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Board’s Statement

Northern Ireland Water’s board of directors is required by the Utility Regulator to prepare a
statement on the compilation of the Annual Information Return (AIR), explaining that it has
satisfied itself as to the accuracy and completeness of the information provided.

The directors consider that the AIR provides a true and fair view of the state of affairs of NI
Water for the financial year 2021/22. With respect to the preparation of the AIR, subject to
any departure and explanation described in the commentary, the directors confirm:

e suitable accounting policies have been selected and applied consistently;

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

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

The directors are responsible for keeping adequate accounting records that are sufficient to
show and explain the company’s transactions and 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 Act 2006.

The directors who held office at the date of approval of this Board’s Statement confirm that,
so far as they are each aware, there is no relevant audit information of which the company’s
auditors are unaware and each director has taken all reasonable steps they should have
taken as a director to make themselves aware of any relevant audit information and to
establish that the company’s auditors are aware of that information.

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

Processes and Internal Systems of Control

The AIR 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 compilation processes were followed in completing 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.

Project Governance

The AIR project was coordinated by NI Water's Regulation Manager and representatives
(senior managers) from relevant functional areas, i.e. those functions which contribute data
to the AIR submission.

The Regulation Manager ensured:
1. information was disseminated to and from AIR contributors;
2. adherence to the AIR submission programme;
3. implementation of Reporter’'s recommendations.
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Senior managers from across NI Water were responsible for:

e ensuring that the Utility Regulator's AIR reporting requirements were
understood and followed;

¢ ensuring that relevant AIR line methodologies were updated in accordance 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’s roles and responsibilities matrix.

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 components of AIR,
namely:

¢ line methodologies,

e data tables, and

e company commentaries.

Population of data tables and drafting of associated company commentaries were in
accordance with the Utility Regulator’s AIR 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.

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

Independent Review

Audit plans were developed by the Reporter and external Auditor. The Reporter’s audit plan
was developed in accordance with the Utility Regulator’'s AIR reporting requirements and
was approved by NI Water and the Utility Regulator.

Audits were undertaken by the company’s Auditor and the Reporter in May and June.
Feedback from the Reporter and Auditor was used to amend tables and commentaries
where appropriate.

The complete AIR was endorsed by NI Water's Executive Committee and Board on 16" and
29t June 2022 respectively.
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Board Involvement
In summary, the involvement of NI Water’s Board in the completion of the AIR included:

Reviewing monthly company business performance updates;

Considering the findings of the Reporter and Auditor as presented in June 2022;
The Board gave the Reporter the company’s undertaking to address his
recommendations, with oversight by Executive Directors;

Reviewing, commenting on and approving the Board’s Overview;

Reference to NI Water’s Executive Committee and senior management team to verify
corporate information;

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

The following measures help to ensure that the AIR complies with the Utility Regulator’s
reporting requirements and provides some assurance with respect to material assumptions
and judgements included in the AIR commentaries:

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

Every item of data in AIR has a designated author, reviewer and approver.

Every provider of data produces a written methodology documenting the method
used for the derivation of the data reported.

Every item of financial data is prepared and reviewed by separate individuals and
reconciled to the chart of accounts.

Before each item of data is included in the AIR it is reviewed and approved by senior
management in the data provider’s business area.

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

The Board receives regular presentations during the course of the year on key
performance indicators, regulatory performance and key issues reported in the AIR.

The Auditor presents to NI Water’s audit committee and the Reporter presents to the
Board at the conclusion of the AIR audit process.

Directors may challenge the production and content of the AIR to satisfy themselves
that their duties are fulfilled.

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

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 the Annual Information Return.

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 reasonable steps as a director 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:

E

Sara Venning
Chief Executive, Northern Ireland Water

Dr Leonard J. O. O’'Hagan CBE
Chairman, Northern Ireland Water
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ANNUAL RETURN - BOARD'S OVERVIEW
TABLE A - WATER SERVICE - KEY OUTPUTS AND SERVICE DELIVERY (TOTAL)

1 2 3 4 5 6 7 8 9 10 11 12
REPORTING| [REPORTING| [REPORTING| [REPORTING| [REPORTING| [REPORTING| [REPORTING| [REPORTING| [REPORTING| [REPORTING| [REPORTING| [REPORTING
DESCRIPTION UNITS [DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
2015-16 2016-17 2017-18 2018-19 2019-20 2020-21 2021-22 2022-23 2023-24 2024-25 2025-26 2026-27
A |Consumer Service
1 _|DG2 Properties at risk of low pressure removed from the risk register by company action nr 0 171 40 175 176 115 168 176
2 |DG2 Properties receiving pressure below the reference level at end of year nr 0 900 862 711 719 626 578 1715
3 |DG3 Supply interruptions > 12hrs (unplanned and unwarned) % 2 0.10] 0.06 0.10] 0.04/ 0.09] 0.00: 0.08
4 |DG3 Supply interruptions (overall performance score) nr 2 1.14 0.66 0.81 0.44! 0.79! 0.21 1.59]
5 |DG8 % metered customers received bill based on a meter reading % 2 99.23 99.52 99.67 99.67, 99.53 99.22 99.66
6 |Unwanted Contacts nr 0 110,197 105,964 75,569 67,013 70,204 66,064
7 _|First Point of Contact Resolved (FPOCR) % 1 66.5] 65.8] 90.0/ 90.4/ 90.4/ 84.0]
8 |Net Promoter Score (all contacts) nr 0 27 31 32 42 42 32
9 |Total Leakage Mi/d 0 162 163 162 160 161 158 156
10 |Security of supply index nr 0 100 100 100 100 100 99 100
11 [Percentage of NI Water's power usage derived from renewable sources % 1 39.8) 8515 36.9) 39.4 44.3 43.1 52.8)
B [Quality Water
12 [% overall compliance with drinking water regulations % 2 99.83 99.86 99.88 99.90 99.90 99.94 99.88
13 [% compliance at consumers tap % 2 99.74 99.77 99.81 99.83 99.84 99.91 99.82
14 [% iron compliance at consumers tap % 2 98.40 98.66 98.85 98.94 98.89 99.56 99.35
15 [% Service Reservoirs with coliforms in >5% samples % 2 0.00: 0.00: 0.00: 0.00: 0.00! 0.00! 0.00
C |Water Outputs
16 |Water mains activity - Length of new, renewed or relined mains km 0 117 172 126 167 149 104 102
17 [Completion of nominated trunk main schemes nr 0 2 1 0 0 0 1 1
18 |Completion of nominated water treatment works schemes nr 0 1 0 0 0 1 1 1
19 Completion of nominated improvements to increase the capacity of service reservoirs r 0
and clear water tanks 0l 0l 1 0 1 1 1
D _|Serviceability
20 |Water infrastructure serviceability Text | | Stable| | Stable| | Stable| | Stable| | Stable| | Stable| | Stable| | | | | | | | | | |
21 |Water non-infrastructure serviceability Text | | Stable| | Stable| | Stable| | Stable| | Stable| | Stable| | Stable| | | | | | | | | | |
E |PC15 Additional Water Service Output Measures
o [Number of lead communication pipes replaced under the proactive lead replacement o 0
programme 1922 1867 1767 2070 1781 1675 1864
23 |Number of school visits nr 0 277, 257 219 246 229 266 299
24 |Number of other education events nr 0 65, 64, 62 66, 143] 12 64
F |PC21 Additional Water Service Output Measures
25 |[VUTTOET OT CECTTETTS WITSTe TMaageTTeTTT PriT TECOomMeTTatoTTs TTave UeerT = ]| I I I I I I ol | I I I I |
26 |Number of treatability studies completed nr 0 | | | | | | | | | | | | | | 0| | | | | | | | | | |
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ANNUAL RETURN - BOARD'S OVERVIEW
TABLE B - SEWERAGE SERVICE - KEY OUTPUTS AND SERVICE DELIVERY - WATER SERVICE (TOTAL)

1 2 3 4 5 6 7 8 9 10 11 12
REPORTING [ [ REPORTING | [ REPORTING | | REPORTING | | REPORTING | [ REPORTING | | REPORTING | | REPORTING [ | REPORTING | [ REPORTING | | REPORTING | | REPORTING
DESCRIPTION DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
UNITS 2015-16 2016-17 2017-18 2018-19 2019-20 2020-21 2021-22 2022-23 2023-24 2024-25 2025-26 2026-27

A [Consumer Service Sewerage
f DG5 F‘ropemves at risk of flooding - number removed from 2in 10, 1 in 10 and 1 in 20 risk register by or o —‘

company action 7 7 17| 9 1 11 3
2 [DG5 Properties on the 2in 10, 1in 10 and 1 in 20 risk register at the end of the ye: nr 0 160 156 134 124 119 108 107
B |Quality Sewerage
3 [% of WwTWs discharges compliant with numeric consents % 1 92.8 93.6 93.5 94.8 94.9 95.3 93.8
4 1% of total p.e. served by WwTWs compliant with numeric consents excluding upper tier failures % 1 98.6) 98.9 98.7| 99.4 99.5 99.5 99.2
5 |Small WwTW (works greater than or equal to 20p.e. but less than 250p.e.) % 2 80.72 83.99 87.21 86.64, 89.29 90.91 92.01
6 |Number of high and medium pollution incidents attributable to NI Water nr 0 21 22 20 16 13 9 12
C [Sewerage Outputs
7 [Sewerage activity - Length of sewers replaced or renovated km 0 17| 9 15| 11 19| 13 30
8 [Delivery of improvements to nominated UIDs as part of a defined programme of work nr 0 26| 11 11 8 3 1 4
9 [Delivery of improvements to nominated WwTWs as part of a defined programme of work nr 0 3 2 1 6 2 3 1
10 |Small wastewater treatment works delivered as part of the rural wastewater investment programme nr 0 4 8 3 8 9 12 2
D |Serviceability
11 |Sewerage infrastructure serviceability Text | | Stablsl | Stablsl | Stablel | Stablel | Stablel | Stablel | Stablel | | | | | | | | | |
12 | Sewerage non-infrastructure serviceability Text | | Stablel | Stablel | Stablel | Stablel | Stablel | Stablel | S!ablel | | | | | | | | | |
E |PC15 Addtional Sewerage Service Output Measures
13|CSO and EO discharges at which event and duration monitoring equipment has been installed nr 0 0 0 0 115 37| 127| 52
14 [WwTWs upgraded to comply with PPC Regulations nr 0 0 0 1 6 7 2 0
15 |[Impermeable surface water collection area removed from the combined sewerage network m? 0 28,560 54,864/ 119,200 34,103 59,586 0 1,200
16 |Number of sustainable WwTW solutions delivered (p.e2 250) nr 0 1 1 1 1 0 0 0
17 |Number of sustainable WwTW solutions delivered (p.e. < 250) nr 0 0 1 0 0 1 1 0
F [PC21 Additional Sewerage Output Measures
18 |Number of current Economic Constraint Areas removed by PC21 investment nr 0 | | | | | | | | | | | | | | 0| | | | | | | | | | |
19 |Number of current Serious Development Restrictions removed by PC21 investment nr 0 | | | | | | | | | | | | | | 0| | | | | | | | | | |
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ANNUAL RETURN - BOARD'S OVERVIEW
TABLE C - EXPENDITURE & FINANCIAL PERFORMANCE MEASURES (TOTAL)

1 2 3 4 5 6 7 8 9 10 1" 12
REPORTING | [REPORTING | [REPORTING | [REPORTING | [REPORTING | | REPORTING | | REPORTING [ | REPORTING [ | REPORTING | | REPORTING | | REPORTING | | REPORTING
DESCRIPTION UNITS [DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
2015-16 2016-17 2017-18 2018-19 2019-20 2020-21 2021-22 2022-23 2023-24 2024-25 2025-26 2026-27
A |[TOTAL EXPENDITURE
1 [Total operating expenditure - water service (NI Water only) £m 3 76.947 80.362] 84.765 90.334| 80.971 88.141 96.680,
1a [Total operating expenditure (PPP) - water service £m 3 8.225 9.062 9.323 9.721 9.549 10.076 11.161
2 |Total capital expenditure (excl. adopted and nil cost assets) £m 3 63.796 67.719 62.807| 70.162; 75.556 78.493 98.960
3 |Total operating expenditure - sewerage service (NI Water only) £m 3 73.126 71.950; 74.758 76.367 74.216 79.273] 95.894
3a|Total operating expenditure (PPP) - sewerage service £m 3 25.096 25.377 25.693 10.908 12.722] 14.052 9.551
4 |Total capital expenditure (excluding adopted and nil cost assets) - sewerage service £m 3 79.692 86.551 89.721 100.824| 96.699 98.706 129.499
B |CURRENT COST ACCOUNTS - PROFIT & LOSS
5 |Total Turnover £m 3 367.287 372.854] 381.099 409.662 422.314] 412.533 434.164]
6 [Current cost operating costs (including CCD & IRC) - not used £m 3
7 |Current cost operating profit - not used £m 3
C |CAPITAL BASE & POST TAX RETURN
8 |Capital Value Year - End (outturn) £m 3 2,133.30] 2,244.90 2,396.10 2,537.90 2,672.40 2,611.20 2,831.60
9 [Total net debt £m 3 980.545 1010.647] 1079.329 1330.886| 1370.422] 1420.825| 1536.789)
10a|Post tax return on capital % 2 2.57 2.60 5.72 5.48 4.37 3.68
10b|Pre tax return on capital % 2 2.57 2.60 5.72 5.48 4.35 3.68
D |KEY FINANCIAL INDICATORS
11| Cash interest cover (funds from operations; gross interest) ratio 3.38 3.45 3.50] 3.20 3.31 2.99 3.24]
12 Adjusted cash interest cover (funds from operation less capital charges; gross ratio 2
interest) 0.83 0.91 1.98 1.61 1.70 1.15 1.37
13 Adjus!ed cash interest cover (funds from operation less capital maintenance; gross ratio 2
interest) 1.76 1.58 1.74 1.78 1.97 1.45 1.27
14 [Funds from operations: debt ratio 2 0.12 0.12] 0.12 0.10 0.10 0.08] 0.08
15 [Retained cash flow: debt ratio 2 0.09] 0.10 0.07] 0.08 0.09] 0.07 0.05]
16 |Gearing: D/RCV % 2 46.24 47.46) 45.86 53.61 52.64 56.36| 54.98]
17 |Gearing: D/RCV (adjusted for PPP liability) % 2 48.47 49.45 47.78 56.96) 55.84 59.25 57.62
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Chapter 1
PC21 Outputs
Tables A and B

1.1 Improvements to Drinking Water and Environmental Quality

Water Quality

We achieved our overall drinking water quality compliance target in 2021 with an outturn of
99.88%, compared to a target of 99.83%.

COVID-19 had an impact on regulatory sampling, with zone sampling at customer taps
suspended in line with social distancing guidelines. To ensure that we continued to monitor
water quality within the distribution system, regulatory zone samples were taken at
designated fixed points, service reservoirs and at a number of fixed point customer
addresses. Customer-tap-influenced parameters (such as lead, copper and nickel) were not
sampled at service reservoir sample points. The suspension of sampling at customer taps
was agreed with the Drinking Water Inspectorate (DWI). Customer tap sampling
recommenced in June 2021 at non-domestic properties and samples were scheduled to
include the customer-tap-influenced parameters. Customer tap sampling recommenced at
domestic properties in September 2021. In late December 2021, due to increased COVID-
19 cases and public health concern, sampling at customer properties was suspended again.
This was agreed in advance with the DWI. Customer tap sampling recommenced in
February 2022.

In 2020/21 we trialled a number of pilot studies at Derg water treatment works (County
Tyrone) and at Ballinrees water treatment works (County Londonderry), to review treatment
solutions to improve the current treatment processes and determine the capital solution to
be delivered at both sites. We are working towards the delivery of the treatment process
upgrade at Derg for herbicide (MCPA) removal, with completion anticipated by March 2023.
This will enable compliance with the requirements of the DWI Regulation 31(4)(b) Notice in
place at Derg WTW for MCPA contraventions. We are working towards the delivery of the
treatment process upgrade at Ballinrees for herbicide (MCPA) removal and taste and odour
removal: to be completed by December 2023, to comply with the requirements of the DWI
Regulation 31(4)(b) Notices in place at Ballinrees WTW for MCPA and taste and odour
contraventions.

Water Resilience

A major £12m investment in Derg water treatment works got underway in 2021/22. The
original works was built in 2002 serving Strabane and Omagh, as well as supplying water
into the Fermanagh area. The upgrade will improve the water quality within the Derg network
and provide additional security of the water supply to the Castlederg and Strabane supply
area and further afield, benefiting around 40,000 people. The investment will also protect
the natural environment by improving herbicide and organics removal.

High Demand Incident

July 2021 saw record temperatures above 30°C. The demand for treated water peaked at
almost 750 million litres per day, on top of already elevated levels resulting from COVID-19
lockdown.
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To help manage the high demand, a Category 1 Major Incident Regime was put in place. It
was a substantial operation, with a significant, concerted effort from across the NI Water
Group to reduce the impact on customers. From 16 July 2021, when the ‘High Demand’
incident began, over 36 tankers carried 1,800 loads of treated water to reservoirs which
were struggling to cope with customer demand. In total, we tankered 38.5 million litres of
water across Northern Ireland to keep customers in supply.

