register.

Line 31 — Removed because of better information (1 in 20 Register)

This line reports the number of properties which have been fully investigated
and excluded from the 1 in 20 register because of better information. 11
properties were removed from the 1 in 20 register because of better
information.
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Lines 32 — Added because of better information (1 in 20 Register)
actually flooded

This line reports properties which were fully investigated and sufficient
evidence presented to the DG5 panel of experts to allow their addition to the
appropriate ‘At Risk’ register. 3 properties were added in this reporting period.

Line 33 - Added because of better information (2 in 10 and 1 in 10
registers) Modelling

The company did not add properties to the 1 in 20 register based solely on
evidence provided by a verified hydraulic model. Hence the figure for line 34 is
Zero.

Line 34 - Average cost of permanent removals (from the 2 in 10 and 1 in
10 registers)

NI Water’'s Capital Project management Reporting (CPMR) Tool was queried
to report DG5S problems addressed by projects completed in this reporting
period. These problems were then checked manually against the DG5 register
to identify which problems were internal. The report for this year revealed that
14 flooding problems were addressed at an average cost of £148.9k each.
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APPENDIX A — New Flooding Internal Script

" INTERNAL FLOODING EGAIN SCRIPT “'
a MONDAY, FEBRUARY 27, 2012 o

ntam e
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APPENDIX B - Incident Report Form Contractor northern ireland

Northern Ireland Water — Flooding Incident Report \.’-\_/

Work Order Ref No: 02597828 Name: Drainaway

Location: ___ | BELFAST _

Date: 22/03/2012 Arrival time: 16:25:00

1) Internal Flooding:

Main Sewer [x Lateral Sewer O
Adjacent properties flooded O Detached garages flooded O
Basements/Cellar flooded O Restricted Toilet use

2) External Flooding: (I

Main Sewer O Lateral Sewer O
Public road/footpath O Public area O
Agricultural land O Curtilage O

3) Comments on cause of flooding: (Select only one category below)

Blockage Collapsed sewer O
Defective road gulley O Defective private drain O
M&E equipment failure O Other:
4) Clean up operations:
Not Required O Further Action Required O Completed
5) Previous History:
Yes O No Not Aware O
6) Weather Conditions:
Dry OR Wet [ Heavy O Medium O

Light [

Comments: Especially for Flooded jobs or Follow on jobs
cleared, internal flooding at bathroom, clean up b

PHOTO FOR FLOODED JOBS:
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ANNUAL INFORMATION RETURN - TABLE 3A KEY OUTPUTS
SEWERAGE SERVICE - EXTERNAL FLOODING (TOTAL)

1 2 3 4 5
REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS [DP YEAR YEAR YEAR YEAR YEAR
2007-08 | CG 2008-09 | CG 2009-10 | CG 2010-11 | CG 2011-12 | CG
A [ANNUAL FLOODING SUMMARY
() OVERLOADED SEWERS
1 |Areas flooded externally in the year (overloaded sewers) nr 0 899| D6 1,792| D6 1,196| D6 0| B3 313| D6
2 |Curtilege flooding incidents in the year (overloaded sewers) nr 0 733| D6 1,619| D6 1,160| D6 0| B3 137| D6
3 |Highway flooding incidents (overloaded sewers) nr 0 194| D6 357| D6 299| D6 0| B3 108/ D6
4 |Other flooding incidents (overloaded sewers) nr 0 120| D6 244| D6 144| D6 0| B3 94| D6
5 |[Total flooding incidents (overloaded sewers) nr 0 1,047| D7 2,220 D6 1,603| D6 0| B3 339| D6
6 |External flooding incidents (overloaded sewers attributed to severe weather) nr 0 458| D6 1,062| D6 575| D6 0| B3 2| D6
6a |Areas flooded externally attributed to severe weather nr 0 N/C 2| D6
(i) OTHER CAUSES
7 |Areas flooded externally in the year (other causes) nr 0 4,283 D6 7,968| D6 6,872| D6 1,314| B3 N/C
8 |Areas which have flooded more than once in the last 10 years (other causes) nr 0 1,723| D6 3,828| D6 5,861| D6 272| B3 N/C
9 |Flooding incidents (other causes - equipment failure) nr 0 173| D6 438| D6 318| D6 12 B3 12| D6
10 |Flooding incidents (other causes - blockages) nr 0 4,300 D6 9,217| D6 7,323| D6 1,389| B3 2,693| D6
11 |Flooding incidents (other causes - collapses) nr 0 210| D6 528| D6 401| D6 35| B3 10| D6
B |AREAS ON THE 1:10, 2:10, 1:20 AT RISK REGISTER
(I) SUMMARY
12 |2in 10 register at end of year nr 0 7| DX 7| DX 7| DX N/C N/C
13 |1in 10 register at end of year nr 0 1] DX 1[ DX 1| DX N/C N/C
14 |1in 20 register at end of year nr 0 0| DX 0| DX 0| DX N/C N/C
15 |Total on the 1:10, 2:10, 1:20 register at end of year nr 0 8| DX 8| DX| 8| DX N/C N/C
15A |Potential risk of property flooding identified requiring further investigation to assess at risk category. 40,863| DX N/C N/C
(i) ANNUAL CHANGES TO 1:10, 2:10, 1:20 REGISTER
20 |Removed by company action (external only) nr 0 N/C N/C N/C N/C N/C
21 |Removed by company action (external linked) nr 0 N/C N/C N/C N/C N/C
22 |Removed because of better information nr 0 N/C N/C N/C N/C N/C
23 |Added because of better information (actually flooded) nr 0 N/C N/C
24 |Added because of better information (modelled) nr 0 N/C N/C
25 |Transferred from external to internal register nr 0 N/Cl | | N/Cl | | N/Cl N/C N/C
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Table 3a — Sewerage Service — External Flooding

Responsibility for the population of Table 3A has been transferred from
Customer Services Directorate (Networks Sewerage Business Unit) to Asset
Management (Asset Performance section). The population of Table 3A has
been executed retrospectively at ‘end of year by the Asset Performance
section; no ongoing analysis of the data was executed during the year.

It should be noted, in relation to Line 1, that the information available for
months March and April did not contain the information regarding location
necessary to enable a definition of areas. The number of incidents was
therefore subdivided by using the proportional split from the remainder of the
year.

The analysis required to populate lines 7 and 8 has not been executed; as a
consequence these lines have not been populated. The raw external
contractor data has been collected but the analysis required to populate lines
7 & 8 has not been undertaken. To do this at the end of the year, in a
retrospective manner, would require the use of a significant man-hours
resource in order to achieve a limited benefit. It is intended that an
improvement in the quality of information from the External Contractor along
with the ongoing analysis of the information will enable these lines to be
completed within AIR 13.

The analysis has been made on the basis that the information supplied by the
external contractor is accurate. No investigation has been carried out in
relation to individual incidents. As a consequence the data has a low
Confidence Grade of D6.

For year 12/13 the analysis of the data necessary for the population of Table
3a will be carried out on a periodic basis throughout the year. Furthermore,
the initiation of the External At Risk Register will require the investigation of
those incidents which are potentially due to overloaded sewers and will
therefore bring about increased confidence in the processing of the
information for lines 1 to 6.