This High Demand Incident was further complicated when we experienced a major burst at
a strategic trunk main close to one of our largest water treatment works at Dunore in County
Down. This resulted in a temporary loss of water supply to properties in Antrim and
surrounding areas. It was a complicated repair to a large diameter trunk main and the
treatment works had to be shut down, resulting in the loss of water production during an
already challenging high demand period. The burst led to loss of supply for around 12,500
customers. The burst resulted in a failure to achieve our target for customers without supply
for >6 hours in 2021/22. Performance against the targets for >12 hours and >24 hours was
also impacted, but recovered over 2021/22. We have completed detailed post-event
analysis to mitigate the impact of, and inform the response to, such an event in the future.

Reservoir Safety

Our impounding reservoir portfolio plays a critical role in the storage of untreated water for
future supply to our treatment works. A £6m programme of reservoir improvements
commenced across Northern Ireland to refurbish and enhance the safety of our impounding
reservoirs. This will ensure that our reservoirs comply with the highest standards and meet
the requirements of the Reservoirs Act (NI) 2015. This major programme of work
commenced at Seagahan reservoir in County Armagh and Silent Valley reservoir in County
Down. Work will continue until 2024/25 and will involve completing improvements at over
30 major reservoirs throughout Northern Ireland.

Leakage

NI Water’s leakage teams work around the clock, locating and repairing approximately 220
leaks on our network every week. In 2021/22 we reduced leakage to 156 million litres per
day: a reduction of over 1 million litres per day compared to 2020/21.

Supply Interruptions

Every week we repair around 350 customer-related bursts that occur on our water network
of 27,000 km operational distribution and trunk mains. Many of these bursts can result in
interruptions to customers’ supply or customers experiencing low water pressure. Our
‘Every minute counts’ ethos helps to focus on ways to improve our performance and explore
innovative solutions. Examples include: post-interruption reviews to establish key lessons;
utilising water tankers in response to interruption to supply events; and providing each field
manager area with emergency restoration trailers in order to increase our response
capability.

Our PC21 Business Plan included capital investment to reduce the minutes lost per property
by 50%, aiming for zero lost minutes per property by 2050. The SMART network capital
programme for PC21 aims to maintain a CALM network and increase visibility on all our
water assets to minimise customer impact should a failure occur.
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Lead Pipes

The water leaving our water treatment works, and in the distribution systems, contains only
trace amounts of lead. However, where lead has been used for supply pipes between the
water main and the property or in domestic plumbing, there is a risk of non-compliance at
the customers’ tap. So, even with the removal of all lead pipes within our network, there will
be a risk to lead compliance from lead pipe remaining within customer properties.

We plan to replace over 11,000 lead communication pipes in PC21, with an annual target of
1,844 replacements. In 2021/22, a total of 1,864 proactive lead pipe replacements were
completed. We launched a media campaign to highlight the risk for lead pipework in
customer properties and to encourage customers to replace lead pipework. We continue to
engage with stakeholders concerning the potential for the establishment of a new grant
scheme, to enable private customers to access funds for replacement of their private supply

pipe.

Wastewater

We achieved our wastewater treatment works discharge compliance target of 99.2% in
2021.

Reducing sewer flooding

We understand that internal sewer flooding is one of the worst things that can happen to our
customers’ properties. We maintain a register which defines properties verified to be at risk
of internal flooding as a result of the capacity of the sewerage system being exceeded. We
plan to remove 57 properties from the register through defined projects over PC21. We
removed three properties from the DG5 register in 2021/22 and plan to remove a further six
properties from the DG5 register in 2022/23.

We have a smarter approach to drainage area planning. Our new modelling studies are
transforming our analysis and providing a world class evidence base on which informed
decisions can be made. Our growing toolbox of digital surveys, powerful analytical tools and
integrated environmental models are giving us better insight than ever into how our
wastewater networks are performing and how this performance affects our customers,
nature and the economy. Industry leading modelling software (Infoworks ICM) is now being
used to perform complex hydraulic analysis. It enables us to identify our worst performing
overflows. Interactive dashboards then convey risks and recommendations; and bespoke
software enables creation 3D visualisations.

Reducing the amount of surface water reaching the sewers can help reduce the risk of sewer
flooding due to overcapacity. The Ravenhill Avenue flood alleviation project, commenced in
2021/22, will remove an impermeable area equivalent to around 12 football pitches, which
currently discharges into the Belfast sewerage network. Ongoing investigation work on
storm water removal (as part of a PC21 Development Output) will result in re-profiling the
total impermeable area removed during PC21.

Wastewater Compliance

We recognise the need to improve how we measure wastewater compliance. The current
regulatory monitoring programme is based on pre-announced rather than unannounced
regulatory sampling at the treatment works and the reported wastewater compliance does
not incorporate flow compliance for the wastewater treatment works or the sewer network.
This provides an incomplete picture of environmental compliance and protection. We are
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working with the NIEA and other stakeholders to reform the wastewater compliance model
to improve compliance across the whole wastewater system. This is known as the water
regulation reform programme. We have agreed a revised governance structure for
wastewater regulation, refreshed the terms of reference and developed a route map for the
programme of work over PC21.

Reforming our wastewater compliance assessment is a key part of a wider programme of
water regulation reform being taken forward by our environmental regulator, the Northern
Ireland Environment Agency. To help inform this, we are undertaking an unannounced
sampling programme to get a better understanding of wastewater treatment works’
performance.

We are also installing flow meters at wastewater treatment works and event and duration
monitors on our sewer network to better understand spills from combined sewer overflows
and enable future regulatory reporting on spills.

There are a number of key projects proposed for PC21 which will improve wastewater
compliance performance and support the wastewater regulation reform programme. These
include delivery of capital investment schemes to upgrade wastewater treatment works and
parts of the network, significantly increasing the number of event duration monitors, installing
flow meters and improving our environmental models.

The intelligent control of wastewater flow involves the deployment of a digital tool called
Aquasuite. It controls all the flow from each individual pumping station to ensure the input to
the treatment works is at a constant rate, thereby avoiding peaks and troughs. We expect
this solution to create more headroom at works, which means capital investment for
upgrades can be deferred or avoided. It will improve treatment efficiency and deliver better
compliance at the works, and improve our carbon footprint through running our pumps more
efficiently.

1.2 Delivering Service to Customers

Our Social Media and digital channels provide us with platforms to keep our customers
informed of the challenges we face delivering clean drinking water and recycling wastewater
safely back to the natural environment. Our website, Facebook and Twitter accounts allow
us to reach out to our customers to change how they think about water to help reduce the
pressure on our infrastructure and nature.

In our ambition to deliver an exceptional customer experience, we are embracing new ways
to meet rising customer expectations. During 2021/22 we increased the operational hours
of our social media platforms and Web Chat Service, which we have also added to the front
page of our web site. For the first time our social media followers has surpassed 30,000
and our Web Chat usage has increased by over 40%. Feedback from customers for these
channels has been very positive with both Web Chat and social media registering high
consumer advocacy scores.

Our customer base for web self-serve also continues to grow, and in 2021/22 we launched
our first web form for reporting a leak. Analysis of our range of social media offerings in
comparison to other utilities is encouraging with around a quarter of our customers now
choosing to contact us through a digital channel.
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Right First Time

We have introduced a comprehensive programme of initiatives to minimise the need for
customers to contact us and for those customers that do make contact, ensure we resolve
their issue first time. Over 2021/22 we have had our best ever year in terms of unwanted
customer contacts, achieving our 67,000 target and also delivering against our First Point of
Contact Resolution target of 84%. This is despite the challenges from the high demand event
and the major burst on the Dunore trunk main over the summer. Our Net Promoter Score
(NPS) compares favourably with other utilities and UK water companies, although it is below
the challenging target set by the Utility Regulator.

Over 2021/22 we focused on changes to our billing complaints process and reduced our
billing escalation threshold to ensure that more complex customer issues are resolved
quicker and repeat contacts are reduced. In 2022/23 we will continue to enhance customer
satisfaction by focusing on our worst performing NPS contact types and improving
operational customer journeys.

We have introduced further improvements to our text update services for web forms and an
early warning text notification for metered non-domestic customers experiencing high water
consumption. In 2022/23 we are planning further improvements to our ‘no water’ text update
service. The introduction of automation (a ‘feature manipulation engine’) for processing
sewer blockages that customers report has enabled a quicker response time. This process
also identifies potential recurring issues, providing an opportunity for us to undertake early
investigations and expedite repairs. We are exploring additional ways to use automation to
speed up the processing time of routine activities, so we can dedicate more time to more
complex issues.

Customer Care Register

Our Customer Care Register offers a range of free additional services for those customers
who need extra help, such as an alternative water supply when supplies have been
interrupted for a prolonged period. We continue to work with Health Trusts, Councils and
other Utilities to promote our Customer Care Register. We continue to engage with the
Utility Regulator, CCNI and other utilities on the Consumer Protection Programme Best
Practice Framework, which will standardise the approach to consumer vulnerability across
the Northern Ireland utility sector. We are also liaising with the British Standards Institution
with regard to understanding process for attaining the internationally recognised consumer
vulnerability accreditation.

Getting Smarter

Our customers tell us they want a modern, interactive web-based platform where they can
submit applications for our services, track progress, make payments and digitally sign
documents without the need for paper or telephone contact. Over 2022/23 we plan to launch
a digital application process for new connections to our water and wastewater network for
housing developers and applications for trade effluent. We are also planning improvements
to our website and to pilot the use of geo target social media posts to give advance warning
of water outages to customers that do not follow us on social media.

Intelligent Operations is a new approach to how we operate. It comprises smarter ways of
working that:
e Ensure a more preventative approach to maintenance of assets instead of fixing
when they fail.
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e Predict when issues are about to occur and intervene sooner — so reducing our
reliance on customers having to tell us that issues have occurred.

e Set up and tune our end-to-end water and wastewater system to run its optimum
state.

e Establish more central control of assets and the work we do on.

This is enabled through the deployment of digital and visualisation technology and a new
intelligent Operations Centre. The centre opened in 2022 and brings together around 180 of
our dispersed operational staff to work together in a more collaborative and intelligent way.

1.3 Delivering Sustainable Services

Largely unseen, our infrastructure is the foundation for all economic activity in Northern
Ireland as almost every new home and business requires a connection to the public water
and sewerage system. We share the government’s ambition for Northern Ireland to be
recognised as having world class economic infrastructure supporting the sustainable growth
of a modern, dynamic, connected and competitive economy. This ambition can only be
realised if it is underpinned by a sustainable funding model to deliver world class economic
infrastructure.

Every aspect of life in Northern Ireland relies on the water and wastewater services we
provide, so it is important that any investment we make in our infrastructure is built with the
future in mind. In order to improve our long term resilience we need to ensure our
infrastructure can withstand pressures such as climate change, growth in the economy and
the need to protect and restore nature. We believe that our future infrastructure investment
can support not only the transition to a more sustainable and resilient business but also help
create an affordable, low carbon green economy for Northern Ireland. Energy is at the nexus
of this approach.

A different type of ICU was the subject at the launch of the NI Water Power of Water Report.
Innovate, Collaborate, Urgency — these were the three key messages if we are to
decarbonize our energy system. Northern Ireland could be a world leader but we need to
act. The Power of Water Report sets out a number of practical examples of how NI Water
might be part of a wider decarbonisation agenda.

Sustainable Solutions

Traditional treatment works are carbon intensive, requiring a lot of energy, concrete and
chemicals to ensure treated wastewater can be safely released back to the environment.
We are committed to a more sustainable approach to wastewater treatment and have
deployed a number of innovative approaches such as lower energy technologies and nature
based solutions.

Lower Energy Treatment Solutions

Set in the heart of an agri-food hub, Dungannon wastewater treatment works receives over
60% of its influent from agri-food traders. To treat difficult, high strength influent effectively
and to serve these vital business customers in a way that protects the natural environment
required the installing of a state-of-the art treatment process known as Nereda®. This
technology places the plant at the forefront of world-class industry innovation, offering a low-
energy solution for the treatment of both domestic and industrial wastewater.
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The investment, which forms the first phase in a wider programme of improvements planned
for Dungannon wastewater treatment works, extended the existing works to meet the current
demand and maintain regulatory compliance.

Its application is well suited to Dungannon as it allows delivery of a high quality effluent but
only required a quarter of the space of traditional wastewater treatment solutions, meaning
that it was installed without NI Water needing to purchase additional land. The addition of
this process at Dungannon means that the works can cope with increasing demand and
maintain regulatory compliance.

Building Capacity for Ballygowan

We continued to make good progress on the construction of the new £6.4m Ballygowan
wastewater treatment works despite ongoing delays with some building services and
materials. Overall, the work on site is at an advanced stage with the testing and
commissioning phases planned for the end of 2021/22. NI Water is planning to install a new
65 kW renewable solar energy system within the footprint of the old wastewater treatment
works site. The electricity created from the new solar panels will be used to provide
additional power to run the treatment works, reducing energy usage and lowering the carbon
footprint of the site.

Working with Wetlands

In keeping with our ambition to put back more than we take out, we identified a green
solution, which uses constructed natural wetlands to treat wastewater instead of traditional
wastewater treatment processes. Wetlands they filter our fresh water, absorb and retain
carbon, and support biodiversity.

NI Water has many examples of using reed beds at the end of a conventional (mechanical)
wastewater treatment system to ‘polish’ or ‘purify’ the water. Clabby is the first site in
Northern Ireland where we are leading the way with reed bed technology for the full
treatment of wastewater. Known as Phragmifiltre®, this innovative system is the first reed
bed technology in the UK that provides complete treatment of wastewater in one wetland
system, with no pre-settlement and using little to no power. Because of the unique way the
Phragmifiltre® process stores and composts sludge on site, there is no need for tankers to
visit the site to desludge - a major difference to the previous treatment works. This natural
system also provides wildlife habitats - another important element that a conventional
treatment works does not have.

Boosting Biodiversity

Strong biodiverse ecosystems are the basis for our water supply chains. We are partners in
the All-Ireland Pollinator Plan, an island-wide initiative to reverse the decline of precious
pollinating insects. We have been conducting fieldwork to identify areas best suited to be
left aside for pollinators and mapped these areas on the All Ireland Pollinator Plan web-
mapping tool. Working with the NI Water Bee Keeping Group is helping us identify areas to
survey in the pollinator season. We are also undertaking counts of pollinators alongside site
surveys, to assist the UK Centre for Ecology and Hydrology citizen science project.



Annual Information Return 2022 Chapter 1
Section 1 - Board’s Overview Page 8 of 13

Nature-Based Decision Making

We are committed to putting nature at the heart of our decision making. The Water Industry
Forum, working with Water UK’s Environment Policy Advisory Group members including NI
Water, produced a set of principles in 2020/21 on using natural capital type approaches in
investment decision making. The principles are seen as a best practice guide for water
companies and regulators to help design and apply natural capital type tools, ultimately with
the aim of making more sustainable investment decisions and delivering better outcomes
for customers and the environment. Over 20221/22, the Forum has been developing further
guidance on driving best value decision making using a multi-capitals approach. We
continue to pilot the use of multi-capitals decision making on the Living With Water
Programme and have a number of activities within our Climate Strategy to support multi-
capitals decision making. We plan to roll out the new approach across our investment
programme to inform our next business plan in PC27 (2027-33).

Keep it Clear

We deal with around 15,000 blockages of our sewers each year, over 11,000 of which could
have been prevented. The most common causes of these blockages is the flushing of items
which do not dissolve down the toilet such as wet wipes and the disposal of fats, oils and
grease (FOG) down the sink. These combine to form a solid mass in the pipes underground,
meaning less waste can pass through the pipe. If enough waste cannot pass through, it
leads to flooding in homes, business or our natural environment.

Our customer campaigns continued the seasonal messages around bag it and bin it and
FOG over Christmas and Easter. This included messages carried in daily papers. Belfast
Live featured Belfast wastewater treatment works skips and the volume of sewer related
debris. This was in turn supported by the work of our education team who engage school
children and the community to support and spread the message.

Approach to Climate Disclosures

There have been a number of significant developments over 2021/22 including the
Sustainability Accounting Standards Board and the International Integrated Reporting
Council merger, the publication of draft IFRS sustainability disclosure standards and the
draft Task Force on Nature-related Financial Disclosures (TNFD) framework. This builds on
the move towards mandatory climate change reporting against the Taskforce on Climate-
related Financial Disclosures (TCFD) for large sections of the UK economy by 2025.

We have undertaken a gap analysis with TCFD and identified a number of actions to take
as part of our transition towards mandatory TCFD reporting for large companies in 2023/24.
NI Water has registered with Carbon Disclosure Project (CDP) and used the CDP
questionnaire to prepare the TCFD climate disclosures. The CDP aligns with the Climate
Disclosures Standards Board (CDSB) framework which helps corporates identify material
information and data. The CDP and CDSB are part of a climate disclosure framework, which
ultimately supports corporate disclosures under the TCFD framework.

Carbon Footprint

Grid electricity accounts for the majority of our operational carbon emissions. We committed
to reducing our operational emissions to net zero by 2050, in line with the net zero target for
Northern Ireland.
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In 2021/22, we increased our electricity consumption from renewable sources, such as solar
and hydro-power, to approximately 53% and, additionally, generated approximately 12GWh
of electricity from a variety of on-site renewable technologies.

We are improving the energy efficiency of our water and wastewater assets through
increased control and visibility and continue to develop on-site solar and energy storage
installations as part of our PC21 plan.

1.4 Health and Safety

Health and safety is an integral part of NI Water’s day-to-day business. NI Water’s vision for
health and safety for employees, contractors and customers is the ‘pursuit of zero harm by
raising standards and performance through the identification and adoption of industry best
practice and the development of an empowered, valued, engaged, accountable and
competent workforce’. We are committed to ensuring that all work activities are conducted
in compliance with the Health and Safety at Work (NI) Order.

NI Water has a dedicated Health and Safety team, which is key to ensuring that NI Water
complies with relevant legislation and best practice. The Health and Safety Focus Group,
made up of representatives from across NI Water, meets on a monthly basis to examine NI
Water and contractor incidents, review health and safety training needs, and general
promotion of health and safety, providing assurance to the Executive Committee, the Risk
Committee and the Board on health and safety related matters.

NI Water has a Health and Safety Action Plan 2021 — 2025 which sets out a number of
priorities for health and safety over the next four years. A significant amount of work was
undertaken during 2021/22 to progress this plan, with progress being tracked by Risk
Committee and Board. There were three reportable incidents in 2021/22.
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1.5 PC21 Funding

The PC21 Business Plan set out the need for a step change in capital investment. The PC21
Final Determination (FD) endorses the need to significantly increase the level of capital
investment and acknowledges that investment of the magnitude proposed can only be
delivered successfully if funding commitment is secured. Whilst Resource DEL and Capital
DEL allocations, in line with PC21 FD, were secured in 2021/22, NI Water experienced
significant operating cost pressure due to rapidly rising energy prices with an additional
RDEL allocation eventually being secured late in the financial year.

1.6 PC21 Targets for 2021/22

Tables 1.1 and 1.2 below provide a tabular summary of NI Water’s delivery of services and
outputs in 2021/22 compared to PC21 Final Determination targets. Where appropriate,
these have been adjusted to take into account variations resulting from PC21 change
controls and carry-over from PC15. The following targets have not been achieved:

1. Properties receiving pressure below reference level (DG2)

A refresh of the DG2 register was undertaken in 2021/22. This work was identified in
the PC21 Business Plan and Final Determination as a ‘Development Output’.
Consequently, until a new DG2 ‘baseline' is agreed, which reflects the higher
numbers on the register, the current PC21 Final Determination targets for properties
on the register cannot be achieved. We did, however, achieve the 2021/22 target for
the number of properties removed from the register through company action.

2. Supply Interruptions (DG3) Overall Performance Score

In summer 2021, a major burst occurred on the supply trunk main from Dunore WTW.
This had a significant impact in our supply interruption performance. Excluding the
impact of this burst, DG3 Overall Performance would be well within target.

3. Net Promoter Score (NPS)

The NPS targets set in the PC21 draft determination (32 in year 1, rising to 35 by
year 6) were realistic and challenging; but the increased target in the final
determination (42 in years 1-6) is considered to be overly challenging. We hope that
ongoing work with stakeholders in the CM/Sat working group will lead to a
reassessment of NPS targets.

4. Water Mains

Despite a modest shortfall in 2021/22, we anticipate catching up with the final
determination target by 2023/24.

5. Unsatisfactory Intermittent Discharges (UIDs)

Delays to two projects at Bangor (Carnalea Stream, 1 UID) and Dundrum (3 UIDs),
resulted in beneficial use now forecast to occur in 2022/23.

Another UID (Stricklands Glen WwPS, Bangor) was delayed because the council
requested a planning application for the pumping main. Whilst planning permission
for pumping stations is normal, permission for pipelines and pumping mains is not.
Beneficial use is now forecast for 2022/23.



Annual Information Return 2022 Chapter 1
Section 1 - Board’s Overview Page 11 of 13

6. Small Wastewater Treatment Works

Two small rural schemes achieved beneficial use in 2021/22 (Mullaghglass and
Turraloskin). A third scheme was constructed (Ballygarvigan), but it did not achieve
the level of performance defined for ‘beneficial use’. The addition of chemical dosing,
to address an alkalinity problem, now appears necessary.

The remaining small WwTWs expected in 2021/22 were delayed due to longer than
usual timescales for the manufacture of the RBC units. The manufacturer advised
that production was impacted by workforce availability during the pandemic.

7. CSO and EO event and duration monitoring equipment

We delivered 52 event and duration monitors (EDMs) at combined sewer overflows
in 2021/22. We did not deliver any EDMs at wastewater treatment works, as we
continue to work with NIEA to establish the method for measurement of flow at
treatment works, which may be a combination of flow meters and EDMs.

This programme of work has been identified as a PC21 ‘development output’ due to
the significant amount of further investigation required to confirm the priority, scope
and scale of monitoring required, including interaction with DAP models currently
under development.

8. Impermeable Surface Water Area Removed

Our PC21 business plan indicated that the target for storm water removal was of low
confidence and a ‘development output was included in the final
determination. Potential projects are at the early stages of feasibility, and ongoing
modelling work (IEM and DAP) is key to defining the scope of each scheme. Itis our
intention to provide sufficient detail to enable the UR’s determination on these
schemes as part of “scope certainty” batch four (due in March 2023).

9. Serious Development Restrictions Removed

Reprofiling of WwTW delivery in NIW’s draft determination response was not
reflected in the targets for development restrictions, which erroneously includes
constrained areas in year 1, which will not be addressed until the completion of
WwTWs in year 2.
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Table 1.1 — Targets and Outputs: Customer Service and Water

Units 2021/22 | 2021/22
Target # | Outturn

DG2 Properti.es at risk of low pressure removed from the risk register by nr 147 176
company action *
DG2 Properties receiving pressure below reference level at end of year nr 492 1,715
DG3 Supply interruptions > 12hrs (unplanned and unwarned) % 0.091 0.079
DG3 Supply interruptions (overall performance score) nr 0.81 1.59
DG8 % metered customers received bill based on a meter reading % 99.00 99.66
Unwanted Contacts nr 67,000 66,064
First Point of Contact Resolved (FPOCR) % 84.0 84.0
Net Promoter Score (all contacts) nr 42 32
Total Leakage Mi/d 157 156
Security of supply index nr 100 100
Percentage of NI Water's power usage derived from renewable sources % 45.0 52.8
% overall compliance with drinking water regulations % 99.83 99.88
% compliance at consumers tap % 99.74 99.82
% iron compliance at consumers tap % 98.62 99.35
% Service Reservoirs with coliforms in >5% samples % 0.00 0.00
Water mains activity - Length of new, renewed or relined mains * km 139.7 102
Completion of nominated trunk main schemes * nr 0 1
Completion of nominated water treatment works schemes * nr 1 1
Completion of npminated improvements to increase the capacity of nr 1 y
service reservoirs and clear water tanks *
Water infrastructure serviceability Text Stable Stable
Water non-infrastructure serviceability Text Stable Stable
lt;:g%z:nogr:?i?oz?;nr;nggifation pipes replaced under the proactive lead nr 1,844 1,864
Number of school visits * nr 176 299
Number of other education events * nr 57 64
Number _of catchments where management plan recommendations have nr 0 0
been delivered
Number of treatability studies completed nr 0 0

* PC21 cumulative target / outturn
# Final Determination targets for 2021/22 amended to reflect PC21 change controls and PC15 carry-over.
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Table 1.2 — Targets and Outputs: Sewerage

Units 2021/22 | 2021/22
Target# | Outturn

DG5 Properties at risk of flooding - number removed from the 2 in 10, 1
. . ; . . nr 0 3
in 10 and 1 in 20 risk register by company action
DG5 Properties on the 2in 10, 1 in 10 and 1 in 20 risk register at the end nr 120 107
of the year
% of WwTWs discharges compliant with numeric consents [NIW + PPP] % 92.1 93.8
% of total p.e. served by WwTWs compliant with numeric consents % 99.2 09.2
excluding upper tier failures [NIW + PPP] ° ’ )
Small WwTW compliance (works greater than or equal to 20p.e. but less o 90.8 9201
than 250p.e.)
Number of high and medium pollution incidents attributable to NI Water nr 12 12
Sewerage activity - Length of sewers replaced or renovated * km 10 30
Delivery of improvements to nominated UIDs as part of a defined nr 7 4
programme of work *
Delivery of improvements to nominated WwTWs as part of a defined nr 1 1
programme of work *
Small wastewater treatment works delivered as part of the rural r 6 2
wastewater investment programme *
Sewerage infrastructure serviceability Text Stable Stable
Sewerage non-infrastructure serviceability Text Stable Stable
CSO and EO discharges at which event and duration monitoring

- ; . nr 66 52
equipment has been installed
WwTWs upgraded to comply with PPC Regulations * nr 0 0
Impermeable surfacje water collection area removed from the combined m2 364.540 1,200
sewerage network
Number of sustainable WwTW solutions delivered (p.e. = 250) * nr 0 0
Number of sustainable WwTW solutions delivered (p.e. < 250) * nr 0 0
Number of current Economic Constraint Areas removed by PC21 nr 0 0
investment
Number of current Serious Development Restrictions removed by PC21 nr 4 0
investment

* PC21 cumulative target / outturn
# Final Determination targets for 2021/22 amended to reflect PC21 change controls and PC15 carry-over.
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Financial Performance Measures

Table C

2.1 Financial Performance

Chapter 2
Page 1 of 5

The financial performance section refers to NI Water (the Group) unless otherwise indicated.

Summary Consolidated Statement of Comprehensive Income

Year to 31 Year to 31

March 2022 March 2021

£m £m

Revenue 441.2 418.9
Results from operating activities 1054 1174
Net finance charges 59.0 (59.2)
Profit before tax 46.4 58.2
Income tax expense (78.3) (11.5)
Profit for the year (31.9) 46.7
Other comprehensive expenditure, net of income tax 35.0 (23.9)
Total comprehensive income for the period 3.1 22.8

Revenue

Domestic consumers are not charged directly for water and wastewater services. As a result,
NI Water is dependent on Government subsidy for around 72% of its total revenue.

The customer subsidy from Government covered the full domestic charge and this
arrangement will remain in place until 2022.

Revenue was £441.2m for the year to 31 March 2022 (2021: £418.9m). Included in revenue
was £341.9m (2021: £337.0m) received from Dfl, being subsidy of £318.7m (2021:
£314.2m) and road drainage charges of £23.3m (2021: £22.8m). All the revenue was in
relation to NI Water Limited as subsidiary revenue was all within the Group.

Customer subsidy from Dfl: 318.7

Customer income: 81.8

Road drainage from Dfl: 23.3

Connection and infrastructure charges: 10.3

Other third party contributions: 3.4

Transfers of assets from customers: 3.8
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2.2 Costs (capital and operating) against expectations

Operating activities

Operating expenses in 2021/22 of £338.2m (2021: £301.9m) increased from last year. The
increase primarily resulted from higher power costs driven by the unprecedented increase
in wholesale gas prices, higher staff costs and higher depreciation costs as a result of the
increased asset base. Results from operating activities before interest for the year was
£105.4m (2021: £117.4m).

Depreciation: 91.6
I Staff costs: 79.2
Hire and contracted services: 66.3
Power: 62.2

Rates: 28.5

Own work capitalised: (18.2)

Raw materials and consumables: 16.0

N Other operating expenses: 12.6

Finance income and costs

The net finance costs are primarily due to interest on our borrowings of £50.9m (2021:
£49.5m); our Public Private Partnership (PPP) liabilities of £11.1m (2021: £11.7m) and net
finance costs on the pension fund of £1.2m (2021: £0.6m). This was partly offset by £3.7m
(2021: £2.1m) fair value increase in the value of financial liabilities and fair value impairment
of senior loan debt and bank interest received of £0.6m (2021: £0.6m).

Taxation

The tax charge for the year was £78.3m (2021: £11.5m) for which payment is deferred to
future years. The effective tax rate for the year to 31 March 2022 was 168.6% (2021: 19.8%).
The increase from 2021 is largely due to the increase in the rate of corporation tax by 2% to
from 19% to 25% from 1 April 2023. Since this new rate has been enacted at the balance
sheet date, the deferred tax for 2021/22 has been calculated at the appropriate tax rate
which is expected to apply when the assets are realised or liabilities settled.

Distributions

The Board will consider a proposal to declare a dividend of £19.0m in July 2022 (2021:
£31.2m).

Capital Structure

Total assets increased by 7.1% to £3,764.2m (2021: £3,515.0m).

Our net debt figure was £1,526.8m at 31 March 2022 (2021: £1,416.9m).
Gearing (the ratio of net debt to equity and net debt) was 58.4% (2021: 56.0%).
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Summary Consolidated Statement of Financial Position

At 31 March 2022 At 31 March 2021

£m £m

Total non-current assets 3,624.9 3,437.8
Total current assets 139.3 77.2
Total assets 3,764.2 3,515.0
Equity 1,087.2 1,115.2
Total non-current liabilities 2,494.6 2,243.7
Total current liabilities 182.4 156.1
Total liabilities 2,677.0 2,399.8
Total equity and liabilities at 31 March 3,764.2 3,515.0

Liquidity

Operating activities generated a net cash inflow of £190.7m (2021: £200.7m). Net cash
outflows of £212.7m (2021: £159.5m) related to investing activities. Net financing activities
created a cash inflow of £68.3m (2021: outflow £16.4m).

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).

Investing activities included the acquisition of property, plant and equipment of £216.7m (2021:
£170.9m), proceeds from the sale of property, plant and equipment of £1.7m (2021: £0.3m)
and grants received of £2.3m (2021: £11.1m).

Working capital represents the funds available for day-to-day operations. It includes
inventories, trade receivables and trade payables.

Pension funding

The pension scheme was valued at a liability of £29.1m at 31 March 2022 (2021: liability of
£62.6m). This was made up of a total market value of assets of £323.0m (2021: £293.6m) less
actuarial value of liabilities of £352.1m (2021: £356.2m). The decrease in the net liability arises
primarily due to the increase in net discount rate assumption which has served to reduce
liabilities, return on assets being higher than expected and small experience gain allowing for
actual inflation.

Capital
We have invested £2.9bn in Northern Ireland’s water and wastewater infrastructure since
our formation in 2007/08.

Around £229m of capital investment was delivered during 2021/22. £123m was invested in
maintaining the current assets and a further £107m was invested to deliver quality
enhancements, improve service and accommodate growth. Investment of £288m is planned
for 2022/23.
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2.3 PPP contracts

Kinnegar Wastewater Treatment Works

A contract with Coastal Clear Water 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 £11 million. 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 2022 is £13m and £5.29m respectively (2021: £12.89m and
£5.37m). The amount included in PPP Creditors at 31 March 2022 is £0.77m (2021:
£1.02m).

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 £111 million. 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 2022 is £129.20m and £80.42m respectively (2021: £126.81m and
£82.05m). The amount included in PPP Creditors at 31 March 2022 is £75.0m (2021:
£79.1m). With the acquisition by the Group of Dalriada Water Limited during 2017/18 the
PPP creditor at group level is eliminated on consolidation.

Omega

A contract with Glen Water Limited was signed on 6 March 2007 for the provision of sewage
treatment / sludge disposal at six sites with a capital cost in the region of £132 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 2022 is £153.46m and
£99.06m respectively (2021: £150.4m and £100.54m). The amount included in PPP
Creditors at 31 March 2022 is £99.0m (2021: £103.3m).

On Balance Sheet Alpha [ Omega | Kinnegar
Alpha £k £k £k
Opex 11,161 7,831 1,720
Interest 5,582 10,839 237
Total P&L Impact 16,743 | 18,670 1,957
Capital Repayment 4,119 4,306 243
Life Cycle Maintenance 1,516 2,018 124
Total Balance Sheet Impact 5,635 6,324 367
Total PPP Payments 22,378 | 24,994 2,324
Eﬁective Interest Rate used to calculate Alpha 714% | 10.60% 24 75%
finance charge

Estimated Residual Value at End of Contract £84m | £113.5m | £5.98m
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2.4 Regulatory Capital Value (RCV)

The Regulatory Capital Value (RCV) has been developed for regulatory purposes and
represents the capital base established for the purposes of setting price limits.

In line with Regulatory Accounting Guideline (RAG) 1.04, this note is compiled using figures
assumed in setting prices during the Price Control (PC) process. Figures in the year to 315
March 2022 are therefore consistent with figures contained within the Water and Sewerage
Service Price Control 2021-2027 (PC21) published by the Utility Regulator in May 2021.

Within the RCV, the prior year balance and in year capital expenditure have been indexed
by the average Retail Price Index (RPI) over the year to March.