It should be noted that Lines 1 to 6 were not populated within AIR11.
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ANNUAL INFORMATION RETURN - TABLE 4 KEY OUTPUTS
CUSTOMER SERVICE - 1 (TOTAL)

1 2 3 4 5
REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS| DP YEAR YEAR YEAR YEAR YEAR
2007-08 [CcG | | 2008-09 [ca | | 2008-10 [cG | | 2010-11 [ca] | 2011-12 [ca
A [DG6 RESPONSE TO BILLING CONTACTS - GENERAL
1 |Total billing contacts nr 0 53,137 B2 81,370 B3 99,126| B3 104,897| B3 92,832| B2
2 |Number dealt with within 5 working days nr 0 50,464| B2 80,262| B3 97,271| B3 103,710 B3 92,808| B2
3 [Number dealt with in more than 10 working days nr 0 1,497 B2 12 B3 59| B3 86| B3 15[ B2
4 |DG6 Percentage dealt with within 5 working days % 2 95.0/ B2 98.6| B3 98.1] B3 98.9| B3 99.97| B2
5 |Percentage dealt with in more than 10 working days % 2 2.8| B2 0.0 B3 0.1 B3 0.1 B3 0.02| B2
B [CONNECTED PROPERTIES
6 [Number of properties connected for water supply only nr 0 135,779| B3 141,751 A2 144,655| A2 147,207 A2 149,579 A2
7 |Number of properties connected for water and sewerage service§ nr 0 664,282| B3 662,629 A2 654,085 A2 659,237| A2 660,788| A2
8 |Number of properties connected for sewerage services only nr 0 197| B3 38| A2 35| A2 27) A2 25| A2
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Table 4 Lines 1-5 — Customer Service 1

Lines 1 - 5 - DG6 — Response to Billing Contacts

This was the fifth year of non-domestic billing by Northern Ireland Water
(NIW). Following decision of the Executive, domestic charges continued to be
deferred for 2011/12 charging year.

No changes, other than tariff changes were made to billing from April 2011.

Chart 1 below shows the monthly profile of DG6 contacts received during
2011/12.

Chart 1 Total volume of monthly DG6 contacts

Total Volume of DG6 Billing Contacts Received Monthly 2011/12
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Top 5 Reasons for Customer Contact

Customer Details Change 8827
Debit / Credit Card Payment 8764
Promise Of Payment 7621
Bill Understanding /explanation 7335
Leakage Allowance 5748

The increase during quarter one was due to a number of reasons:

e Annual bills raised early April

e The level of Promise of Payment contacts may have increased due to
increased focus on debt collection activities during the year.

The source data for DG6 Table 4 (lines 1 to 5) is reported using the submitted
methodology stated for DG6. NIW have closed more contacts than were
received during the 2011/12 reporting year, due to concerted efforts by the
DG6 team to drive down the number of open contacts that carried over from
previous reporting years.
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Monthly reports for DG6 (received and closed) are run by Echo and
independently validated by the NIW M| & Data Team. On the first working day
of each month, the DG6 reports are run for both the current and previous
months to accurately update received and closed figures on a retrospective
basis to support the annual reconciliation. Variances are queried with NIW
Account Services and Echo and resolved as they arise.

NIW does not issue payment cards to non-domestic customers.

Responses

For DG6 reporting purposes the date of resolution of the item or date of the
substantive response / holding response is used as the closure date. If a
customer has a billing related query which leads to a recalculated bill, the date
of the telephone call explaining the reason for the bill is used as date and
timestamp of the response. The recalculation is generated overnight; the file
transferred and the recalculated bill is printed.

DG6 Quality Checking

NIW Contract Office carry out monthly sampling to quality check that contacts
are being logged correctly within the Rapid system. The checks include
validation that the contact is a DG6, confirmation that the CMS codes are
correct, that the date of closure is correct and that the response issued is
substantive. Any areas of concern are then fed back to the relevant teams
who provide a written response with agreed actions.

Categorisation Checks

As per the Level of Service Methodology, an additional check was introduced
during 11/12 following a Customer Contact Management audit performed by
NI Water’s Internal Audit department.

A sample of closed DG6, DG7 and non- regulated contacts is checked
monthly to ensure that they have been appropriately categorised in line with
the DG6/DG7 definitions. Any errors are rectified on-system and feedback
provided to the relevant staff members by their line manager.

Billing (DG6) Project

There has been continuous focus to improve DG6 performance, reduce
overall call volumes and improve the handling of billing contacts. A Billing
project was initiated this year containing the five Workstreams below:

1. Billing processes review/ Case Management and Workflow
Implementation to Account Services

Billing Channels and Functionality

Adjustments and Rapid System Processes

Billing format review, Bill Print Module Implementation

Billing reports and KPI's

aogRrOLD

The benefits to be derived from this project include:
e Reduce DG6 Volumes by 10% through improved bill accuracy and
customers having a better understanding of their bills;



Annual Information Return 2012

Page 3 of 4
Section 2 Chapter 4

Reduce DG6 Billing Calls by 10%
Reduce Visit Requests by 10%

Cost reduction due to efficiencies gained

Significant progress has been achieved against objectives over the past year
and benefit targets realised.

Key Metrics to Measure Success of Project

Description of Benefit (List Baseline Forecast Planned Actual Qtr4

each non financial benefit) Measure End state Reduction AIR12 1112
! ! Measure Measure Actual

o Reduction in Billing 83118 | 74807 10% 73760 | 11.26%

10% Reduction in DG6 104897 94410 10% 92832 11.49%

10% Reduction in Visit o o

Requests sent to the field 6932 6239 10% 4707 32.10%

Movement of 5% of wanted

DG6 to other channels o

(Dependent on self service 35995 34196 5%

project)

The scope of the project in 11/12 included:

Streamlining of processes within the Account Services Team.

The introduction of a Billing Contacts Team in CRC.

The development of a Visit Requests Guidelines document and other
initiatives to reduce the number of Visit Requests raised.

An update of the current NIW website with Billing and Metering
information to help with bill understanding and leakage responsibilities
for example.

The introduction of Billing scripts to CRC to improve call handling.

A review of NIW Data Protection processes to improve the customer
experience and answer more calls at the point of contact.

The introduction of a triage process for meter driven contacts to help
reduce the number of visit requests raised and improve turnaround
times.

The introduction of envelope messaging for billing items.

New information sharing processes with LPS.

The introduction of improved Management Reporting in relation to
DGS6.

Holding Letters — The 10/11 DG6 project introduced a 60 day hold letter to set
a more realistic target for customers requiring a visit request and reduce the

need for multiple hold letters.

Work was also completed to drive down a

substantial backlog in open visit requests and improve meter query processes
in the field.
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From 20th March 12 revised processes implemented enabled the longest
holding letter period to be reduced from 60 to 40 days going forward. This
timeframe was subject to constraint as the standard completion time for a
Meter Maintenance request, which can often be required following a visit
request, is currently 28 days. Cases are also now reviewed on an individual
basis and where possible the holding letter period quoted is reduced.

We shall continue to monitor the performance and the number of holding
letters required to ascertain if any further improvements can be made. The
introduction of a case management solution to Account Services should also
help improve the efficiency of case management by the Contacts Team and
enable better reporting with regards to holding letters.

The Billing project shall continue into 12/13 and shall include the delivery of
the Case Management and Workflow solution to Account Services mentioned
above and a Rapid Bill Print system upgrade along with a revised bill format to
assist with Bill understanding and other billing process improvements. Other
planned improvement projects such as Self Service and Web improvements
should also help drive down the number of DG6 contacts received and
improve levels of Customer Service with regards to Billing.

Lines 6 — 9 - Connected Properties

Northern Ireland Water’s (NIW) property data is taken from the RapidXtra
billing system and manipulated within Microsoft SQL to produce the Rapid
Property Summary Report.

Line 6 — Number of Properties Connected for Water Supply Only

There has been a net increase of circa 2350 properties during the 11/12 year
which are connected only for water may be attributed to newly connected
domestic dwellings in rural areas which have a septic tank.

Line 7 — Number of Properties Connected for Water and Sewerage
Service

There has been a net increase of circa 1500 properties connected for water
and sewerage services during the 11/12 year.