At 31st At 31st
March March
2022 2021
£'m £'m
Prior Year Closing RCV 2,611.2 2,672.4
Indexation and other adjustments 148.2 35.1
Opening RCV 2,759.4 2,707.5
Capital expenditure 162.6 140.3
Infrastructure renewals expenditure 26.1 27.1
Infrastructure renewals charge -26.1 271
Grants & contributions -13.6 6.7
Depreciation (including capital grants) -76.1 -61.6
Disposal of assets -0.7 -1.4
Closing RCV (pre adjustments) 2,831.6 2,778.1
Regulatory adjustments - -166.9
Closing RCV (pre adjustments) 2,831.6 2,611.2
Average RCV 2,721.4 2,641.8
Regulatory Adjustments for the PC15 period
i) Logging up / (down) -100.4
ii) Asset disposals +4.3
iii) Depreciation of capital grants -39.1
iv) Indexation and return -31.7
Total PC15 Regulatory Adjustments -166.9

The PC21 Final Determination includes a number of regulatory adjustments within the roll
forward of the PC15 RCV at 315t March 2021. These adjustments are set out in the Utility
Regulator's PC21 Final Determination ‘Annex A - Financing Investment’. Similar
adjustments for the PC21 period will be included at 315t March 2027.
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Chapter 3

Efficiencies

We have reduced operating costs and improved comparative efficiency with water companies
in England and Wales. The gap between us and the most efficient water companies in England
and Wales has reduced from 49% in 2007/08 to just 5.7% in 2018/19. We are committed to
reducing annual operating costs by a further £13m to eliminate this efficiency gap by 2027.

We recognise the need for innovation diffusion to close the UK’s productivity gap with its main
competitors. We will play our part in closing the gap by harnessing innovation and embracing
new technology in pursuit of ever more efficient and sustainable solutions. We recognise
efficient solutions often require changes to culture and collaboration with the supply chain,
universities and others.

We have developed a cost-to-serve tool and new metrics that create a more cost-curious
culture (£/million litres of water delivered to customer and £/population equivalent of
wastewater recycled). The tool draws together the 250 million operational, financial and asset
data points from our core systems and presents this information is easy to use Microsoft Power
Bl dashboards. The dashboards cover all main operating cost components: labour, electricity,
chemicals, materials, contractors and operational capital.

Some of the measures undertaken in 2021/22 to deliver a reduction in day to day running
costs are set out below.

Energy

As the biggest user of energy in Northern Ireland, the second largest landowner and with
over 3,000 network-connected sites, we recognise our responsibility to become a net zero
organisation.

Clean energy, low-carbon and digital solutions are widely recognised as the pillars of a better
economy. Our deliverables in 2021/22 focussed on innovative ways to both reduce energy
use and explore/deliver energy-future opportunities for renewable energy to reduce
business cost and improve resilience.

Energy Reduce Use:

- Working with our Analytics team, we have continued to reduce our energy use and
improve operational efficiency within the water and wastewater production lines through,
for example: real time control, process control improvements, odour control
improvements at selected wastewater sites, and water and wastewater pump
optimisation.

- We have continued the rollout of sub-metering programme to provide process level data
on energy usage at our top consuming water and wastewater treatment works.

- Continuing the development and review of metering and monitoring insights and
actionable data into our high consuming water pumping stations to understand SEC
(kWh/MI/M) and asset performance data.

- Working collaboratively with our:

0 operational colleagues to identify and implement energy efficiency improvements
in the water and wastewater production lines within acceptable payback periods
to reduce our site operating costs;
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o0 Asset Delivery colleagues, as they deliver a c.£2bn capital works programme in
PC21, to ensure energy efficiency is built into the front end design and
incorporated into our asset standards.

Energy Future:

- Development of business cases/acquiring consents necessary to implement further
innovative changes to address the climate emergency in conjunction with key external
stakeholders, for example: renewable energy projects — (further solar opportunities,
merchant wind, hydrogen), and Power Purchase Agreements, Electric Vehicles and Re-
Greening programme.

- SBRI funding secured for Hydrogen-Oxygen Ecosystem and Hydrogen Logistics.

- We launched the Power of Water Report and Event in Nov 2021 which sets out a number of
practical examples of how NI Water might be part of a wider decarbonisation agenda. Examples
include moving electricity more “off-peak”, investing in batteries to store power, using reservoirs
as a potential source of hydro power and developing use of electrolysers.

Intelligent Operations

Developing our Intelligent Operations capability and ambitions by evolving our roles and

responsibilities and adopting a new operating approach in 3 key areas of change:

- Smarter ways of working - building capability to become a world class organisation;

- Exploiting digital technology and harnessing the power of data — accessing a wide range
of advanced analytics, Artificial Intelligence (Al) and automation digital technologies that
can help us understand and predict what might occur as well as automating actions;

- Co-location of Customer and Operations teams within the Intelligent Operations Centre
“‘Hub”.

Smarter Ways of Working:

- The Water and Wastewater Production Lines are at the core of delivering our services
to our customers and we are continuing to build capability, capacity, resilience and
further drive “end to end” efficiencies for our business.

- Aligning and integrating production line direction with PC21 Intelligent Operations and
the Asset Delivery Programme, we are continuing to focus on optimising our production
lines, developing our asset performance capability and exploiting data to reduce our cost
to serve.

- Ongoing development of Energy Desk capability for Water and Wastewater Assets and
Networks.

- Smart water and wastewater network trials are underway.

- Organisational design reviews are underway - Field Management and Business Units -
Field Management Trial pilot completed, and Phase 2 initiated.

- Focussed on our customers, working to extend our range of contact channels and reduce
the need for customers to contact us in the first instance. Productions Lines and M&E
are leading and embracing operational innovation to improve customer outcomes. We
are continuing our journey to utilise innovative technology solutions such as RHK and
Stormharvester.

Exploiting digital technology and harnessing the power of data

- Cost to Serve: Development of the Cost to Serve tool is enabling colleagues across the
business to make more informed operations and business decisions. The Dashboard is
helping to drive efficiency and performance allowing Area and Field managers to
understand and actively manage costs of their area operation and assets.

- We are continuing to develop tools to enhance our Situational Awareness.
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- We have selected and are trialling the use of analytics, monitors /sensors and third- party
suppliers to help accurately identify potential performance improvement initiatives
including predicting asset performance.

- Development of the Energy management desk to help us to reduce our daily energy
consumption and costs.

Co-location of Customer and Operations teams within the Intelligent Operations Centre

“Hub”

- Intelligent Operations Hub: Successful refurbishing of main office and rebranding as ‘The
Hub’ to support Intelligent Operations. As the business returns to “Hybrid” working this
allows teams such as customer contact, work control and telemetry to work together in
one centre facilitating much greater collaboration.

Asset Excellence

Key areas of focus for the Asset Delivery Transformation Programme include:

- Supporting roll out of our Integrated Partnerships to enable a collaborative approach and
ensure earlier engagement with our supply chain. Key plans and documents such as
Relationship Management Plan, Collaboration Playbook and Collaborative Leadership
Framework are all now in place.

- The development of Dashboard data and metrics to drive performance via Performance
Hubs across the Directorate.

- The Road map for 1ISO55001 Asset Management has been expanded to include
ISO90001 and Reliability Centred Maintenance.

- Development of innovative solutions, for example: a new work stream (More, Faster,
Greener) has been established that looks at how to best exploit and deploy innovative
technologies across the business.

- Building the skills and capability within Asset Delivery to deliver the Capital Works
Programme. This work includes putting tools and process in place to support the
development of the team and in particular the project manager role.

Customer Experience

- By delivering a series of digital tools we have provided service improvement and a better
customer experience through our enhanced website and customer channels of choice,
e.g. Website Knowledge Base, IVR, Web self-serve, social media and Webchat.

- The development of the Digital Services Platform will enable both domestic and non-
domestic customers to access a wide range of NI Water services on demand and on a
self-service basis. This transformation is well underway with digital design, development
work and build for a number of processes in Developer Services, Trade Effluent and
eBilling. The Digital Services eBilling functionality has gone “live” and the Developer
Services and Trade Effluent functionality is anticipated to “go live” Q2 2022/23.

The Metering & Billing project has increased business income and achieved significant
improvements in customer, property and meter data quality.

Value Management

The commercial contract management team is responsible for all strategic and key
operational contracts and continues to build capability and drive value through the supply
chain.



Annual Information Return 2022 Chapter 3
Section 1 - Board’s Overview Page 4 of 5

The Commercial Management Office (CMO) is now well embedded and the team is
responsible for providing support and guidance for, as well as performance management of,
all commercial activity. This business performance service has been established to ensure:
+ Value is driven from category and contract management and captured through
delivered benefits,
» Continuous improvement of commercial processes & procedures, and
« A performance driven environment with clear targets, measurement and meaningful
reporting - all supported by the Commercial Contract Management System (CCMS)
enabling enhanced information through automated reporting and dashboards.

Due to ongoing economic issues, a key area of focus in 2021/22 was management of the
supply chain in terms of engagement, supply chain resilience, cost pressures, assessing the
impact of Covid and Brexit and monitoring market volatility. Commercial Team contract
dashboards have been developed to understand how contracts are currently being used
and to proactively monitor market volatility and cost pressures.

Business Analytics

Analytics capability has continued to grow and drive value through building up our business
intelligence and insight, for example: Customer dashboard, asset energy performance
dashboards, cost to serve and also through problem solving and piloting/implementing
innovative solutions.

Process reviews, automation and use of data, digital dashboards, analytics and metrics have
supported decision making, performance and efficiency. Al and trend analysis have enabled
a more predictive view and scenario modelling has supported the management of risk.

This work continues to support water and wastewater Production Line performance and cost
optimisation in near real time, for example:

o Wastewater Treatment and Network Optimisation: Optimising the network — level
of flows, optimising the treatment works to increase total throughput and reduce
key costs, e.g. energy.

o Water: Treatment and Network Optimisation - Reducing the costs associated with
abstraction/sourcing/delivery of water, groundwater abstraction, source
optimisation, improving pumping station and reducing energy/chemical
consumption and costs.

Funding has been secured for innovative business solutions and Research and
Development, for example: for improving water and wastewater treatment processes
through innovative applications of artificial intelligence and machine learning and Clean
Power Research & Development.

World Class Working

The Performance Excellence Portfolio has been established to:
¢ Equip the organisation to deliver Continuous Improvement in a consistent way across
all business areas by utilising “Lean” methodology to initiate and deliver sustainable
change.
» Improve Business Performance by reviewing metrics, using data “insights” and
automated reporting to refresh Performance Hubs.
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PC21 ACE2 Programme

The PC21 programme structure, governance and resource has been approved and
established. The ACE2 Programme is progressing to realise Planning for the Future Target
of £9.1m Opex benéefits for the PC21 period.
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Chapter 4

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.



Annual Information Return 2022
Section 2

Tables and Commentary



Annual Information Return 2022 Section 2 Chapter 1
Page 1 of 10

Chapter 1 - Promoting the Efficient Use of Water

This report examines a range of water efficiency activities undertaken by Northern Ireland
Water for household and non-household customers over the course of this reporting
period. The company is committed to promoting and improving water efficiency for all its
customers.

Covid-19 continued to have an adverse impact on the Education sector throughout this last
reporting year, with some educational establishments being affected by increases in covid
infections especially during the two months either side of Christmas. The NI Water
Education Team (WET) had already redesigned and adapted their water education
programme in response to these challenges presented as a result of the first wave of Covid-
19. In responding to this ever-changing situation, the education team used more innovated
approaches by applying virtual live and pre-recorded programmes whenever the situation
required and continued to push out the online ‘Get Water Fit’ platform where NI Water
customers could access water saving advice and devices online.

However, despite the above interruption the Education Team were still able to conduct
school classroom visits during September — November 2021 and February — March 2022
which were extremely well received.

The Water Education Team (WET) consists of two full time employees who visit schools,
community groups, specialist groups and organisations working in partnership with
stakeholders and other partners. Approximately 60% of the Educator’s 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;
b) cistern displacement devices used where necessary;
c) efficient use of domestic appliances e.g. full load for washing machine, dishwasher
and selecting water saving options on appliances;
d) use of showers rather than baths, and using a shower timer to reduce time spent
in the showers; and
e) shower head and water tap aerators are recommended.
2. Efficient use of water in the garden -
a) awareness of the amount of water used through garden hoses and sprinklers;
b) encourage the use of a water gun if using a hose;
c) encourage the use of water butts;
d) use water retaining gels for plant containers;
e) encourage use of mulch; and
f) plant drought resistant plants.

WET have facilitated a variety of educational/public events:-

Co-host of Water UK'’s ‘World Toilet Day’ — 19 November 2021
Co-host of Water UK’s ‘World Water Day’ — 22 March 2022
School classroom visits KS2 & KS3

Online live virtual classroom and assembly lessons

Online pre-recorded virtual classroom and assembly lessons

Events that were attended on request:-
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e Clanmil Housing Association Waterbutt programme, July — November 2021

¢ Radius Housing Association Waterbutt programme, October — November 2021

11 x ECO schools cluster group meetings with local councils, September 2021 -
February 2022

Civil Service Staff Water Conservation Engagement, February 2022

Volunteer Now - Men's Health Event, Crumlin Road Gaol, Belfast, March 2022
Alliance Party Conference, March 2022

Green Party Conference, March 2022

Staff who facilitated and attended the above online educational events promoted the practice
of water conservation through these online channels and by means of follow-up visits to
schools providing leaflets, promotional items and giving advice on using water wisely.

A variety of water efficiency promotional items are used whilst delivering all the above
educational events which include:-

Waterbutts

Leaky Loo strips

Toothy Timers

Shower timers (4 mins)

Waterwise Leaflet

Promotional and Educational leaflets
School water audits

Water efficiency bookmarkers

Interactive games encouraging conservation
Save-a-Flush

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

Household
1. Cistern Displacement Devices (CDDs)
These can be requested by the customer directly through NI Water's Customer Service

Centre (CSC) or from the Save Water Save Money online platform. For 2021/22 NI Water
has distributed 386 CDDs.

The calculation for water savings achieved in 2021/22 reporting year is as follows:
S*O*F*(D*l) = Savings in litres

S= Savings per flush, O= Occupancy rate, F= Flushing frequency per person per day,

D= Number distributed, 1= Installation rate.

Values derived from the Ofwat Water Efficiency Targets were used to estimate the number
of CDDs installed. Using the Ofwat Efficiency Report the volume displaced per flush was
recorded as 2.5 I/per flush and flushes per person per day as recorded as five. This figure
is the average savings per flush achieved through the installation of save-a-flush, which are
the CDDs distributed by NI Water. An installation rate of 70% was due to the distribution
method used i.e. through requests, schools and community groups. Occupancy rate was
2.5 from NISRA.

Calculation: 2.5*2.5*5*(386*0.7) = 8,443.75 |/per day = 0.00844375 MI/d
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2. Distribution of Water Butts

During this reporting period, NI Water distributed water butts to schools and the wider
community. The total for this year is 283.

The calculation for water savings achieved in 2021/22 reporting year is as follows:
S=V*F*1*N
S= savings per butt, V=volume of water butt, F= fills per year |= instillation rate, N= number

of Water butts. Using the Ofwat Efficiency Report, the volume (200L) is company based (NI
Water) and the fills per year is estimated at 6 and the installation rate is 100%.

Calculation: 200*6*1*283 = 339,600 | per year:
339,600/365 days = 930.410958904 | per day = 0.00093041095 Ml/day

3. Household Water Audits

During 2021/22 self-water audits for domestic households which can be accessed through
the company’s website received 292 hits. 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.
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.

From the figures supplied by the IT division of the Corporate Affairs Team, 292 hits have
been recorded for observations of the online water audit.

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

The number of online audits recorded
Calculation: 292* 0.10* 10 = 292 I/per day = 0.000292 MI/d

4. Shower Timers

Over the reporting year 4,883 shower timers were distributed through the Save Water Save
Money online platform site. The installation rate of these can be assumed at 23% (Ofwat
Water Efficiency Targets). The calculation for the savings achieved in the 2021-22 report
year is as follows:

The calculation for savings achieved in 2021/22 reporting 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: 4883* 0.23* 5 = 5,615.45 I/per day = 0.00561545 MI/d

5. Gel Bags

There were 907 gel bags distributed as part of the allotment group talks and shows. Using
the Ofwat Water Efficiency Targets, a saving of 0.1 litres per property per day can also be
assumed. Installation percentage would be 25% due to their distributed method.
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The calculation for savings achieved in 2021/22 reporting year is as follows:

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

Calculation: 907*0.25*0.1= 22.675 |/per day= 0.000022675 MI/d

6. Toothy Timers
There were 530 Toothy Timers distributed through the Get Water Fit online platform.

The installation rate of these can be assumed at 23% (Ofwat Water Efficiency Targets); a
saving of 12 litres per property per day can also be assumed. The calculation for the savings
achieved in 2020-21 report year is as follows:

The calculation for savings achieved in 2021/22 reporting year is as follows:
D*I*S= Savings in litres

D = Number of Toothy Timers distributed, | = Likelihood installed, S = Savings in litres per
property per day.

Calculation: 530*0.23*12* = 1,462.80 |/per day= 0.0014626 Ml/d

7. Leaky Loo
There were 657 Leaky Loos distributed through the Get Water Fit online platform.

The installation rate of these can be assumed at 23% (Ofwat Water Efficiency Targets,) a
saving of 5 litres per property per day can also be assumed. The calculation for the savings
achieved in 2021-22 report year is as follows:

The calculation for savings achieved in 2021/22 reporting year is as follows:

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

Calculation: 657*0.23*5* = 755.55 |/per day= 0.00075555 MI/d

8. Water Audits Completed by Company
No audits were completed in the homes of customers for 2021/22.

Presently in Northern Ireland domestic customers do not pay for their water and wastewater
services as 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 on electricity, for example by reducing time spent in the shower or reducing
the number of showers they have in a week and the number of times the washing machine
and or dishwasher is used.

Non-household

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

The NI Water website is updated and reviewed on a regular basis. The site has been
developed to encourage water efficiency within the commercial customer sector. The areas
included are:

Why Save Water?

What is Normal Water Use?

What is a Water Balance?

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.

9. Water Audits

During 2021/22 reporting period 2007 Water Audits were processed through the ‘Get Water
Fit’ online platform.

To calculate the savings achieved through this initiative it is necessary to make assumptions
on the savings achieved (Ofwat Water Efficiency Targets). 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: 2007*0.20*10 = 4014 I/per day = 0.004014 Ml/d

No Commercial Audits were distributed during this reporting period. The document is
available on-line as an advice leaflet for business customers titled “Advice for Business
Customers” with an additional document “Business Water Audit’. Due to cost restrictions,
these leaflets have not been published but are easily available on the NI Water website.

Savings and Costs

These savings have been achieved by adding together -
¢ Household-Water Efficiency Methods
¢ Non-Household-Water Efficiency Methods
e Other Water Efficiency Methods

Leakage: No savings or 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 any cost will then be charged to the customer.

Water Efficiency Methods
We believe it is imperative that children and young people have a greater understanding of

how water shapes all our lives and the environment. We are also aware that school children
can influence the behaviour of family members - both adults and siblings - through “pester
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power”. Based on this fact, tailored programmes were developed to achieve changing
behaviour and attitudes in line with NI Water’s key water efficiency messages and assist us
in connecting with those hard to reach within communities.

Between the third and fourth quarter (November 21 — February 2022) of this reporting period,
we had seen how Coronavirus was still presenting some challenges and affecting schools,
hence the reason for the WET to temporarily withdraw from school visits. Given that
education visits are NI Water’s most effective method of delivering their key Water Efficiency
messages, the education team had to continue with their already established innovative
approach of online delivery to reach communities and wider society.

This disruption thankfully did not last, and we recommenced normal school visits from the
third week in February 2022 with the Water Education Team delivering presentations to a
variety of schools and community groups, organised and attended external events as well
as attending educational establishments at all levels.

During this reporting period the WET facilitated 64 community visits/events delivering our
key message on water conservation. There were also 299 KS2/KS3 school visits promoting
water conservation within a classroom and assembly setting delivered over this past year,
with the majority of these being provided on a weekly basis and working in conjunction with
the ECO Schools Award scheme and within the NI education curriculum. This service has
been well received by the Education Authority (EA) and over this reporting year we have
reached 18,587 KS2 and KS3 pupils during 2021-22 school year with our key messages on
water efficiency.

Unfortunately, the Waterbus was unable to visit schools at present due to covid-19 which is
disappointing given its popularity with schools and pupils. It is hoped however that this
service will resume September 2022.

Also, during this period we continued the partnership with ‘Get Water Fit’ which is an online
platform where NI Water customers would go online and complete a household water audit
of their daily water usage and in return would avail of free water saving devices in areas of
need that were identified through the audit and delivered straight to their homes.

The WET also organised several water conservation awareness projects with the first
organised over the spring period of 2021 highlighting water efficiency through our annual
school competition with the theme being ‘We Use How Much Water. The aim of this
competition was to ask pupils to draw a poster to show how much water we use every day
and the simple things we can all do to help reduce this through awareness of our daily water
usage. The other projects were ‘The Value of Our Water Environments’ video competition
aimed at KS3 pupils and the ‘Climate Emergency Escape Room’ Game; both have a strong
focus on saving water.

Interactive Education & the Community section on NIWater.com

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 provides NI Water with completed
audits instantly once the customer has submitted it. The website also includes guidance on
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the types of appliances that could be installed into homes and business, which would help
them to become more water efficient in the future. During this past year, NI Water’s
education site which includes water efficiency tips has had 2353 views and we have also
seen 1961 customers using our online water saving calculator.

www.niwater.com/education-and-the-community/

Over this past year we have continued to update the Education & Community section on our
website with rich, informative content focused on informing water users about our key
messages.

The extensive interactive content is used to not only educate users but also to position NI
Water as a key stakeholder in the community, addressing important water use issues with
a slightly more informal tone of voice.

The content is primarily targeted at school pupils with an animated design but is equally
accessible by adults. It has been benchmarked against other leading water companies’
equivalent sections and has been built with future proofing in mind by using non-native code
platforms.

Main interactive sections:

e Bagit & Binit
www.niwater.com/bag-it-and-bin-it-interactive/

Scrolling content building on the key “Bag it and Bin it” message and the importance
of not flushing the “dirty dozen” down the toilet.

e Water Saving Calculator — How much water do you use?
www.niwater.com/why-save-water/

The calculator is designed to provoke awareness and thought on how much water
households are wasting.

e Silent Valley
www.niwater.com/silent-valley/

This sub-section promotes Silent Valley as a visitor destination for families, groups
and schools:
= Image Gallery
= Walking trails map
= How to get there - embedded Google map for users to find directions from their
address; and
= Visitor information, downloads, podcasts.

Print, Broadcast and Online Media Value

Throughout this past financial year, NI Water's Communication Team have been proactive
in promoting water efficiency through various media campaigns. The Communications Team
delivered several media campaigns (including social media) around promoting water
efficiency, including tips on how best to conserve water. An investment of £248k financially
supported this message which engaged customers on a wider scale and made them think
about how important water is in their daily lives. The team used a mix of communication
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channels in this campaign from radio, print, online and social. Animated videos were used
on social media to highlight the amount of water a swimming pool and power hose use as
these were popular during the hot weather.

Also, this past year we have seen how NI Water had been active in encouraging water
efficiency through educational and community campaigns. Another mechanism of raising
the importance of water efficiency has been through the use of media. These NI Water
campaigns have generated 567 media (print, broadcast and online) items with an overall
financial value of £3.9M and has reached a potential audience of over 187.1m.

NI Water also 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
generated 40 articles (print, broadcast, online), media items relating to NI Water's Winter
preparation between November 2020 and February 2021, generating £30.2k financial PR
value with a 1.6m potential reach.

This specific message of preparing your property for winter, focused on how important a
water supply was while in a pandemic. Property owners were asked to protect their
properties from the freeze. As the pandemic prevented any face to face engagement, the
team relied on reaching out to specific organisations and pushing the message through their
channels. Specific commercial sites were also targeted such as caravan parks and the
education authority and business owners who would have vacant buildings this year, that
would have otherwise been occupied. The team also joined up with the Get Water Fit
initiative and offered a free stop valve tag and leaflet posted directly to the home. It was
positively received. Some of the campaigns are as follows:-
e Frozen Pipes Can Flood Home/Insulate Your Pipes

e Be prepared for winter

e Vacant buildings during the covid period

o Utilities Winter Readiness Campaign

e Watersafe promotion
Efficiency Method Total Cost | Savings per

£ | Ml/ day

Household
Measurable Methods
Cistern Devices (0.57p each) 386 220.02 0.00844375
Water butts (£24.52 each) 283 6,939.16 | 0.00093041095
Self-audit (Online) 2007 0.004014
Total 7,159.18 0.01338816
Other Measurable Methods
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Shower timers (£0.68 each) 4883 3320.44 0.00561545
Gel Bags (£0.31 each) 907 281.17 0.000022675
Toothy Timers (£0.83 each) 530 439.90 0.0014626
Leaky Loos (£0.49 each) 657 321.93 0.00075555
Education Depart (UKWIR) 57,326.75 1.3034763
Total 61,690.19 1.31133257
Leaflets
How water wise are you (0.10peach) 1097 109.70
Freezing Pipe (0.17p each) 15 2.55
Total leaflets 1,112 112.25
PR items
Bookmark- “Flo” kids (0.07p each) 1312 91.84
Game: Snakes and Ladders (0.18p each) | 34 6.12
Stop Tags (0.43p each) 594 255.42
Tap cover (£4.66 each) 0 0.00
Ice scraper (0.73p each) 0 0.00
Thermometer (0.76p each) 0 0.00
Total PR 1,940 353.38
Total 69,315.00 1.33319893

NI Water 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,
but the costs for this year is £112.25.

Assumed Savings

Household-Water Efficiency Methods
Other Water Efficiency Methods
The total recorded savings are

=0.01338816
=0.01338816
=1.33319893 Ml/d

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
which 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 1, (document reference) T1niw.R10 P1 S2).

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

This is summarised in the following table:

Level of Engagement | Ml/day
High 0.402
Medium 0.087
Totals 0.489

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.

| Year | Assumed Savings |
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2009/10 0.048 Mi/day
201011 0.216 Ml/day
201112 0.264 Ml/day
2012/13 0.227 Ml/day
2013/14 0.219 Ml/day
2014/15 0.304 MI/day
2015/16 0.299 MI/day
2016/17 0.517 Ml/day
2017/18 0.502 Ml/day
2018/19 0.782 Ml/day
2019/20 0.830 Ml/day
2020/21 0.199 Ml/day
2021/22 0.489 Ml/day
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NORTHERN IRELAND WATER LIMITED - ANNUAL INFORMATION RETURN

ANNUAL INFORMATION RETURN - TABLE 2 KEY OUTPUTS
WATER SERVICE - 2 (TOTAL)

1 2 3 4 5 6 7 8 9 10 11 12
REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS |DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
2015-16 |CG|| 2016-17 |CG| | 2017-18 [CG|| 2018-19 |CG|| 2019-20 |CG|| 2020-21 |CG|| 2021-22 |CG|| 2022-23 |CG| | 2023-24 [CG|| 2024-25 |CG| | 2025-26 |CG|| 2026-27
A |DG2 PROPERTIES RECEIVING PRESSURE/FLOW BELOW REFERENCE LEVEL
| 1 |Total connected properties at year end 000 1 839.7| A2 852.4| A2 863.0| A2 874.3] A2 883.4| A2 892.9] A2 902.7| A2
2 |Properties below reference level at start of year nr 0 1,082| B3| 900| B3| 862| B3, 711| B3| 719| B3, 626| B3| 578| A2
3 |Properties below reference level at end of year nr 0 900| B3, 862| B3 711| B3, 719| B3| 626| B3, 578 B3| 1,715 A2
4 |Properties receiving low pressure but excluded from DG2 nr 0 0| B3, 0| B3| 0| B3 0| B3| 0| B3, 0| A2 0| B3,
4a |DG2 Properties with pressure below a surrogate level of 7.5m at end of year nr 0 126| B2 124| B2 103| B2 125| B2 129( B2 107| B2 208| A2
4b [DG2 Properties at risk of low pressure removed from the risk register by company action nr 0 171| B3 40| B3| 175[ B3 176| B3 115[ B3 168| B3 176| A2]
4c |Average capex cost of permanent solutions to DG2 problems £000/prop| 1 13.9] B2 26.8| B2| 9.8 B2| 4.7| B2 18.7| B2 4.7| B2 11.4| B2
B |DG3 PROPERTIES AFFECTED BY SUPPLY INTERRUPTIONS
(i) UNPLANNED INTERRUPTIONS
5 |More than 3 hours nr 0 105,235| A3 90,094| A3 108,386| A3 58,816| A3 49,181| A3 24,443| A3 35,321| A3
6 |More than 6 hours nr 0 8,699 A3| 5,128| A3 6,097 A3| 3,509| A3 6,157 A3| 1,834[ A3 13,581| A3|
7 |More than 12 hours nr 0 841| A3 494| A3 861| A3 308| A3 751| A3 0] A3 710| A3
8 |More than 24 hours nr 0 32| A3, 0] A3 0| A3 0f A3 23| A3 0] A3 12| A3
(ii) PLANNED AND WARNED INTERRUPTIONS
9 |More than 3 hours nr 0 33,929| A3 35,484| A3 38,225| A3 38,289| A3 28,245| A3 5,306| A3 5,103| A3|
10 |More than 6 hours nr 0 13,767 A3 13,247| A3| 14,809 A3/ 7,313| A3 11,463| A3 743| A3 1,724| A3
11 |More than 12 hours nr 0 0| A3 0| A3| 0| A3 0| A3 0| A3 0f A3 0| A3
12 |More than 24 hours nr 0 0| A3 0f A3 0| A3 0] A3 0| A3 0f A3 0| A3
(iii) INTERRUPTIONS CAUSED BY THIRD PARTIES
13 |More than 3 hours nr 0 4,739 A3| 12,691| A3| 4,078 A3| 12,089 A3 2,712| A3| 2,183| A3| 1,664| A3/
14 |More than 6 hours nr 0 476| A3 842| A3 1,145| A3 2,780 A3| 166| A3 300| A3 240| A3
15 |More than 12 hours nr 0 0| A3 30[ A3 193] A3 0] A3 0| A3 0] A3 31| A3,
16 |More than 24 hours nr 0 0| A3 0] A3 0| A3 0] A3 0| A3 0] A3 5| A3
(iv) UNPLANNED INTERRUPTIONS (OVERRUNS OF PLANNED INTERRUPTIONS)
17 |More than 6 hours nr 0 1,141] A3 1,611] A3 1,630| A3 159| A3| 222| A3| 0f A3 89| A3
18 |More than 12 hours nr 0 159| A3 417 A3| 1,107| A3 0| A3 0| A3 0f A3 0| A3
19 |More than 24 hours nr 0 140] A3 0f A3 0| A3 0f A3 0| A3 0f A3 0| A3
[ c[PopuLATION |
[20]|Population (winter) (total) [ o000 [ 2][ 1.87473] c2| [ 1,887.10] c2] [ 1,896.46] c2] [ 1,900.66] c2| [ 1,914.49] c2| [ 1,905.05] c2| [ 1,910.42] c2| [ [ 1 [ [ 1 [ [ 1]
D |DG4 RESTRICTIONS ON USE OF WATER
21|% population - hosepipe restrictions % 1 0.0] A1 0.0] A1 0.0] A1 93.4| B2 0.0] A1 0.0] A1 0.0 A1
22 % population - drought orders % 1 0.0] A1 0.0] A1 0.0] A1 0.0| B2 0.0] A1 0.0] A1 0.0] A1
23| % population - spril attended hosepipe restrictions % 1 0.0] A1 0.0] A1 0.0] A1 93.4| B2 0.0] A1 0.0] A1 0.0] A1
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Table 2 — Key Outputs - Water Service - 2

Total Connected Properties at Year End

NI Water’s data on property counts and classifications is reported monthly from RapidXtra
within the Rapid Property Summary (RPS). The data is extracted from the Diamond
Warehouse via Microsoft SQL Server to produce the RPS report.

Our AIR22 methodology has remained consistent with previous years — using the automated
Property Model tool to populate Table 2 figures (this was first introduced in AIR12 — the RPS
as the input).

The RPS provides us with a snapshot at the end of each month in terms of net movement;
however it alone does not support in the explanation of gross movements within the data.
With this is mind, during the 21/22 reporting year the C&OD Services M| & Data Team
explored the use of Power Bl to re-create the RPS with a drill down function to display the
gross movement. The Power Bl property models developed take their direct feed from the
Diamond Warehouse in order to refresh. These models provide us with information on gross
movements and allow us to ‘slice and dice’ the data from various angles, providing
invaluable insights. The plan is to further enhance and incorporate these models across the
business during 2022/23.

Customer/Property information is updated through:
¢ BAU (‘business as usual’) customer contacts, such as new connection requests,
customer move in/move outs, or
¢ through Data Quality initiatives/Projects, and/or
e Metering work streams e.g. UNHH (Selectives), Optants, and Proactive Meter
Exchange etc.

Under the Water & Sewerage Services (2006) Order, NI Water were required to install
meters on all new household connections from April 2007. This practice has stopped as
directed by a change in legislation, which took effect in July 2016. The legislation was
amended by Regulations, which in effect relieved NI Water of the obligation to install meters
at newly connected domestic properties. As domestic customers are not charged on a
measured basis, the property is reported as unmeasured. Some domestic properties were
initially reported as measured in AIR10 but this was rectified as per the erratum to AIR10.
Depending on the basis for charging when domestic billing is introduced, these customers
can be activated as measured household if required.

The difference between the AIR21 and the AIR22 figures is 9782. The breakdown can be
explained as follows:

1. New Connections during the 2021/22 reporting year. The figures are based on data
supplied by our Customer Connections Team and represent completed connections
during the reporting year. The projections for New Connections remain in line with
the agreed PC21 forecasts.