Line 8 — Number of Properties Connected for Sewerage Services Only
The number of properties connected for sewerage only has decreased by 2
during the 11/12 year.
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ANNUAL INFORMATION RETURN - TABLE 5 KEY OUTPUTS
CUSTOMER SERVICE - 2 (TOTAL)

1 2 3 4 5
REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS| DP YEAR YEAR YEAR YEAR YEAR
2007-08 IE 2008-09 | CG 2009-10 | CG 2010-11 | CG 2011-12 [ CG
A [DG7 RESPONSE TO WRITTEN COMPLAINTS
1 |Total written complaints nr 0 2,644| B2 3,727 B4, 3,469| B4 4,327 B2 2,340 B2
2 [Number dealt with within 10 working days nr 0 2,394|B2 3,636 B4 3,449| B4 4,326 B2 2,323| B2
3 |Percentage dealt with within 10 working days % 2 90.5| B2 97.6| B4 99.4| B4 100.0f At 99.27| At
4 |Number dealt with in more than 20 working days nr 0 10(B2 16| B4 14 B4 4| B2 0| B2
5 |Percentage dealt with in more than 20 working days % 2 0.4/B2 0.4| B4 0.4 B4 0.1] At 0.00| At
B [DG8 BILLS FOR METERED CUSTOMERS
6 |Total metered accounts nr [ o ][ 7844a]n2] [ sao075] B2| [ 85540 B2] [ 100,071] A1][ 103876 A1]
7 |Metered accounts excluded from indicator nr | o[ 1126a2] [ 17.692] B2| [ 17.447] B2| | 82275] A1]| 36388 A1
(I) NO. OF CUSTOMERS WITH METERED ACCOUNTS RECEIVING AT LEAST
ONE BILL DURING YEAR BASED ON METER READING:
8 |Company readings nr [ o ][ ss401]A2] [ 61.751] B2] [ 62553 B2] [ 65028] A1][ 65928 A1
9 |Company or customer readings (or both) nr | o || s5517]A2] | 61904 B2| [ 62825 B2| [ 65156 A1][ 66057 A1
(ii) NUMBER OF CUSTOMERS WITH METERED ACCOUNTS RECEIVING:
10 |Estimated bills only nr 0 2,836|A2 3,901 B2 4,971 B2 2,394 At 1,076] Al
11 |No bills received during the report year nr 0 18,965( A2 578| B2 297| B2 246| Al 355 At
12 |Unread by company for 2 years nr 0 9,930| A2 895| B2 1,074| B2 1,048| A1 470 At
C [DG9 TELEPHONE CONTACT
13 |Total calls received on customer contact lines nr 0 322,318( B2 321,720 A2 351,864 A2 340,989 A2 231,245 A2
14 |All lines busy nr 0 0|B2 0| A2 0] A2 699,566 A2 0] A2
15 |Total of calls not abandoned nr 0 318,944 B2 318,129 A2 342,795 A2 300,722 A2 229,270 A2
16 [Call handling satisfaction nr 2 4.23|B2 4.40 A2 4.60[ A2 459 At 4.57( At
17 |Total telephone complaints nr 0 22,636(B2 33,102 A2 47,860 A2 62,507| A2 51,680] A2
[ D [SPECIAL ASSISTANCE REGISTER
[ 18 [Customers on the special assistance register nr [ o]] el ] Ne[ ] 546] A2l [ 1,112] A2] [ 1.990] A2
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Table 5 — Customer Service 2

Lines 1-5 — DG7 Response to Written Complaints
The chart below shows the DG7 received volumes during 10/11 and 11/12.

2500
DG7 Received Volumes A
2000 / \
1500
1000 —2010/11
—2011/12

0
Apr (May| Jun | Jul |Aug|Sep| Oct |Nov |[Dec|Jan |Feb |Mar
2010/11 122|146 | 178|161 127 /131 | 85 | 151 2298 437 | 260 | 231
2011/12|185|177 /189|162 193 /170|164 | 270 | 147 | 184 | 234 | 235

The chart shows a significant decrease in the overall volume of written
complaints received in 11/12 compared to the previous year during which the
incoming volume was so heavily impacted by the Freeze/Thaw major incident
of December/January 10/11.

There were no such major incidents during 11/12 notably impacting the DG7
volumes.

“Charges & Bills” complaints made up over just short of half of the total
volume received. These were for a variety of reasons, including:

e Over five hundred complaints recorded as being from measured
customers disputing liability for their bills. The disputes were for a
variety of reasons including those disputing the diameter of the supply
pipe on which their standing charge was based and those changed to
revenue-bearing from test meter status as part of the data projects
throughout the year.

e Over one hundred complaints recorded as being from unmeasured
customers disputing liability for their bills for a variety of reasons; and

e Almost one hundred complaints were recorded as being about leak
allowances.

End of Year (Contacts not dealt with at end of year)

Based on data extracted on 16 April 2012:

» 15 DG7 received during 11/12 complaints were open;

» the oldest open DG7 complaint received during 11/12 was 45 working
days old;
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= 12 complaints received during 11/12 were open for more than 10 working
days, each pending completion of agreed actions as outlined in
substantive responses; and

» the average age of the open DG7 complaints received during 11/12 was
20 working days.

Consumer Council for Northern Ireland (CCNI):

Stage 1 Complaints Process

Amendments to CCNI's Stage 1 complaint process proposed early in the
reporting year resulted in no change to contact handling within NI Water and,
as such, no impact on DG7 reporting.

Annual Complaints Assessment

CCNI conducted the third annual complaints assessment on 3 April 2012.
Over the course of the day, a sample of 25 complaints was assessed against
a list of “essential” and “beneficial’ criteria. CCNI will then draft a report,
including recommendations, for review & agreement with NI Water.

Consumer Council Investigations

The new line in Section C (line 15) shows the number of unique DG7
instances recorded which have been passed to NI Water by CCNI for
investigation and response.

The total 80 contacts reported can be further broken down as below:
e (CCNI Stage 1 Complaints - 28
e (CCNI Stage 2 Complaints - 52

It does not include complaints copied to CCNI by DRD which have already
passed directly to NI Water by DRD for response.

Substantive Holding Response

As per the AIR11 company commentary, a regular audit check is in place to
ensure that the correct closure dates are being used for those complaints
where closure is backdated to the date of issue of the initial holding response.

E-mail and Faxes

As per the AIR11 company commentary, we have had systems in place to
ensure that the receipt date of email/fax contacts is recorded as the date it is
delivered to the company with the following working day being recorded as
Day 1.

Categorisation Checks

As per the Level of Service Methodology, an additional check was introduced
during 11/12 following a Customer Contact Management audit performed by
NI Water’s Internal Audit department.

A sample of closed DG6, DG7 and non- regulated contacts is checked
monthly to ensure that they have been appropriately categorised in line with
the DG6/DG7 definitions. Any errors are rectified on-system and feedback
provided to the relevant staff members by their line manager.
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Exclusions

A total of 15 written customer complaints have been excluded from DG7
reporting during 2011/12 for a variety of exclusion reasons as per the Level of
Service Methodology.

Lines 6-12 - DG8 Bills for Metered Customers

DG8 performance was 97.88% against a target of 97.5%. The benefits of the
DG8 project which commenced in July 10 were further realised this year. This
has resulted in the numbers of meters being skipped reducing and those not
read for a longer period reducing significantly. A focus on operational activity
plus enhanced management information facilitated targeting of meter reads to
ensure the DG8 target was achieved.

Graph 1: DG8 Meters Read and Billed Performance (%)

DGS8 Read and Billed Meters Performance
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Graph 1 above illustrates the percentage increasing throughout the year as
the graph is based on actual meter reads out of the total meter base for the
year.

The DGS8 target for 2012/13 has again increased to a very challenging 98.5%.
The focus will remain on regular management reporting, targeted
maintenance and direction of resources to ensure compliance.

Billing Policy

Frequency of Bill Issue:

e  Household properties — the Company do not bill household meters at
present.

e  Non-household — the Company aim to read twice a year and bill twice
yearly.

e Large non-household users — the Company aim to read and bill monthly.

Customer Reads
The Company encourages our customers to take readings themselves so that
they are aware of their usage. The company has introduced a message on bill
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and recovery envelopes to highlight the importance of customers ensuring
they check and read their own meter where possible. Customer reads can be
registered for billing purposes by using the On-line facility available on our
website, email or by calling our billing line.

The Confidence grade of A1 has been applied for lines 6-12.
Lines 13-17 DG9 Telephone Contact

Introduction

During the reporting year a total of 267,973 calls were made to the advertised
Company telephone numbers, of which 36,728 were calls to the company
switchboard. Of this a total of 265,998 were answered and 1,975 calls were
abandoned.