2. Added as a result of a customer contact. i.e. septic tank empty request, no water
complaint, blocked sewer, updating of standing data e.g. removal of services etc.
Within this category there are 2 scenarios:

(a) The adding of properties NI Water allegedly did not know about

(b) The adding of duplicates as the customer’s address could not be found on
Rapid. Rapid may hold the site number but when the customer contacts NI
Water, they quote the verified postal address, which is different, therefore
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creating a duplicate. The street name may also have changed from the time
of New Connection to that of customer contact (street names can change in
the early stages of site development).
3. Removal/reclassification of properties as a result of data quality initiatives/projects
a. Duplicate properties
b. Reclassification of properties that were recorded in error
4. Change in occupancy status — movement from void/vacant to occupied and vice-
versa.

For NI Water, accurate property data is fundamental for many systems and processes,
including customer service, metering, billing, consumption, leakage and Major Incident
Planning & Response. The Rapid Customer Contact System contains the master property
data for NI Water.

As Data Owner for Property Standing Data, The Head of C&OD Services is responsible for
the property standing data held by NI Water; this is monitored and managed through the
Corporate Property Register (CPR) Project, formerly the Property Information Group (PIG).
The C&OD Business Services M| & Data Team chair this group.

The role of the CPR project is to agree a single consistent source of property data and to
ensure that there is appropriate governance, controls and reporting for changes made to
core data on the system. As Property Data Owners, we need to ensure the processes
around creation, maintenance and demolition of properties are governed and appropriate
control points and associated reporting are in place. Control is key for us; as such we have
identified the systems, processes and people using property information across the
business, alongside confirming data accuracy and endeavouring to reduce the opportunities
for erroneous data entry and creation (such as the inability to recreate demolished properties
or duplicate properties).

The issues under consideration were identified as of corporate relevance, therefore, to
ensure appropriate direction and governance the CPR was formalised. Key objectives
include:
1. To agree a single consistent source of property data.
2. To ensure the source property data represents accurate, up-to-date information
appropriate for use by the business.
a. To understand and agree data primacy in respect of data updates from NI
Water and external (Land & Property Services - LPS) sources
b. To ensure the processes around creation (i.e. New Connections),
maintenance and demolition of properties are governed and appropriate
control points and associated reporting are in place. i.e. through data
validation
c. To co-ordinate property reconciliations between NI Water & external sources
i.e. Data Sharing Agreements between NI Water & LPS, NI Water & Belfast
City Council (BCC) etc and understand the reasons and validity of any
differences
d. To understand and ensure the adequacy of long term procedures for
database maintenance, including the updating of data standards and
associated CDE M&M Plans
3. To ensure the reporting requirements for the business are met relating to data held
on Rapid, particularly, but not exclusively, in respect of tariffs, leakage, Annual
Information Returns (AIR) & Principal Statement (PS) returns.
4. Challenge the data in the areas of
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a. Data categorisation & structure
b. Data robustness — i.e. where is our data good and where is there opportunity
for improvement? Identify projects that could aid improvement
c. Data alignment — both internally and externally. Internally between systems
such as Rapid, Ellipse, GIS, Diamond, Netbase, IMS etc. Externally through
data reconciliations, such as LPS above.
5. To agree measures to improve the quality and integrity of the data, particularly the
key CDEs as monitored by IMU
To agree the content and frequency of reports required by NI Water.
To agree the quality checking criteria for the above data and reporting and develop
a Quality Plan including the determination of responsibilities and audit trails.
8. To produce & circulate an ‘operate and maintain’ programme for property data to
the business.

No

As with PIG, the focus for the CPR project remains the same, including analysis and action
on:
¢ Creation of an agreed single consistent source of property information, running
alongside the CBC3 timelines
e Volume of properties coming onto the Rapid billing system on a monthly basis
= new connections
= customer contact
= project work
e Volume of properties coming off the Rapid billing system (demolished)
= sample check to ensure reason for demolition has been noted and on
system audit trail recorded
e Volume of properties amended on the Rapid billing system
» |n particular, address fields -> building number, street name, town and
postcode
= sampling to identify if the data changes are data improvement or data
regression
= if data regression, further analysis into the process is undertaken
¢ Review of access privileges
= Rapid audit
= Through monthly audit samples
= |nternal CRs require sign off from CPR team as BAU
= Working with Echo to review access privileges on an ongoing basis
¢ Interruptions to supply notices — returned mail
= This returned mail has been previously brought to the attention of LPS and
include properties that LPS have classified as live properties despite being
returned as ‘no such address’ etc
= The 2 way communication with LPS will help underpin our governance
work and provide direction to the business on practices.

Annex A details the Line Methodology followed by the figure for Table 2 Line 1.

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 578, as reported in
line 3 of the AIR20 submission.
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Line 3 — Properties below the reference level at end of year

As per the regulatory guidance, as issued and directed by Utility Regulator, this line includes
properties within a 10m height of service reservoirs, there are currently 53 DG2 properties
located within 10m of the supplying SR.

It should be noted that NI Water will not be able to provide such properties with adequate
pressure through normal hydraulics; however they will be included in the DG2 register. The
final number of properties recognised as being below the reference level at year end is
1,715.

The year-end figure is the direct result of removals due to Company Action as well as
additions identified throughout the year. Throughout this process a surrogate pressure of
15m head in the adjacent water main has been adopted as the reference level. All properties
removed from the Register during the reporting period are supported by a report and
appropriate logged data. The removals process is as per NI Water's methodology and is
consistent with previous AIR submissions.

Line 4 — Properties receiving low pressure but excluded from DG2

As per the Utility Regulator determination, properties within 10m are no longer excluded
from the DG2 Register. Therefore there are currently zero properties that are justifiably
covered by the exclusions as per the DG2_LoS Methodology document. It should be noted
that NI Water will not be able to provide such properties with adequate pressure through
normal hydraulics.

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 208 properties experience a pressure below the
7.5m 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 generally achieved by adding the properties identified by removal reports resulting from
both capital intervention and operational improvements.

Table 1
Removals Due to Company Action Number
Capital Intervention 51
Operational Improvements 125
Total 176

The final number of properties removed due to Company Action is recorded in Table 1 above
as 176.

Line 4c - Average Capex cost of permanent solutions to DG2 problems

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 first year of PC21 for which the company is reporting this figure and it will allow
the benchmarking of NI Water costs. The variability of cost per property removed as outlined
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in the table below is reflective of the current method of delivery of the Water Mains
Rehabilitation Programme (WMRP). Work packages have multiple drivers and assignment
of costs to DG2 removal relies on the use of the Enhancement part of the CIDA allocation
for the schemes below rather than directly attributable costs. (And includes individual
schemes for clusters of properties rather than arising from individual projects designed
solely to remove DG2 properties.) NI Water will continue to develop these reporting lines to
deliver a more robust process for attributing costs to DG2 properties.

As PC21 progresses more tailored WP’s are being developed to specifically deal solely with
DG2 issues. To date in PC21, two work packages of DG2 schemes have been issued to the
Asset Delivery team for construction.

The refresh of the DG2 Register began in 2021/22 and is now substantially complete. There
has been a sharp and significant increase in the number of properties on the DG2 Register
due to the refresh.

The number of properties on the register at the start of 2021/22 was 578. This increased to
1,715 properties by the end of the 2021/22 year (i.e. a net increase in the register of 1,137
properties).

The scheme costs and number of properties removed from the register this year are reported
for each WP below where a PPRA/DIR report was produced. The costs included 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 A1 gateway
approval stage.

OUTPUT 2021/22

360 DG2 properties were removed from the register during 2021/22 of which 176 were
removed through company action and 184 were removed through better information. Of the
176 that were removed through company action, 51 were removed by capital investment
and 125 were removed by operational interventions such as DMA rezoning.

PPRA reports covering:
a) Falgotrevy Road, Maghera,
b) Church Road, Holywood,
c) Cornahaltie Road, Belleek,
d) Hightown Road, Glengormley and
e) Heathfield, Culmore Road, Derry/Londonderry,
were produced during 2021-22 which removed 51 properties from the register by capital
investment and Operational Intervention Schemes by means of rezoning were conducted at
f) Turnabarson Road, Pomeroy,
g) Seymour Hill, Dunmurry,
h) Foy Lane, Portadown and in
i) Ballymena North DMA
which removed a further 125 properties from the register. These are all detailed in the Table
below.
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Table 7
WP Title DG2 Properties Total Cost Cost Per
Removed Removal
Capital Investment Schemes
Falgotrevy Road, Maghera 10 232,842 23,284
Church Road, Holywood 10 34,684 3,468
Cornahaltie Road, Belleek 5 71,303 14,260
Hightown Road, Glengormley 21 232,262 11,060
Heathfield, Culmore Road, Derry/Londonderry 5 8,380 1,676
Operational Intervention Schemes
Turnabarson Road, Pomeroy 10 N/A N/A
Seymour Hill, Dunmurry 45 N/A N/A
Foy Lane Portadown 8 N/A N/A
Ballymena North DMA 62 N/A N/A
TOTAL Pro Active NIW DG2 Removals 176 against 579 471
2021-2022 147 target '
Average Cost per DG2 Removal 11,362

Therefore, the average overall cost of removing a DG2 property from the register is obtained
by dividing the total cost £579,471 by the total number of properties removed, (51 for this
year), utilising the EP Budget. Average removal cost is therefore:

Average cost per DG2 removal = £11,362

The replacement mains and Water Pumping Stations were sized using the current peak
demand model. The design criteria was to meet the minimum pressure level of service of
15m at every property. Hydraulic head losses were generally kept below 1 m/km and velocity
at an optimum 1 m/s. If headlosses were approaching this 1 m/km threshold. Consideration
was given to increasing the diameter to the next size to allow for seasonal peaks in demand
and additional capacity for future demand growth.

Note

A Supplementary Information Report similar to that requested by the reporter last year will
be available for use at the annual reporter review meeting. This report will highlight the
relevant cost lines from the CMS system and the corresponding removal data taken from
the PPRA Reports.

By taking the combined total DG2 properties removed = 176 against the total cost to remove
these £579,741
Average Removal Cost = £3,292

Workpackage Descriptions

Through its Water Mains Rehabilitation Programme (WMRP) Northern Ireland Water (NI
Water) is replacing and rehabilitating its network assets to improve serviceability levels to
its customers. As part of its regulatory undertakings, NI Water is also required to target and
monitor the removal of properties at risk of receiving low pressure, which it maintains on the
DG2 register.
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Falgotrevy Road, Maghera

As part of the Water Mains Rehabilitation Programme (WMRP), Asset Delivery replaced
approx. 2300m of existing 2” PVC water mains along Craigadick Road and Falgotrevy Road
with new 125mm dia. HPPE watermain in order to improve levels of serviceability to NIW
customers. The work was carried out under JB737 Fofanny South WP. The resulting upsized
replacement water main increased the pressure to 10 existing DG2 properties above the
minimum 15m pressure enabling them to be removed from the DG2 register.

Church Road, Holywood

Following a multitude of customer and local Councillor contacts involving low pressure and
no water complaints within the Church Road area of Holywood a network investigation was
undertaken which resulted in the addition of 10 customers along Church Road onto the DG2
Register. The prolonged hot dry period in 2020 with high water demand increased the
interruptions for these residents and a scheme was identified to provide a WBS to boost
supplies to the road. The scheme was added to JV893.111 Fofanny South WP for
construction. This was successful in increasing pressures above 15m at the point of
connection for every property and all 10 properties were removed from the register.

Cornahaltie Road, Belleek

While construction work was in progress on the Drumlisleen to Gortnalee TM a number of
low-pressure complaints were received for Cornahaltie Road, Garrison and close to
Gortnalee SR. Due to their proximity to Gortnalee SR they were receiving below 15m
pressure during peak flows. A compensation event was added to the Drumlisleen to
Gortnalee TM contract in order to lay 1000m of 90mm HPPE watermain to extend
Meenacloybane Outlet DMA to supply the 6 properties. This was successful in increasing
pressures above 15m at the point of connection for every property and all 6 properties were
removed from the register.

Hightown Road, Glengormley

A network investigation was undertaken which resulted in the addition of 21 customers onto
the DG2 Register following customer contacts and media interest involving low pressure
and no water complaints along Hightown Road. Interruptions were due to extensive new
development in the area in recent years with the subsequent increase in demand.

A scheme to resolve the issues was constructed by Asset Delivery through the Water Mains
Rehabilitation Programme (WMRP). The scheme involved the upsizing of the outlet water
main from Ballyvaston SR along Upper Hightown Road to the junction with Hightown Road.
This consisted of replacing 860m of existing 200mm dia. DI mains with new 315mm dia.
HPPE. The new main successfully increased the pressure above 15m at the point of
connection for every property and enabled the 21 DG2 properties to be removed from the
DG2 Register.

Heathfield, Culmore Road, Derry/Londonderry

A network investigation was undertaken after networks operations received numerous
customer contacts involving low pressure which resulted in the addition of 5 customers onto
the DG2 Register in late 2020.

Due to the constant pressure issues being encountered by the 5 properties a scheme was
developed to resolve the issue utilising the Operational Capital Budget rather than having to
wait for the work to be constructed under the Watermains Rehab Programme. The scheme
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involved laying 90m of 125mm HPPE to take the supply for the development from Trunk
Croppyhill to Strand Road Gravity DMA onto Croppyhill Pumps DMA.

Turnabarson Road, Pomeroy

A network investigation was undertaken which resulted in the addition of 10 customers onto
the DG2 Register following a multitude of customer contacts during PC15 involving low
pressure and no water complaints along Turnabarson Road.

Root cause analysis indicated large hydraulic losses within the supplying mains
infrastructure within Limehill DMA during peak flows causing pressures to decrease below
15m. It was agreed that a trial would be conducted within the network in an attempt to
alleviate the low-pressure properties that prior to progressing any capital upgrades.
Turnabarson Road (and the southern section of Limehill DMA) were transferred to receive
water from Blacklough SR (as opposed to Craigballyharkey SR). SV NI000974523 was
closed and BV NI000975011 was opened in order to transfer the supply. Since the rezoning
was successful in increasing pressures above 15m at the point of connection for every
property, the need for a capital scheme was not required.

Seymour Hill, Dunmurry

Following a multitude of customer and local Councillor contacts in June/July 2021 involving
low pressure and no water complaints within the Seymour Hill DMA a network investigation
was undertaken which resulted in the addition of 45 customers along Hornbeam Road onto
the DG2 Register.

Root cause analysis indicated local hydraulic losses within the supplying upstream mains
infrastructure during peak flows causing pressures along Willow Gardens and Hornbeam
Road to decrease below 15m. It was agreed that prior to recommending a 770m section of
4” Sl main for capital upgrades that a trial would be conducted within the network to improve
pressure through means of an operational rezone. This would entail a section of the
Seymour Hill DMA being transferred onto the neighbouring The Cutts DMA which is supplied
via a different distribution trunk main. An existing BV (CARID; NI000914060) located along
River Road was opened and an existing SV (CARID; NI0O00909044) located along
Hornbeam Road was closed. Since the rezoning was successful in increasing pressures
above 15m at the point of connection for every property, the capital scheme was not
required.

Foy Lane, Portadown

A network investigation was undertaken which resulted in the addition of 8 customers onto
the DG2 Register following a multitude of customer contacts during PC15 involving low
pressure and no water complaints along Foy Lane within the Corcullentragh DMA.

Root cause analysis indicated large hydraulic losses within the supplying mains
infrastructure during peak flows causing pressures to decrease below 15m. It was agreed
that a trial would be conducted within the network in an attempt to alleviate the low-pressure
properties that prior to progressing any capital upgrades. A review of the Ballydougan to
Dungannon transmission mains concluded sufficient hydraulic capacity to cater for the
Corcullentragh demands which would improve pressure through means of an operational
rezone. Following a DG2 Analysis of obtained logged pressure data for Clontylew Road,
Farra Road and Foy Lane, it was recommended that 8 existing DG2 properties could be
removed from the DG2 Register following an operational network improvement which
occurred in January 2022.
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Ballymena North DMA

The DG2 Refresh Project, undertaken during 2021/2022, outlined 62 No. existing customers
within the Ballymena North DMA who currently receive pressures below the minimum
requisite.

Root cause analysis indicated cumulative friction losses along the supplying 225mm HPPE
main along the Cushendall Road during peak flows resulting in pressures decreasing below
15m. Infrastructure strengthening schemes were assessed in an attempt to alleviate the low
pressures. It was agreed that prior to recommending a capital upgrade that a trial would be
conducted within the network to improve pressure through means of an operational rezone.
This entailed a section of the Ballymena North DMA being transferred onto the neighbouring
Trunk Tuftarney Rathkenny DMA which is supplied via a different SR. An existing BV
(CARID; N1000967461) located along Grove Road was opened and an existing SV (CARID;
NI000968966) located along Dunclug Park was closed. Since the rezoning was successful
in increasing pressures above 15m at the point of connection for every property, the capital
scheme was not required.

Further Work Packages to be reviewed next year 2022/23

A spreadsheet listing the Work Packages awaiting completion of PPRA reports was
produced and it identifies the estimated number of DG2 properties to be removed during
2022/23 using predicted pressure from Hydraulic Modelling. The actual pressure will be
confirmed by logging before formal removal of properties from the register. The table below
lists the Work Packages and the predicted number of properties identified to date for
removal. (This may rise or fall with further investigation or some omissions throughout the
year).

Table 8
Work Package Name No of properties to be removed
Annaghboe and Drumrammer Road, Dungannon 10
Castleward Road, Strangford 166
Kilcoole Gardens, Belfast 6
Caugh Hill, Bannagher 9
Ballywalter Road, Greyabbey 6
Derrynoose Road, Keady 6
TOTAL 203 against 145 target

Removals Pending

It should be noted that there are currently 203 properties identified for removal from the
register in 2022/23 to a target of 145 in the plan following the submission of PPRA Reports.
However, the 2021/22 target was for the removal of 147 DG2 properties and the actual
achieved removals was 29 over this figure. And so in reality the totals are 203 planned for
next year against a 116 (145-29) target to get NIW up to the planned cumulative target for
end of PC21 year 2.

This will be the first year of the PC21 period and due to the new DG2 schemes only being
passed to Asset Delivery for construction earlier in the year the removal numbers are
predicted to be below target this year. With a refresh and update currently under way with
the DG2 register and with proposed major construction work due to begin, the emphasis will
be on over delivery of removals as the PC21 period continues.
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These removals are subject to the completion of rehabilitation work, collation of pressure
data and submission of completed reports. In previous years, more detailed work throughout
the year resulted in more DG2s being delivered than planned. These reviews are ongoing.

Confidence Grade Line 4c

The confidence grade for this line has remained at B2 this year this has been achieved by
EP, Asset Performance and the Reporter working together to improve the granularity of the
returns and to improve the accuracy of the methodology and figures. This was done by
making use of the scheme approval analysis that presents the contribution from each of the
investment drivers (structural improvements, water quality, operational issues (leakage) and
hydraulic drivers (DG2).

Individual scheme outputs are provided separately to show how each calculation was carried
out.

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 DG3 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 902,692 as confirmed by CSD Services in AIR21 Table 2 Line 1.

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

Unplanned, Unwarned Interruptions

DG3 Properties 2021/22 2021/22
AIR P 2019/20 2020/21 (inc. (exc.
Affected
Dunore) Dunore)
Table 2: Line 5| More than 3 hours 49,181 24,443 35,321 21,859
Table 2: Line 6| More than 6 hours 6,157 1,834 13,581 1,007
Table 2: Line 7 | More than 12 hours 751 0 710 0
Table 2: Line 8| More than 24 hours 23 0 12 0

The above table lists the outturn numbers of properties affected by unplanned, unwarned
supply interruptions in the last three years and clearly shows the impact of an event in July
2021 involving a catastrophic burst on a pumped trunk main, close to Dunore Water
Treatment Works which caused 13,462 properties in Antrim and surrounding areas to
experience an unplanned interruption >3hrs. The burst occurred when the Company was
already managing a High Demand incident, triggered by a spell of dry, summer weather.
Further information on the incident can be found in the section of the DG3 Commentary on
major incidents during the report year.

Following a detailed and lengthy analysis of the affected area using network modelling to
determine the property counts and interruption durations for 29 individual DMAs, the results
confirmed that NI Water’'s >6hrs full year target of 6,331 properties was beyond recovery
whilst its >12hrs full year target of 822 properties was significantly under threat. The table
below shows the affected property numbers from the network modelling exercise for the
Dunore event and the Company’s KPI targets for 2021/22.
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>0hrs >3hrs >6hrs >12hrs >24hrs
Affected Properties 14,435 13,462 12,574 710 12
Annual KPI Target n/a n/a 6,331 822 80

Impact of Dunore Event on DG3 Supply Interruptions >6hrs

The AIR22 outturn of 13,581 properties affected by an unplanned interruption of more than
6 hours was the third highest since regulatory reporting commenced in 2007/08. Previous
occasions when the outturns were higher included the freeze/thaw of 2010/11 and the
industrial action of 2014/15.

The following graph shows the profiles for numbers of properties affected by unplanned
interruptions >6hrs in 2021/22, including and excluding the Dunore event.

Despite the performance setback caused by Dunore, any additional impact to the >6hrs KPI
target was minimal during the remainder of the year. Had it not been for Dunore, NI Water
would have achieved its best ever DG3 performance with a Table 2: Line 6 outturn of 1,007.
The event demonstrates that infrequent but significant unplanned interruptions remain a
threat to performance.

Impact of Dunore Event on DG3 Supply Interruptions >12hrs and OPS

The following table is taken from FD — Annex E and lists the UR’s central estimate for DG3
Supply Interruptions >12hrs. NI Water’'s AIR22 outturn of 0.079 (including Dunore) exceeds
the UR’s central estimate of 0.052 for this output. The outturn excluding Dunore was 0.000.
Output 2021/22 | 2022/23 | 2023/24 | 2024/25 | 2025/26 | 2026/27
DG3 Supply interruptions
>12hrs — Target (based on
upper bound)

DG3 Supply interruptions
>12hrs — Range central
estimate

0.091 0.087 0.084 0.080 0.077 0.073

0.052 0.048 0.045 0.041 0.038 0.034
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The following table is taken from FD — Annex E and lists the UR’s central estimate for DG3
OPS. NI Water's AIR22 outturn of 1.586 (including Dunore) exceeds the UR’s central
estimate of 0.57 for this output. The outturn excluding Dunore was 0.112.

Output 2021/22 | 2022/23 | 2023/24 | 2024/25 | 2025/26 | 2026/27
DG3 Supply interruptions
OPS — Target (based on| 0.81 0.79 0.77 0.75 0.72 0.70
upper bound)

DG3 OPS — Range central
estimate

0.57 0.55 0.53 0.51 0.48 0.46

Reasons why NI Water exceeded the UR’s central estimate and actions taken

The outturns clearly show that had it not been for the Dunore event, they would have been
easily within the central estimates for DG3 Supply Interruptions >12hrs and OPS. The
Dunore event was a major burst at a strategic trunk main that inevitably saw thousands of
customers without supply. The PC21 Interruption to Supply (ITS Strategy) has continued
to improve service to customers and DG3 performance excluding the impact from Dunore
has otherwise been excellent for 2021/22.

NI Water’'s ITS Strategy has evolved to focus on reducing the lost minutes per property
outturn, therefore minimising interruptions >3hrs, whether planned or unplanned. Learnings
from past events are being embraced and included as part of the strategy and proposals
and initiatives are being taken forward, with considerable cross-functional/cross-directorate
engagement work undertaken to date. Key elements of the ITS Strategy are listed below.

e Capital Investment in Watermains — NI Water recognises the need to continue to invest
in the renewal and replacement of watermains.

e Post-Interruption Reviews (PIRs) — The Company is using new systems such as
network modelling to assist with post-interruption reviews and has developed a Pressure
Mapper App. Completion of a Service Failure Analysis (SFA) report is now required for
interruptions to >500 properties for >3hrs. SFA will be used to help NI Water understand
the wider range of root causes affecting performance and prevent repeat interruption
occurrences, whilst IMS integration will facilitate the analysis process.

e Working Differently — As part of working differently, tankers have been utilised during
ITS events to maintain storage levels at service reservoirs and to feed directly into the
water distribution network. Additional equipment has been purchased to assist
colleagues. Processes and procedures are being further developed and implemented in
line with the ITS Strategy and changes are being integrated into the normal ways of
working.

e SMART Network — NI Water is investing in a SMART Network’s capital programme for
PC21, the aim of which is to maintain a CALM network and increase visibility on all water
assets to minimise customer impact, should a failure occur. The SMART network is a
stepping-stone to a preventative environment and a greater understanding of assets,
improved customer service and reduced interruptions to supply. In 2021/22, new
schemes have been completed to provide Telemetry and SMART controls at WBSs sites
across Northern Ireland.

Installing Telemetry at WBSs will provide 24/7 live information from the site, resulting in
a quicker, re-active response to customers when an issue occurs. This will allow early
intervention and, in some instances, alleviate the need for customer contact. New
SMART controls at WBS sites will automatically adjust pumping to suit changes in
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demand, flow and pressure, producing a CALM network and an overall improved service
to customers. The aim is to provide visibility and improved control of flow and pressure
into the pumped PMAs. SMART controls will reduce pressure surges (transients) that
cause burst interruptions, to help meet the needs of customers and maintain regulatory
standards.

e CALM Network — NI Water is developing a CALM Awareness Video intended for
external bodies who operate hydrants on its water network. The video will demonstrate
safe operational valving techniques and practical instructions on CALM principles to
increase awareness about the impact of transients on NI Water’s infrastructure.

Despite the performance setback caused by Dunore, NI Water avoided any further
unplanned interruptions of more than 12 hours during the remainder of the year and at
yearend, two out of three KPI targets were achieved. The AIR22 more than 12 hours
outturn of 710 properties was the third lowest since regulatory reporting commenced. And
the AIR22 more than 24 hours outturn of 12 properties was joint fifth lowest. But the event
again demonstrates that infrequent but significant unplanned interruptions remain a threat
to performance.

Impact of Detailed Review Process on DG3 Supply Interruptions 3hrs

The AIR22 outturn of 35,321 properties affected by an unplanned interruption of more than
3 hours was the second lowest since regulatory reporting commenced. NI Water explained
in its commentary for AIR21 that the introduction of a detailed review process for
unplanned interruption events lasting between 3 hours and 6 hours and involving between
100 and 500 properties had been largely responsible for the decrease in the 2020/21 >3hrs
outturn and that, based on an analysis of 74 events that were known to have been reviewed,
the review process was likely to have led to a 51% reduction. Previously, only events
involving more than 500 properties had been the subject of a detailed review.

The review process is identifying property counts that would, in the past, have been over-
reported and this is helping to improve the accuracy of the outturn. The Company is now
reviewing every event in detail that lasts for more than 3 hours because of the impact on the
lost minutes outturn.

Comparison of Unplanned Interruptions >3hrs (T2: L5) and Burst Rate (T11: L11)

The Table 2: Line 5 outturn number of properties affected by unplanned interruptions >3hrs
and the Table 11: Line 11 outturn number of bursts per 1,000 km of mains are closely
related as the majority of unplanned interruptions are caused by bursts.

The following table lists the estimated outturn numbers of properties affected by unplanned
interruptions >3hrs if the 2019/20 outturn had benefitted from the same detailed review
process as 2020/21 and the 2021/22 outturn had excluded the impact from Dunore.

Unplanned >3hrs 2019/20 2020/21 2021/22
Affected Properties (nr) 24,099* 24,443 21,859**
Difference -4,721 +344 -2,584
Percentage Difference -16.4% +1.4% -10.6%
Trend Decrease Increase Decrease

*Estimated outturn 24,099; Actual outturn 49,181

**Excludes 13,462 properties affected by Dunore pumping main burst in July 2021

The following table lists the outturn numbers of bursts for the last three years.
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Bursts 2019/20 2020/21 2021/22
Bursts (nr) 2,237 2,400 2,498
Difference -325 +163 +98
Percentage Difference -12.7% +7.3% +4.1%
Trend Decrease Increase Increase

When the outturns for the two measures are compared, it is apparent that the trends for
2021/22 are inconsistent. A decrease in properties affected by unplanned interruption events
>3hrs but an increase in the burst rate would suggest that bursts are being managed more
effectively. More bursts are being repaired without causing an unplanned interruption, hence
the reduction in unplanned interruption events and ‘no water’ complaints. And more repairs
are being carried out in under 3 hours, hence the reduction in properties affected by
unplanned interruptions >3hrs.

Impact of restrictions imposed during the Covid-19 pandemic on Lines 5to 8

In 2021/22, further restrictions imposed during the second year of the Covid-19 pandemic
undoubtedly contributed to lower outturns as companies were advised against carrying out
any non-essential work, resulting in less disturbance to the network, fewer issues associated
with changes in pressure and hence, fewer unplanned interruption events.

Planned and Warned Interruptions: Number of Events (All inc. WMRP)

DG3 Interruption 2019/20 2020/21 2021/22
Events

More than 3 hours 279 112 87

More than 6 hours 59 11 9

More than 12 hours 0 0 0

More than 24 hours 0 0 0

The table above relates to annual numbers of planned and warned interruption events.

In 2021/22, 87 planned and warned interruptions lasted more than 3 hours of which 17 (20%)
were related to the Water Mains Rehabilitation Programme (WMRP). During the same
period, 9 planned and warned interruptions lasted more than 6 hours of which 3 (33%) were

associated with mains rehabilitation.

Planned and Warned Interruptions: Properties Affected (All inc. WMRP)

AIR DG3 Properties 2019/20 2020/21 2021/22
Affected
Table 2: Line 9 More than 3 hours 28,245 5,306 5,103
Table 2: Line 10 More than 6 hours 11,463 743 1,724
Table 2: Line 11 More than 12 hours 0 0 0
Table 2: Line 12 More than 24 hours 0 0 0

The table above relates to annual numbers of properties affected by planned and warned
interruption events.

In 2021/22, 5,251 properties were affected by planned and warned interruptions that lasted
more than 3 hours of which 1,108 (21%) were related to the Water Mains Rehabilitation
Programme (WMRP). The Line 9 outturn was comparable to the previous year and the
lowest since regulatory reporting commenced in 2007/08. During the same period, 1,724
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properties were affected by planned and warned interruptions that lasted more than 6

hours of which 312 (18%) were associated with mains rehabilitation. The Line 10 outturn
was the second lowest since regulatory reporting commenced.

Planned and Warned Interruptions: Properties and Events (WMRP only)

Time Band 2019/20 2020/21 2021/22
Properties 15,600 1,701 1,108
More than 3 hours Events 125 36 17
Properties per Event 125 47 65
Properties 8,255 589 312
More than 6 hours Events 42 7 3
Properties per Event 197 84 104

The table above relates to planned and warned interruptions associated only with the Water
Mains Rehabilitation Programme.

The Company’s commitment to minimise disruption to its customers’ water supply has
resulted in a reduction in the number of properties affected per event and a decrease in the
annual number of properties affected for more than 3 and 6 hours from the previous year.

This is consistent in part by maintaining overall meterage installed under the Water Mains
Rehabilitation Programme from the previous year, i.e. the water main distribution meterage
installed in 2021/22 was 102km, compared to 101km in 2021/22, 149km in 2019/20, 167km
in 2018/19, 129km in 2017/18, 173km in 2016/17 and 113km in 2015/16.

However, the reduction in events and the number of properties affected, is mainly attributed
to the necessity to use innovative techniques and stricter controls upon WMRP contractors
to minimise disruptions to less than 3 hours during the current pandemic.

For the seventh year in succession, no properties experienced a planned and warned
interruption of more than 12 hours. Whenever possible, NI Water tries to avoid planned
and warned interruptions exceeding 12 hours. No properties have experienced a planned
and warned interruption of more than 24 hours since regulatory reporting commenced in
2007/08.

Impact of restrictions imposed during the Covid-19 pandemic on Lines 9to 12

Planned and warned interruption events are predominately associated with non-essential
work i.e. work that does not need to be undertaken with any immediate degree of urgency.
An example of non-essential work is mains rehabilitation. In 2021/22, further restrictions
imposed during the second year of the Covid-19 pandemic undoubtedly contributed to the
lower outturns as companies were advised against carrying out any non-essential work,
resulting in an associated reduction in the number of planned and warned interruptions.

Interruptions caused by Third Parties

AIR DG3 Properties 2019/20 2020/21 2021/22
Affected
Table 2: Line 13 More than 3 hours 2,712 2,183 1,664
Table 2: Line 14 More than 6 hours 166 300 240
Table 2: Line 15 More than 12 hours 0 0 31
Table 2: Line 16 More than 24 hours 0 0 5
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The AIR22 outturn of 1,664 properties affected by an unplanned interruption of more than
3 hours caused by a third party was the third lowest since regulatory reporting commenced
in 2007/08 and the lowest since 2010/11. 16 events lasted more than 3 hours, the most
significant of which occurred on 20" August 2021 when a building contractor damaged a
main causing a loss of supply to properties in Antrim. 483 properties were affected by the
incident, 29% of the outturn.

The AIR22 outturn of 240 properties affected by an unplanned interruption of more than 6
hours caused by a third party was the fifth lowest since regulatory reporting commenced in
2007/08. 3 events lasted more than 6 hours, the most significant of which occurred on 4%
February 2022 when a gas contractor damaged a main causing a loss of supply to properties
in Londonderry. 162 properties were affected by the incident, 68% of the outturn.

For the first time since 2017/18, some properties experienced an unplanned interruption of
more than 12 hours caused by a third party. 26 properties were affected by the
Londonderry event described above. And a further 5 properties on Rathlin Island
experienced an interruption of 26 hours on 8" February 2022 when a contractor damaged
a main whilst working at the RSPB sanctuary. It was the first time since 2010/11 that
properties experienced an unplanned interruption of more than 24 hours caused by a third

party.

Impact of restrictions imposed during the Covid-19 pandemic on Lines 13 to 16

In 2021/22, further restrictions imposed during the second year of the Covid-19 pandemic
undoubtedly contributed to the lower outturns as companies were advised against carrying
out any non-essential work, resulting in an associated reduction in the risk of accidental
damage to the network.