The above figures reflect the mild winter experience in 2011/12 and the
substantial effort put in by Customer Services to reduce call volumes. The
graph below shows a comparison against 10/11 and against our target level of
calls.

Total Call Volumes
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All Lines Busy

There were no instances of all lines busy during the reporting period.

Calls Abandoned

1,975 calls were abandoned during the reporting year. The Company’s
performance of 99.15% of calls not abandoned exceeds the 99% target set for
the year.

Calls Rejected

Rejected calls are calls received on advertised lines outside of published
working hours, such as on the billing line after 8:00pm on a weekday. There
were 4190 (versus 5847 in 2010/11) rejected calls made outside of published
working hours recorded during the 2011/12 reporting period. The customer
received the appropriate out of hours message.
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Call Handling Satisfaction

Customer’s satisfaction with regards call handling is assessed by McCallum
Layton, an independent market research company. McCallum Layton carry
out quarterly customer survey of 100 customers who have called the
Company for any reason. McCallum Layton carried out the survey in all
quarters of this reporting year. The Company achieved an overall score of
4.57/5.0 for the reporting year. The graph below shows the quarterly scores
for the last seven quarters. It is clear that the freeze / thaw event in 2010/11
had a major impact on customer satisfaction. It is however encouraging to
see the recovery from this position to the current score of 4.67 giving a yearly
average of 4.57. Further work will be carried out in 2012/13 to improve this
score.
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Customers on the Special Assistance Register
A substantial amount of work has been carried out to increase numbers on the
register and to improve the level of service provided to the more vulnerable of
our customers. At end March 2012 there were a total of 1990 individuals /
organisations on the register as show below:

e 1570 unique individual customers

e 386 nursing homes with 12,979 beds

e 50 closed communities (hospitals, prisons)

The company held two Vulnerable Customer Forums during the reporting
period. These forums allows the Company to interact with a range of
stakeholders organisations to promote the service and to receive direct
feedback on how with serve this community. Further forums are planned for
this year.

NI Direct Flood Line

NI Direct Floodline was launched on 30 January 2009, as a single contact
telephone number for customers in the event of a flooding incident. NI Direct
would operate as a ‘triage’ service, taking the details of the incident from the
customer and directing their issue to the relevant Agency for appropriate
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action. Given the integrated suite of systems within NI Water and the need to
report Floodline jobs separately for regulatory purposes, all flooding incidents
originating from NI Direct are prefix with ‘FIL’. Flooding Incident Line logs the
call and passes the jobs through to NI Water using similar systems to NI
Water. During the reporting period circa 150 jobs were received by the
Company through this process.

Number and configuration of incoming lines and the hours during which
they are open
Office hours are defined as the hours which NI Water’s principal advertised
customer telephone contact points are open. These are detailed below:
e Billing Enquiries: Monday to Friday - 08.00 to 20.00
Saturday - 08.00 to 18.00
Sunday - 12.00 to 18.00

e Waterline: 24 hours a day, 7 days a week, 365 days a year
e Leakline: 24 hours a day, 7 days a week, 365 days a year
e Debtline: Monday to Friday - 08.00 to 17.00

IVR

NI Water has a good understanding of the telephony system including IVR. NI
Water has introduced network IVR capacity and geographic based routing.
This was used to great effort during the reporting period for a number of
incidents. During the Ballymoney water quality issue in November the IVR
handled 5100 calls that would normally have gone through to a call agent.
During this incident only 169 customers held on to speak to a call agent.

Sampling Methods

Samples of calls are listened to on a monthly basis and any issue feed back to
our outsource partners Echo through the monthly operational reporting
mechanism. In addition NI Water will implement an upgrade to the call
recording solution to make sampling and call listening a more efficient
process.

In addition to this and in line with all other UK water companies NI Water
employs McCallum Layton to survey 100 customers who have called the
Company each quarter.

Telephone Complaints

Telephone complaints cover any telephone call from a customer or a
customers representative (e.g. Citizens Advice Bureau, solicitor) alleging that
an action or inaction of the Company, or a service or lack of service provided
by NI Water or agent/contractor has fallen below his/her expectation.

General statements of complaint are also counted. Customers may complain
unfairly or unjustifiably; nevertheless, such calls are classed as complaints.
Some complaints may be frivolous or vexatious, nevertheless these are
reported.



Annual Information Return 2012 Page 7 of 7
Section 2 Chapter 5

As a general policy, the Company records telephone calls about the following
water service issues as complaints: no water, lack of pressure, leaks, taste
and odour, discoloration and hard water (except for simple enquires e.g.
dishwater settings). Telephone calls about the following wastewater services
are also recorded as complaints: sewer flooding other than those received
through NI Direct/blockages, collapsed sewers/manholes, smells from sewage
treatment works/pumping stations and flies from sewage treatment works.

During the reporting period the Company received 51,680 telephone
complaints.

Confidence Grades

With the exception of Call Handling Satisfaction, this data is derived directly
from the Avaya telephony system through the Call Media reporting system it
has been assigned a confidence grade of “A2”, supplied by the Customer
Billing and Contact centre from the Rapid system.

Call Handling Satisfaction has been given a confidence grade of A2 as it is
conducted independently and the results are provided to NI Water (via its
outsourced partner) from McCallum Leyton.
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ANNUAL INFORMATION RETURN - TABLE 5A KEY OUTPUTS

C data for Ci Council for Northern Ireland (TOTAL)
1 2 3 4 5
REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS| DP YEAR YEAR YEAR YEAR YEAR
2007-08 | CG 2008-09 | CG 2009-10 | CG 2010-11 [ CG 2011-12 | CG
A |TOTAL WRITTEN COMPLAINTS
1 |Total written complaints nr 0 2,364 B2 3,727| B4 3,469 B4 4,327| B2 2,340| B2
2 [Number dealt with within 10 working days nr 0 2,268 B2 3,636 B4 3,449 B4 4,326 B2 2,323| B2
3 [Number dealt with in more than 20 working days nr 0 10| B2 16[ B4 14| B4 4] B2 0| B2
B [CATEGORY OF WRITTEN COMPLAINTS
(i) Charges and Bills
4 |Total written complaints about charging and billing issues nr | 0 | | 820| | | 1,577| le | 1,345| E!2| | 814| le | 1,081| BZ|
5 [Total written complaints about charging and billing issues escalated to second stage review nr | 0 | | N/C| | | 36| le | n/a| | | n/a| | | 221| BZ|
(ii) Water Service
6 |Total written complaints about water service issues nr | 0 | | 366| | | 822| le | 622| E!2| | 2,453| le | 408| le
7 |Total written complaints about water service issues escalated to second stage review nr | 0 | | N/C| | | 18| le | n/a| | | n/a| | | 77| BZ|
(iii) Sewerage Service
8 |Total written complaints about sewerage service issues nr | 0 | | 771| | | 1,024| le | 914| E!2| | 312| le | 329| le
9 |Total written complaints about sewerage service issues escalated to second stage review nr | 0 | | N/C| | | 7| le | n/a| | | n/a| | | 57| BZ|
(iv) Metering
10 |Total written complaints about metering issues nr | 0 | | 32| | | 71| le | 92| E!2| | 39| le | 86| BZ|
11 |Total written complaints about metering issues escalated to second stage review nr | 0 | | N/C| | | 2| le | n/a| | | n/a| | | 23| BZ|
(v) Other activities
12 |Total written complaints about other service issues or activities nr | 0 | | 375| | | 233| le | 496| E!2| | 709| le | 436| B2
13 |Total written complaints about other service issues or activities escalated to second stage review| nr | 0 | | N/C| | | 7| le | n/a| | | n/a| | | 113| B2
C [OTHER CUSTOMER RESPONSE MEASURES
14 |Number of holding responses issued nr | 0 | | | | | | | | | | | | | | n/a|
15 |Consumer Council investigations nr | 0 | | | | | | | | | | | | | | 52|52
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Table 5a — Customer Complaints Data for CCNI
DG7 Received Annual Profile & Explanation

The volume of DG7 complaints received each month during 11/12 by type is
shown in the chart below.

DG7 Received by Type
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——Melering 4 s | s |5 10| 3|6 |21 10| 8 | 5| a

Other Activities 35 40 46 60 42 47 43 35 16 27 24 21
Sewerage Service| 30 29 34 23 23 13 25 4/ 32 20 21/ 21
= \Waler Service 50 38 a4 28 32 29 29 39 31 31 26 31

This shows that the predominant type month-on-month was “Charges & Bills”
with a spike in November. This spike can be attributed, in part, to complaints
resulting from changes to billable status as part of data projects such as the
Test Meter project.

There is also a steady rise from January onwards following a seasonal low in
December. There is no clearly identifiable theme driving the volume in Q4
however 43% of the “Charges & Bills” complaints were recorded as being
from customers disputing liability for measured bills.

Second Stage Complaints

Following recommendation from the reporter, work was undertaken during
10/11 to introduce a protocol & methodology to allow the reporting second
stage complaints in the DG7 handling process.

The necessary systems were put in place to enable the reporting of second
stage complaints throughout the whole of 11/12 for the first time.

It should be noted that the associated data does not highlight instances of the
same customers sending further complaints on the same issue following a
second stage complaint. Second stage complaints have not been analysed to
determine whether they would be deemed upheld or unjustified by the
Company.

Monthly sampling audits were performed throughout the year to ensure
accuracy of categorisation.
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PC10 Other Customer Measures

Within the P10 final Determination, stakeholders agreed to introduce
monitoring systems to allow reporting of:

e the number and frequency of repeat complaints; and

e the number and frequency of holding responses.

Whilst there is no data line to report on repeat complaints, those complaints
reported as having reached stage 2 can be said to be repeat complaints.

Systems have not been in place during 11/12 to support the reporting on the
number and frequency of holding responses. As such, the data line has been
left blank for the 11/12 return.

Monitoring systems will be in place to allow reporting on the number and
frequency of holding responses throughout 12/13. This will initially be a
manually-recorded, off-system process however will be replaced with on-
system reporting following the introduction of new case management software
planned for roll out in Q2 of 12/13.
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ANNUAL INFORMATION RETURN - TABLE 6A BAD DEBT

OUTSTANDING REVENUE AND BREAKDOWN OF CUSTOMER SERVICES OPERATING EXPENDITURE (TOTAL,
T

2 3 4 5
REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS | DP YEAR YEAR YEAR YEAR YEAR
2007-08 2008-09 2009-10 CG 2010-11 CG 2011-12 CG
A [REVENUE OUTSTANDING - MEASURED HOUSEHOLDS
1 |Total revenue outstanding < 48 months (measured households) £m 3
2 |Number of measured households with outstanding revenue < 48 months nr 0
3 |Revenue outstanding < 3 months (measured households) £m 3
4 [Number of measured households with outstanding revenue < 3 months nr 0
5 |Revenue outstanding 3 - 12 months (measured households) £m 3
6 [Number of measured households with outstanding revenue 3 - 12 months nr 0
7 |Revenue outstanding 12 - 24 months (measured households) £m 3
8 |[Number of measured households with outstanding revenue 12 - 24 months nr 0
9 [Revenue outstanding 24 - 36 months (measured households) £m 3
10 [Number of measured households with outstanding revenue 24 - 36 months nr 0
11 |Revenue outstanding 36 - 48 months (measured households) £m 3
12 |Number of measured households with outstanding revenue 36 - 48 months nr 0
13 |Revenue outstanding > 48 months (measured households) £m 3
14 [Number of measured households with outstanding revenue > 48 months nr 0
B [REVENUE OUTSTANDING - UNMEASURED HOUSEHOLDS
15 |Total revenue outstanding < 48 months (unmeasured households) £m 3
16 |Number of unmeasured households with outstanding revenue < 48 months nr 0
17 |Revenue outstanding <3 months (unmeasured households) £m 3
18 |Number of unmeasured households with outstanding revenue < 3 months nr 0
19 |Revenue outstanding 3 -12 months (unmeasured households) £m 3
20 |Number of unmeasured households with outstanding revenue 3 - 12 months nr 0
21 |Revenue outstanding 12-24 months (unmeasured households) £m 3
22 |Number unmeasured households with outstanding revenue 12 - 24 months nr 0
23 |Revenue outstanding 24-36 months (unmeasured households) £m 3
24 |Number of unmeasured households with outstanding revenue 24 - 36 months nr 0
25 |Revenue outstanding 36 -48 months (unmeasured households) £m 3
26 |Number of unmeasured households with outstanding revenue 36 - 48 months nr 0
27 |Revenue outstanding >48 months (unmeasured households) £m 3
28 |Number of unmeasured households with outstanding revenue > 48 months nr 0
C [REVENUE OUTSTANDING - MEASURED NON HOUSEHOLDS
29 |Total revenue outstanding < 48 months (measured non households) £m 3 7.875 12.721( A2 10.796| A2 7.348| A2
30 |Number of measured non households with outstanding revenue < 48 months nr 0 27160 20,254 A2 17,708| A2 14,284 A2,
31 |Revenue outstanding < 3 months (measured non households) £m 3 5.913| 9.556| A2 9.232| A2 6.179| A2
32 |Number of measured non households with outstanding revenue < 3 months nr 0 13002 12,754 A2, 13,846 A2 10,951 A2,
33 |Revenue outstanding 3 - 12 months (measured non households) £m 3 1.962 3.165 A2 1.564| A2 1.169 A2
34 |Number of measured non households with outstanding revenue 3 - 12 months nr 0 14158 7,500 A2 3,862 A2 3,333 A2
35 |Revenue outstanding 12 - 24 months (measured non households) £m 3 0.000{ At 0.000 0.000
36 |Number of measured non households with outstanding revenue 12 - 24 months |  nr 0 0 0] At 0 0
37 |Revenue outstanding 24 - 36 months (measured non households) £m 3 0.000{ At 0.000 0.000
38 |Number of measured non households with outstanding revenue 24 - 36 months |  nr 0 0] At 0 0
39 |Revenue outstanding 36 - 48 months (measured non households) £m 3 0.000{ At 0.000 0.000
40 |Number of measured non households with outstanding revenue 36 - 48 months | nr 0 0] At 0 0
41 |Revenue outstanding > 48 months (measured non households) £m 3 0.000{ At 0.000 0.000
42 |Number of measured non households with outstanding revenue > 48 months nr 0 0] At 0 0
D [REVENUE OUTSTANDING - UNMEASURED NON HOUSEHOLDS
43 |Total revenue outstanding < 48 months (unmeasured non households) £m 3 0.584 0.302| A2 0.163| A2 3.083| A2
44 |Number of unmeasured non households with outstanding revenue < 48 months nr 0 5647 3,238| A2 1,304 A2 10,805 A2
45 |Revenue outstanding <3 months (unmeasured non households) £m 3 0.173; 0.042| A2 0.040| A2 2.812| A2
46 |Number of unmeasured non households with outstanding revenue < 3 months nr 0 198 516 A2 219| A2 9,836 A2
47 |Revenue outstanding 3 -12 months (unmeasured non households) £m 3 0.411 0.260( A2 0.123| A2 0.271| A2
48 |Number of unmeasured non households with outstanding revenue 3 - 12 month nr 0 5449 2,722 A2 1,085 A2 969| A2
49 |Revenue outstanding 12-24 months (unmeasured non households) £m 3 0.000{ At 0.000 0.000
50 |Number unmeasured non households with outstanding revenue 12 - 24 months |  nr 0 0] At 0 0
51 |Revenue outstanding 24-36 months (unmeasured non households) £m 3 0.000{ At 0.000 0.000
52 |Number of unmeasured non households with outstanding revenue 24 - 36 montl| nr 0 0] At 0 0
53 |Revenue outstanding 36 -48 months (unmeasured non households) £m 3 0.000{ At 0.000 0.000
54 |Number of unmeasured non households with outstanding revenue 36 - 48 montl|  nr 0 0] At 0 0
55 |Revenue outstanding >48 months (unmeasured non households) £m 3 0.000{ At 0.000 0.000
56 |Number of unmeasured non households with outstanding revenue > 48 months |  nr 0 0] At 0 0
E [REVENUE WRITTEN OFF
57 |Amount of revenue written off from measured households £m 3 N/C 0.000{ At 0.000 0.000
57a [Amount of revenue written off from measured non-households £m 3 0.815 0.170 0.340( A2 1.534) A2 0.957| A2
58 |Amount of revenue written off from unmeasured households £m 3 N/C 0.000[ At 0.000 0.000
58a [Amount of revenue written off from unmeasured non-households £m 3 0.005 0.000 0.013 A2 0.070 A2 0.057| A2
F |CUSTOMER SERVICES OPERATING EXPENDITURE
59 |General customer services operating expenditure Total £m 3 17.579 16.873 18.558 A2 6.667| A2 6.745| A2
i |Employment costs £m 3 3.621| A2 3.168| A2 3.862| A2
i [Hired and contracted costs £m 3 13.474| A2 2731 A2 3.129 A2
i |Other £m 3 1.376] A2 1.429| A2 0.686 A2
iv [Adjustments £m 3 0.087| A2 -0.661| B3 -0.932 B3
60 |Outstanding revenue collection operating expenditure (households) £m 3 N/C N/C N/C N/C N/C
60a [Outstanding revenue collection operating expenditure (non households) £m 3 2.009| DX
61 |Donations to charitable trusts assisting customers in debt (households) £m 3 N/C N/C N/C N/C N/C
62 |Operating expenditure due to vulnerable household customers £m 3 N/C N/C N/C N/C N/C
63 |Total customer services operating expenditure £m 3 17.579 16.873 18.558 A2 6.667| A2 8.754| A2
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Table 6a — Bad Debt

Overview

The company operates a partnership with an external service provider (Echo)
for customer contact and billing. Customer Services Delivery Directorate
works closely with the supplier on all billing matters including debt recovery,
designations of customers for write off of debt and estimation of the level of
bad debt provisioning to be put in place for potential future write-offs.

The service provider furnishes monthly information for non-domestic
measured water and trade effluent income, cash, write-offs, VAT and closing
debtor balances to the company from the billing system (RapidXtra). This
information is used to produce the monthly management accounts. The
figures in Table 6a are derived from this information.

The figures contained within the table are clarified below:

Lines 1 - 14 — Revenue Outstanding — Measured Households

For the year ended 31 March 2012 NI Water had no actual revenue from
households as this is received by way of a subsidy from Department for
Regional Development (“DRD”). There was £1.085m due to NIW from DRD
for subsidy at 31 March 2012.

Lines 15 - 28 — Revenue Outstanding — Unmeasured Households
As above, income is received by way of a subsidy from DRD.

Lines 29 — 58a — Revenue Outstanding — Measured Non-Households
Revenue outstanding from non-households is the amount of revenue relating
to measured water, measured sewerage and trade effluent charges that had
been billed in the year but not collected at 31 March 2012.

At 31 March 2012 the closing trade debtor balance was £7.348m. Trade
Debtors decreased this year largely due to a reduction of £2.2m in measured
income to take account of anticipated future system adjustments (see pages 7
& 8).

The debtor balance reported figure is made up of various GL codes and is
calculated as measured water and sewerage debtors (including Trade Effluent
debtors) less unreconciled receipts, bad debt provision and provision for
discount.

The bad debt provision is £5.3m and is made up of the following:
e £3.2m for debt over 1 year
e £1.6m for debt 90 — 365 days
e £0.5m for debt less than 90 days

There is one GL code for measured water and sewerage debtors. At year end
the GL debtor balance (gross of credit balances) was approx. £2.4m more
than the detailed debtors listing provided by Echo. This was due to the
following:
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e Referred bills (£0.2m)
e Future system adjustments (£2.2m)

Line 29 — Total Revenue Outstanding < 48 months - Measured Non
Households

The total amount of revenue at the end of 2011/12 outstanding from
measured non households for less than 48 months. Balance as at 31 March
2012 was £7.348m.

Line 30 — Number of Measured Non-Households with Outstanding
Revenue < 48 months

The number of measured non households at the end of 2011/12, with revenue
outstanding for less than 48 months. Total at 31 March 2012 was 14,284. The
number of households has been adjusted in line with the decrease in debtors
taking account of anticipated future system adjustments of £2.2m. The £2.2m
is approximately 12% of total outstanding debtors at 31 March 2012 of £18m.
An assumption was made to apply a 12% reduction across all measured
revenue age groups.

Line 31 — Revenue Outstanding < 3 months (Measured Non Households)
The total amount of revenue at the end of 2011/12 that has been outstanding
from measured non households for less than 3 months. Balance as at 31
March 2012 was £6.179m.

Line 32 — Number of Measured Non-Households with Outstanding
Revenue < 3 months

The number of measured non households at end of 2011/12, with revenue
outstanding for less than 3 months. As at 31 March 2012 this totalled 10,951.

Line 33 — Revenue Outstanding 3-12 months (Measured Non
Households)

The total amount of revenue at the end of 2011/12 that has been outstanding
from measured non households for at least 3 months but less than 12 months.
Balance as at 31 March 2012 was £1.169m.

Line 34 — Number of Measured Non-Households with Outstanding
Revenue 3-12 months

The number of measured non households at end of 2011/12 with revenue that
has been outstanding for at least 3 months but less than 12 months. At 31
March 2012 this totalled 3,333.

Line 35 — Total Revenue Outstanding 12-24 months (Measured Non
Households)

The total amount of revenue at the end of 2011/12 outstanding from
measured non households for at least 12 months but less than 24 months.

Lines 35 — 42

Once the bad debt provision is applied there are no debtors greater than 12
months. Therefore at 31 March 2012 this line and all remaining lines in box C
are zero.
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Lines 43 — 56 - Revenue Outstanding — Unmeasured Non-Households
Revenue outstanding from non-households is the amount of revenue relating
to unmeasured water and sewerage charges that had been billed in the year
but not collected at 31 March 2012.

e At 31 March 2012 the closing trade debtor balance was £3.083m. (31
March 2011, £0.163m). Reason for the increase is due to the 2012/13
annual billing invoices for £2.8m which were raised in March 2012 and
held in the balance sheet as deferred income to be released in
2012/13.

The debtor balance reported figure is made up of unmeasured water and
sewerage debtors less bad debt provision. The bad debt provision is £0.407m
and is made up of the following:

e £0.232m for debt over 1 year
e £0.118m for debt 90 — 365 days
e £0.057m for debt less than 90 days

Line 43 — Total Revenue Outstanding < 48 months - Unmeasured Non
Households

The total amount of revenue at the end of 2011/12 outstanding from
unmeasured non households for less than 48 months. Balance at 31 March
2012 was £3.083m.

Line 44 — Numbers of Unmeasured Non-Households with Outstanding
Revenue < 48 months

The number of unmeasured non households at the end of 2011/12 with
revenue that has been outstanding for less than 48 months. Total at 31 March
2012 was 10,805.

Line 45 — Revenue Outstanding < 3 months - Unmeasured Non
Households

The total amount of revenue at the end of 2011/12 outstanding from
unmeasured non households for less than 3 months. Balance at 31 March
2012 was £2.812m.

Line 46 — Numbers of Unmeasured Non-Households with Outstanding
Revenue < 3 months

The number of unmeasured non households at the end of 2011/12 with
revenue outstanding for less than 3 months. Total at 31 March 2012 was
9,836.

Line 47 — Revenue Outstanding 3-12 months - Unmeasured Non
Households

The total amount of revenue at the end of 2011/12 outstanding from
unmeasured non households for at least 3 months but less than 12 months.
Balance at 31 March 2012 was £0.271m.
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Line 48 — Numbers of Unmeasured Non-Households with Outstanding
Revenue 3-12 months

The number of unmeasured non households at end of 2011/12 with revenue
outstanding for at least 3 months but less than 12 months. Total at 31 March
2012 was 969.

Line 49 — Revenue Outstanding 12-24 months - Unmeasured Non
Households

The total amount of revenue at the end of 2011/12 outstanding from
unmeasured non households for at least 12 months but less than 24 months.

Once the bad debt provision is applied there are no debtors greater than 12
months. Therefore at 31 March 2012 this line and all remaining lines in box D
are zero.

Lines 57 — 58a — Revenue Written Off

Bad debt write-offs

The bad debt write off policy is detailed below. As with all other customer data
the company receives monthly figures for bad debt write-offs. The figure for
the year is £1.014m (2010/11, £1.6m). Write-offs in the year are similar to
2010/11. The apparent decrease is due to the £0.6m of write offs in relation
to legacy debts in 2010/11.

Authorisation of bad debt write-off

With regard to writing off bad debts the service provider has authorisation to
write off only terminated accounts. No write off for ongoing debt will be made
unless expressly authorised by NI Water.

Authorisation approval levels are as follows:

Delegation Limits Recommendation from Approval required DFP/DRD *
[By Item] (External service provider) Grade (External)
(Internal)
Value N/A
Up to £100 Agent Billing & Collection L4.
>£100 to £500 Senior Agent/ Team
Manager

>£500 to £1000 Operations Manager

>£1,000 to £5,000 | Head of Service Delivery

>£5,000 to Head of Billing &

£10,000 Collections L3

>£10,000 to Director of Customer

£50,000 Service Delivery L2

>£50,000 Chief Executive

> £250,000 N/A Board >£5m

* All submissions for external approval must be submitted through F&R to the DRD SU.
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Revenue written off is revenue relating to non-household water and sewerage
charges along with any trade effluent charges that have been written off in the
year.

Revenue written off only includes water, sewerage and trade effluent charges
and does not include court costs or other items included.

NI Water uses a third party contractor to manage their debtors and a Debt
Management Strategy was drawn up for Echo use to guide their actions and
decisions. The strategy states that write offs will only be made on terminated
accounts where the debt has been finalised.

Line 57 — Measured Households
As NI Water receives no revenue from households, there was no revenue
written off from measured households.

Line 57a — Measured Non-Households

Bad debts written off are calculated on a monthly basis and include trade
effluent. The total for 2011/12 was £0.957m (2010/11, £1.534m). Write-offs in
the year are similar to 2010/11. The apparent decrease is due to the £0.6m of
write offs in relation to legacy debts in 2010/11.

Line 58 — Unmeasured Households
As NI Water receives no revenue from households, there was no revenue
written off from unmeasured households.

Line 58a — Unmeasured Non-Households
Bad debts written off are calculated on a monthly basis. The total for 2011/12
was £0.057m (2010/11, £0.070m).

Bad Debt provisioning

The standard methodology for calculating the bad debt provision is consistent
with 2010/11 except as stated below. The company view this methodology as
providing the best estimate of the provisioning required. NI Water’s bad debt
provision is calculated as follows:

General provision Age of Debt Provision
Measured Water and Trade Effluent > 365 days 100%
181-365 days 65%
151-180 days 35%
121-150 days 20%
0-120 days 2%
Repayment Plan 121-150 days 2%
>151 days 25%
Unmeasured Water > 365 days 100%
181-365 days 45%
151-180 days 35%
121-150 days 20%

0-120 days 2%
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Repayment Plan 121-150 days 2%
>151 days 25%

Specific provision

Uncollectables All 100%

In addition to the standard methodology above, NI Water applied 4 further
adjustments to the year-end bad debt provision. These were:-

1. Increased Provision for Test Meter Debt.

2. Increased Provision in relation to outstanding debts from customers
operating in sectors that are most at risk in the current economic
climate.

3. Increased Provision for Veolia Water leakage.

4. Reduction in Provision calculated on reduced debtor figure.

A note is provided on each of these below.

Test Meter Provision

In 2010/11 a separate report was created that identified debt in relation to test
meters billed. Further test meters were billed in 2011/12. Based on historic
collection patterns, it was decided that all test meter debt due less than 6
months should be provided for at 75%, 6 to 12 months at 90% and greater
than 12 months at 100%.

All of this debt related to measured non-households and this approach
resulted in an additional provision of £0.2m at 31 March 2012.

Industry Specific Additional Provision

Individual customers and industries were banded according to risk and a
revised percentage applied compared to the current provision percentage as
shown below:-

0-30 31-60 61-90 91-120 121-150 151-180 181-365 1-2 23 3-4
days days days days days days days years years years
Current Provision 2% 2% 2% 2% 20% 35% 65%  100% 100% 100%
Agreed Provision - HIGH 25% 25% 30% 40% 60% 80% 100% 100% 100% 100%
Agreed Provision - MEDIUM 2% 2% 2% 2% 20% 35% 65%  100% 100% 100%
Agreed Provision - LOW 1% 1% 1% 1% 10% 20% 30% 50%  75% 100%

Allocation of High, Medium and Low

Initially, the total debtors (debit balances) at the end of March 2012 were
reviewed, taking into account the outstanding balance and the age of the
debt. The following additional steps were taken:

e The top 100 customers were individually reviewed;

e Large commercial entities were reviewed; e.g. Tesco, Seagate,
Montupet, FG Wilson, Coca-Cola, Norbrook, Sainsburys, Wrightbus,
Almac , Diageo, NIE, Phoenix Gas, Kilroot Power, Invista, Moypark.

e All public sector accounts e.g. Health Trusts, Education Boards,
Schools, were reviewed;

e The following customers were grouped and reviewed;

4
years+
100%

100%
100%
100%
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- agricultural customers;
- food processors;
- retail customers;
- hotel, bar and restaurant customers;
- charity, voluntary sector, housing association and church customers;
- construction and quarry customers;
- sports clubs;
- management agencies;

e Accounts with a STD VAT code were reviewed individually;

e The manufacturing customers were grouped and reviewed by name
and by activity;

Adopting the judgement of the Billing, Revenue and Collections Lead person,

customers were designated a risk of payment band as High, Medium and
Low. Test meters were separately identified (see above).

This approach resulted in an additional provision of £0.4m all related to
measured non-household debt. Analysis of industry specific bad debt was
carried out which banded specific industry types as high, medium or low risk
in terms of collectability of debt. Percentages were then applied in terms of
bad debt provision with the assumption that ‘medium risk’ should have the bad
debt percentages which NIW is currently applying. Percentages for ‘high risk’
were set at an increased level and percentages for ‘low risk’ at a reduced
level.

I Vater Leakage Provision

All of these accounts are subject to leakage and are in the process of being
repaired. Once repaired, the accounts will be adjusted based on check
readings taken after the repair. At 31 March 2012 all debt was less than 6
months old and provision was made as per the revised test meter provision
above i.e. 75%.

Reduction in Provision

NIW provides against aged debt through the bad debt provision, applying a
methodology based on age profile and industry. It is recognised that a
proportion of the old debt will not in fact be written off as bad debt but will be
eliminated via negative system adjustments and thus be a reduction in income
rather than a bad debt expense.

Using the monthly analysis of system adjustments carried out, an estimate of
the future system adjustments was made for measured water and measured
sewerage only. This was done by setting a percentage against the original
invoiced figure in the month on the basis of the adjustments in previous
months. Percentages of 7% for water and 16% for sewerage were used. This
resulted in an estimate of £2.2m of future system adjustments.

Debtors was reduced by £2.2m in March 2012 and the bad debt provision
calculated on the reduced debt was decreased by £1m.
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Bad Debt Provision Summary
The following is a summary of the bad debt provision at 31 March 2012 and
31 March 2011:

2012 2011
£m £m
Measured water & 4.667 |6.178
sewerage
Unmeasured water & 0.407 | 0.356
sewerage
Trade effluent 0.283 | 0.091
Total 5.357 | 6.625

Subsidy
NI Water received £253.3m subsidy in relation to household customers in
2011/12 with nothing outstanding from DRD at 31 March 2012.

NI Water received £12.88m subsidy in relation to non-household customers
and at 31 March 2012 an amount of £1.085m was outstanding from DRD. The
total subsidy for non-households for the year ended 31 March 2012 was
£13.96m.

Line 59 — General customer services operating expenditure
The row 59 total of £6.745M in AIR12 is a £1.9M increase against the costs of
£4.798M in AIR11. This arises for the following reasons:

Employment costs (Increase of £0.8M (24%)).

Hired and contracted costs (increase of £2.2M (239%)):
e |n AIR11, there was a £2.4M release of a provision relating to a
commercial claim made against Nl Water. AIR12 had no such release.
e The Gross Service Charge from Echo reduced by £0.4M in AIR12, due
to:

- AIR11 contained 8 months of account services costs, prior to
the service being passed across to NI Water (net saving of
£0.6M).

- The Gross Service Charge had an inflation rise of £0.2M.

e AIR11 had £0.4M of over-accruals of contractor and consultants costs,
which did not occur in AIR12.

Other costs (decrease of £0.7M (52%))
e AIR11 had £0.7M of legal costs in connection with the commercial
claim mentioned above. AIR12 had no such costs.

Adjustments (decrease of £0.3M (41%))
e The costs associated with meter reads and customer services has
dropped by £0.1M, due to a difference in the allocation of payroll costs.
The difference in the allocation of payroll costs has led to a confidence
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grading of B3 applied to the adjustments line. However, the confidence
grade for line 59 overall remains at A2.

e Income from un-appointed activities has risen by £0.2M in AIR 12,
because of increased septic tank emptying activity and the introduction
of a new income stream for privately tankered waste.

Line 60 — Outstanding revenue collection operating expenditure
(households)

As NI Water has no actual revenue from households, there is no revenue
outstanding from households and therefore no operating expenditure for
outstanding revenue collection.

Line 60a — Outstanding revenue collection operating expenditure (non-
households)

The calculation of this figure was based on a high-level estimate from Echo of
the split of their monthly service charge relating to collection activity. In
addition, an estimate of some internal NIW costs was added to this. There is
a confidence grading of DX, as there was no formal system in place to gather
these costs.

The following assumptions were used in providing the figure for this line:
1. Includes costs of Echo and NIW staff directly involved in chasing the
payment of debt.
2. Echo costs based on an estimate from Echo. Costs includes staff plus
overheads.
Echo costs have been written back to AIR12 and AIR11 prices using
the relevant indexation.
NIW staff costs based on an estimate from the grading.
The percentages for NIW staff are a very high level estimate.
Doesn't include any costs of billing.
Doesn't include costs of staff involved in dealing with complaints, or
billing queries.
8. Doesn't include any NIW overhead costs e.g. travel, stationery etc.
9. Doesn't include costs of bad debt.
10.Doesn't include management or finance in reviewing the level of debt.

w

N O

Line 61 — Donations to charitable trusts assisting customers in debt
(households)

There were no donations to charitable trusts assisting customers in debt in the
year.

Line 62 — Operating expenditure due to vulnerable household customers
Household customers in Northern Ireland currently do not pay for water and
sewerage services; therefore, NI Water issues no bills to ‘vulnerable
household customers’.

Line 63 — Total customer services operating expenditure
This agrees to the total of table 21, line 13 and table 22, line 12.



NORTHERN IRELAND WATER LIMITED - ANNUAL INFORMATION RETURN

ANNUAL INFORMATION RETURN - TABLE 7 NON FINANCIAL MEASURES

WATER PROPERTIES & POPULATION (TOTAL)

1 [ 2 [ 3 [ 4 5 [ 6
REPORTING REPORTING REPORTING REPORTING REPORTING CURRENT
DESCRIPTION UNITS | DP YEAR YEAR YEAR YEAR YEAR YEAR
2007-08 [ ca 2008-09 [ cG 2000-10 [ ca| | 2010411 [ cg| | 201112 [ ca| | 201213 [ca
A |PROPERTIES
1_|Household properties connected during the year 000 | 3 | | 7.595| | 8.358| BS| 4.457| BS| | 4.748| E!2| | 3.838| B2|
2 [Non-household properties connected during the year | 000 | 3 | | 1.482| | 0.723] B3| 0272] B3| | 0284 82| | 0.329] B2|
B |BILLING
3 |Households billed unmeasured water 000 | 8 634.990 646.099 C3 654.625| C3 663.353| C2 672.816] A2 679.560( A2
4 |Households billed measured water (external meter) 000 | 3 30.398 0.000 C3 0.000f C8 0.000| At 0.000f At 0.000| At
5 |Households billed measured water (not external meter)| 000 | 3 0.000 0.000 C3 0.000f C8 0.000| At 0.000{ At 0.000| At
6 |Households billed water 000 | 8 665.388 646.099 C3 654.625| C3 663.353| C2 672.816] A2 679.560| A2
7 |Household properties (water supply area) 000 | 3 712.932 686.036 C3 693.005| C3 702.825| C2 713.341] A2 720.544| A2
8 [Non-households billed unmeasured water 000 | 8 31.341 30.519 C3 16.050( C3 13.648| B3 11.943[ A2 10.767| A2
9 [Non-households billed measured water 000 | 8 42.823 78.416 C3 68.666| C3 68.713| B2 68.674| A2 70.835| A2
10 |Non-households billed water 000 | 8 74.164 108.935 C3 84.716| C3 82.361| B3 80.617] A2 81.602| A2
11 |Non-household properties (water supply area) 000 | 3 83.516 116.249 C3 102.636| C3 99.674| B3 93.072] A2 94.388| A2
12 |Void properties 000 | 8 56.896 49.698 C3 49.572| C3 51.290) B3 52.981] A2 56.934| A2
C |POPULATION
13 |Population - households billed unmeasured water 000 | 2 1637.01 1672.51 B3 1685.97| B3 1686.41 B2 1698.55( B2
14 |Population - households billed measured water 000 | 2 85.06 0.00 Al 0.00) A1 0.00[ At 0.00[ At
15 |Population - non-households billed unmeasured water | 000 | 2 8.10 6.67 B3 8.86| B3 8.41 B3 761 B3
16 |Population - non-households billed measured water 000 | 2 18.36 95.93 B3 95.33| B3 103.66| B3 102.66| B3
17 [Population - total 000 | 2 1748.53 1775.11 B2 1790.16] B2 1798.48| B2 1808.82| B2




Annual Information Return 2012 Page 1 of 7
Section 2 Chapter 7

Table 7 — Water Properties and Population

Introduction

Table 7 focuses on the number of properties and population connected to the
public water supply system. In keeping with the Utility Regulator guidance,
lines 6, 10 and 17 are calculated lines, being the sum of their equivalent lines
within the table.

The information in this table is used in a number of core corporate calculations
such as the water balance calculation and also in tariff, charging analysis and
determination (water delivered unit cost).

Definition of ‘Billed’ Properties

Domestic customers were originally due to be charged for water and
sewerage charges from April 2007. However was deferred in April 2007 and
has not been implemented since. There are no apparent plans for charges to
be implemented during 2012/13. NI Water is subsidised for these domestic
customers by Department for Regional Development (DRD).

In April 2008, NI Water extended the charging in the non-domestic sector to
include unmeasured non-households in addition to the measured non-
household customer base. These charges are based on the NAV of the non-
household property, derived from annual information provided by Land and
Property Services (LPS).

As per previous AIR submissions, for clarity, where reference is made in table
7 to ‘billed’ household and ‘billed’ non-household, this is taken as the
provision of water services to customers whether they are billed directly (non-
domestic customers) or payment is made through subsidy by DRD (domestic
customers).

Classification of Farms

As per Utility Regulator guidelines, farms were reclassified as billed non-
households for AIR09 — this has remained for AIR12. Previously, in AIR08,
farms had been classified and reported as ‘billed’ households on the principle
of their status and allocation of ‘domestic allowance’.

Data Sources, Data Validation and Data Quality Projects
The key source of information for the new connections and property data in
Table 7 is the customer billing database, RapidXtra.

Customer information is updated through;

» ‘business as usual’ customer contacts, such as new connection requests,
move in/move outs, or

= through initiatives such as the data quality programme, and/or

= unmeasured non-domestic metering programme (UNHH) which refers to a
specific regulatory target as set out 