Unplanned Interruptions (Overruns of Planned Interruptions)

AIR DG3 Properties 2019/20 2020/21 2021/22
Affected
Table 2: Line 17 More than 6 hours 222 0 89
Table 2: Line 18 More than 12 hours 0 0 0
Table 2: Line 19 More than 24 hours 0 0 0

The AIR22 outturn of 89 properties affected by an overrun of a planned and warned
interruption that lasted more than 6 hours was the second lowest since regulatory reporting
commenced. Two events contributed to the outturn and both events were related to mains
rehabilitation work that ended after the planned end time on the warning card. 89 is low
compared to the overall number of properties that experienced a planned and warned
interruption, including those that overran.

Table 2 Line 10 + Table 2 Line 17 =1,724 + 89 = 1,813; 89/ 1,813 x 100 = 4.9%.
This reflects the amount of planning that goes on in advance of warned events to ensure
that enough time is allocated to their completion and that they do not overrun thus causing
an inconvenience to customers.

For the fourth year in succession, no properties experienced an overrun of a planned and
warned interruption that lasted more than 12 hours. And for the sixth year in succession,
no properties experienced an overrun of a planned and warned interruption that lasted more
than 24 hours.
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NI Water has three Key Performance Indicators relating to Supply Interruptions (DG3):-
Number of properties experiencing unplanned, unwarned interruptions (expressed as a percentage of households) in excess of:
1a) 6 hours, 1b) 12 hours, 1c) 24 hours. KPIs 1a and 1c were first introduced in April 2007. The following table provides details of the outturns
for the last three years together with the corresponding yearend targets.

Interrupt 19/20 19/20 20/21 20/21 21/22 21/22
Category Outturn KPI Target Outturn KPI Target Outturn KPI Target
(Props) (%) (Props) (%) (Props) (%) (Props) (%) (Props) (%) (Props) (%)
>6 hrs 6,157 0.697 6,873 0.778 1,834 0.205 6,773 0.759 13,581 1.504 6,331 0.701
>12 hrs 751 0.085 1,300 0.147 0 0.000 1,250 0.140 710 0.079 822 0.091
>24 hrs 23 0.003 80 0.009 0 0.000 80 0.009 12 0.001 80 0.009

Note: Percentage outturns in above table are based on total connected properties as follows: 883,423 (AIR20); 892,910 (AIR21); 902,692 (AIR22)

The 2021/22 outturns confirm that NI Water achieved its DG3 >12hrs and >24hrs full year KPI targets but failed its >6hrs target. Target failure
was solely attributed to the impact of July’s major incident involving a catastrophic burst on a pumped trunk main, close to Dunore Water
Treatment Works. Outturns including and excluding the burst were as follows:

e 13,581 (1,007 excluding burst) properties affected by an unplanned interruption >6hrs against a full year target of 6,331

e 710 (0 excluding burst) properties affected by an unplanned interruption >12hrs against a full year target of 822

e 12 (0 excluding burst) properties affected by an unplanned interruption >24hrs against a full year target of 80
DG3 performance excluding the impact of Dunore was otherwise excellent for 2021/22.

The 2020/21 >6hrs outturn of 1,834 was the lowest since regulatory reporting commenced in 2007/08. It was also the first year since regulatory
reporting commenced that no properties experienced an unplanned interruption of more than 12 hours. The most significant event of the year
occurred in December 2020 and involved two bursts on a 150 mm PVC main at Stewartstown Road, Dunmurry.

The 2019/20 >6hrs outturn of 6,157 was the fourth lowest since regulatory reporting commenced whilst the >12hrs outturn of 308 was the third
lowest. It was the first year since 2015/16 that any properties experienced an unplanned interruption to supply of more than 24 hours. All 23
properties were associated with an event involving multiple bursts on the trunk main between Tullywhisker and Rakelly Service Reservoirs at
Ardstraw, Newtownstewart.
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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: Prior to AIR20, NI Water listed only those interruptions lasting longer than 3
hours and falling between the hours of 12 midnight and 7am. As with AIR21, the Company
has again listed interruptions lasting longer than 3 hours and falling between the hours of
11pm and 8am.

The following table provides a summary of those interruption records in 2021/22 whose
Interruption Start Date/Time and Supply Restored Date/Time fell within the hours of 11pm
and 8am.

. Supply Properties
Interrupt | Interrupt Interruption Start Restored D . Affected
Type No . . uration >0 | >3 | >6
' Date Time Date Time

hrs | hrs | hrs

Unplanned | 199441 | 03/05/21 | 02:00 | 03/05/21 | 05:35 | 3 Hrs35Mins | 32 | 32 0

Unplanned | 199873 | 18/07/21 | 23:30 | 19/07/21 | 04:00 | 4 Hrs30Mins | 33 | 33

Unplanned | 210215 | 10/09/21 | 03:39 | 10/09/21 | 07:22 | 3Hrs43Mins | 91 | 91

Unplanned | 210321 | 27/09/21 | 04:00 | 27/09/21 | 07:20 | 3 Hrs20Mins | 11 | 11

Unplanned | 210639 | 13/11/21 | 01:30 | 13/11/21 | 05:30 | 4 Hrs 0 Mins 35 | 35

Unplanned | 210877 | 14/12/21 | 00:00 | 14/12/21 | 05:00 | 5 Hrs 0 Mins

Unplanned | 210942 | 28/12/21 | 02:26 | 28/12/21 | 06:15 | 3 Hrs 49 Mins 5 5

(N[O [W|IN|—~
olOo|0O|O|O|O|O

Unplanned | 211189 | 08/02/22 | 23:30 | 09/02/22 | 04:30 | 5 Hrs 0 Mins 17 | 17

Both Customer Field Services and the 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. Routine step tests are carried out at night to reduce the
impact of loss of supply to customers and normally last no longer than 3 hours.

8 unplanned interruption events have been identified where customers would not have
noticed the loss of service because it occurred at night. All 8 interruptions lasted 6 hours or
less. The total number of properties affected by the interruptions was 232 representing
0.63% of the total number of properties that experienced an unplanned interruption,
including those caused by a third party, lasting more than 3 hours in 2021/22.

Unplanned: (232 /(35,321 + 1,664)) x 100 = 0.63%

In 2020/21, 4 unplanned interruption events, one caused by a third party, occurred between
the hours of 11pm and 8am. 404 properties were affected by the unplanned events which
represented 1.52% of the total number of properties that experienced an unplanned
interruption of more than 3 hours in the year.

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

The following table provides a summary of the 5 overruns of planned and warned
interruptions lasting between 3 and 6 hours in 2021/22.

Interrupt. No. Month Duration ngﬁ)ﬁ;tles Aif:crt](reg Duration Of Overrun
1 199476 May-21 3 Hrs 10 Mins 42 42 1 Hr 10 Mins
2 210173 Sep-21 3 Hrs 15 Mins 79 79 1 Hr 0 Mins
3 199964 Jul-21 4 Hrs 55 Mins 85 85 3 Hrs 0 Mins
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4 210011 Aug-21 6 Hrs 0 Mins 114 114 5 Hrs 0 Mins
5 210345 Sep-21 6 Hrs 0 Mins 7 7 3 Hrs 0 Mins
6 210919 Dec-21 4 Hrs 30 Mins 4 4 1 Hr 30 Mins
7 211031 Jan-22 4 Hrs 0 Mins 44 44 0 Hrs 40 Mins

The number of properties affected by the 7 overruns was:
42+79+85+114+7+4 +44 =375

This number is small compared to the number of properties that experienced a planned and
warned interruption of between 3 and 6 hours (3,379).

Table 2 Line 9 - Table 2 Line 10 = 5,103 - 1,724 = 3,379
NI Water reported in its AIR21 commentary that there were 7 overruns of planned and
warned interruptions lasting between 3 and 6 hours. The number of properties affected by

these overruns was 291.

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

Interrupt Date of Properties Affected Interrupt
No P Incident Duration | >0 | >3 | >6 |>12|>24 Typep ' Comments
’ Hrs | Hrs | Hrs | Hrs | Hrs
109354 | 14/04/21 | 6HrsOMins | 48 | 48 | 0 | o | o | Planned& Power Outage
Warned
199799 | 07/07/21 |6Hrs27Mins| 59 | 59 | 59 | 0 | o | {nPanmnec, Power Outage
nwarned
199901 | 21/07/21 |4 Hrs42Mins [ 101 | 101| 0 | 0 | © %"p'a""ed' Electricity Supply Failure
nwarned
199988 | 03/08/21 |9Hrs40Mins| 9 | 7 | 7 | o | o |Ynplanned, Power Outage
Unwarned
210055 | 13/08/21 |5Hrs50Mins | 42 | 42 | 0 | o | o | Unplanned, Power Outage
Unwarned
210303 | 23/09/21 | 5HrsOMins | 21 | 21 | 0 | o | o | P & Power Outage
arned
210716 | 24/11/21 | 4HrsOMins | 18 | 18 | 0 | o | o | Planned & Power Outage
Warned
. Planned &
211181 | 07/02/22 | 4HrsOMins | 24 | 24 | 0 | 0 | 0 | "onned Power Outage
211196 | 10/02/22 |4 Hrs 35Mins | 107 | 107 | 0 | o | o |Ynplanned, | Electricity Supply
Unwarned Failure
211396 | 14/03/22 | 5Hrs8Mins | 64 | 42 | 0 | o | o | UnPlanned, | g ticity Supply Failure
Unwarned

The table above provides a summary of the 3 records in 2021/22 relating to unplanned,
unwarned water supply interruptions caused by electricity supply failures lasting more than
3 hours. Also included are 7 records relating to power outages, 4 of which resulted in
planned and warned water supply interruptions and 3 of which resulted in unplanned water
supply interruptions, each with durations of more than 3 hours.

No properties experienced an interruption of more than 12 hours as a result of any of the
incidents.

The most significant event in terms of number of affected properties occurred on 10%
February 2022 when Glen Road Killyculla treated water pumping station in Tempo was
affected by an electricity supply failure. 107 properties lost their water supply for 4 hours 35
minutes as a result of the incident.
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The most significant event in terms of duration of interruption occurred on 3 August 2021
when a power outage occurred at Ladyhill in Antrim. 2 properties lost their water supply for
37 minutes whilst a further 5 properties experienced an interruption of 9 hours 40 minutes
as a result of the incident.

Percentage impact of interruptions caused by loss of electrical supply on annual
outturns

>3 Hrs >6 Hrs >12 Hrs >24 Hrs

Number of Properties Affected by
Unplanned, Unwarned Water Supply 250 0 0 0
Interruptions caused by Electricity
Supply Failures

Number of Properties Affected by
Unplanned, Unwarned Interruptions

Percentage Impact

35,321
0.71%

13,581 710 12
0.00% 0.00% 0.00%

In 2021/22, only the >3hr outturn was impacted by electricity supply failures, accounting for
0.71% of the total number of properties affected by unplanned interruptions. The 2020/21
percentage was 1.31%.

Percentage impact of interruptions caused by loss of electrical supply on target
compliance

>6 Hrs >12 Hrs | >24 Hrs
Percentage Connected Properties Affected by o o o
Electricity Supply Failures 0.000% 0.000% 0.000%
KPI Target 0.701% 0.091% 0.009%
Percentage Annual Target 0.00% 0.00% 0.00%

In 2021/22, the impact of electricity supply failures on KPI target compliance was negligible

whilst in 2020/21, it accounted for only 0.74% of the >6hrs 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 the 26 supply interruption incidents during 2021/22 that lasted more than 3 hours and were
mentioned in the Company’s Upward Reports. For full details of these incidents, please refer to the Upward Reports.
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Ref | Interrupt No. Date Description of Incident Duration >0hrs | >3hrs | >6hrs | >12hrs | >24hrs | Category
Et‘)’ggt fggggg; 10 Hrs 10 Mins | 465 | 172 | 4 0 0
001 — 05/04/2021 | Burst trunk main, Moyra Road, Doagh 3
Event 265697; 2Hrs 51 Mins | 146 | 0O 0 0 0
DG3 199304
Event 265828; Burst main, Straid Village DMA, . .
002 DG3 199391 21/04/2021 Ballyclare 4 Hrs 38 Mins 114 114 0 0 0 Precautionary
6 Hrs 1 Mins 12 12 12 0 0
Event 265889; Burst trunk main, Windyhill Road, .
003 DG3199427 28/04/2021 Coleraine 4 Hrs 31 Mins 84 84 0 0 0 3
1 Hr 42 Mins 12 0 0 0
Burst trunk main to Croaghmore 5 Hrs 26 Mins 18 18
Event 266081; X , ;
004 DG3 199538 21/05/2021 Service Reserv0|r,_ Straid Road, 2 Hrs 47 Mins 204 0 3
Bushmills
Event 266329; 5 Hrs 50 Mins 196 34 0 0 0
005 DG3 199706 22/06/2021 High Demand, Manse Road Gilnahirk & (longest) Precautionary
Event 266334; Knockbracken Crossnacreevy DMAs 3 Hrs 54 Mins 53 14 0 0 0
DG3 199707 (longest)
Event 266366; Burst trunk main, Old Dundonald Road, | 6 Hrs 54 Mins
006 | 53 199721 | 25/06/2021 Dundonald (longest) 752 | 363 | 33 0 0 3
Event 266566; 7 Hrs 35 Mins
DG3 199851 Burst on Ballycullen High Level outlet (longest) 2,540 | 398 1 0 0
007 — 17/07/2021 ! : 3
Event 266592; trunk main, Newtownards 5 Hrs 50 Mins 976 653 63 0 0
DG3 199852 (longest)
Event 266611; Burst on Killyclougher to Mountjoy 6 Hrs 33 Mins 3 3 3 0 0
008 | "3 190878 | 19/07/2021 Trunk Main 5 Hrs 49 Mins | 106 | 106 | 0 0 0 3
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Ref | Interrupt No. Date Description of Incident Duration >0hrs | >3hrs | >6hrs | >12hrs | >24hrs | Category

5 Hrs 46 Mins 5 5 0 0 0
5 Hrs 3 Mins 25 25 0 0 0
4 Hrs 33 Mins 9 9 0 0 0
4 Hrs 32 Mins 8 8 0 0 0
3 Hrs 57 Mins 2 2 0 0 0
3 Hrs 45 Mins 3 3 0 0 0
DG3 199858 17/07/21 1 Hr 22 Mins 97 0 0 0 0
DG3 199859 17/07/21 0 Hrs 33 Mins 895 0 0 0 0
DG3 199860 17/07/21 5 Hrs 55 Mins 81 1 0 0 0
DG3 199861 17/07/21 High demand event due to spell of 1 Hr 3 Mins 120 0 0 0 0
DG3 199865 | 18/07/21 dry, summer weather 1 Hr 0 Mins 106 0 0 0 0

009 DG3 199866 18/07/21 15/07/21 to 28/07/21 4 Hrs 58 Mins 10 10 0 0 0 1
DG3 199869 18/07/21 4 Hrs 25 Mins 51 51 0 0 0
DG3 199870 18/07/21 (4,348 props >0 Hrs, 67 props >3 Hrs, | 2 Hrs 2 Mins | 2,163 0 0 0 0
DG3 199871 18/07/21 2 props >6 Hrs, 0 props >12 Hrs) 10 Hrs 27 Mins | 297 5 2 0 0
DG3 199872 18/07/21 2 Hrs 7 Mins 156 0 0 0 0
DG3 199880 19/07/21 2 Hrs 2 Mins 110 0 0 0 0
DG3 199902 21/07/21 1 Hr 32 Mins 262 0 0 0 0
Manually | 23/07/2021 | Burst pumping main — Dunore WTW Various ~ [13,826(13,063(12,275| 624 12

010 Input (14,435 >0hrs, 13,462 >3hrs, : 1
24/07/2021 12,574 >6hrs, 710 >12hrs, 12 >24hrs) Various 609 399 299 86 0

Burst trunk main to Croaghmore
011 | YN EO0TTZ | 01/08/2021 | Service Reservoir, Straid Road, 5Hrs9Mins | 78 | 78 | 0 0 0 3
Bushmills

5 Hrs 56 Mins 12 12 0 0 0

Event 266797; Burst on outlet of Cabragh Service 5 Hrs 50 Mins 15 15 0 0 0 )

012 1 b3 209996 | 04/08/2021 Reservolr 4 Hrs 37 Mins | 7 7 0 0 0| recautonaw

2 Hrs 41 Mins 83 0 0 0 0
4 Hrs 55 Mins 20 20 0 0 0

013 E[\)/gr;t 221633219 10/08/2021 Burst on Durham Street trunk main 0 Hrs 31 Mins 14 0 0 0 0 3
0 Hrs 27 Mins 15 0 0 0 0
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Ref | Interrupt No. Date Description of Incident Duration >0hrs | >3hrs | >6hrs | >12hrs | >24hrs | Category
0 Hrs 21 Mins 17 0 0 0 0
0 Hrs 18 Mins 74 0 0 0 0
0 Hrs 16 Mins 6 0 0 0 0
Event 267083; Burst on 8-inch inlet trunk main, Craigs .
014 DG3 210165 02/09/2021 Cookstown Service Reservoir 3 Hrs 40 Mins 20 20 0 0 0 3
3 Hrs 43 Mins 91 91 0 0 0
) . 2 Hrs 2 Mins 115 0 0 0 0
015 | YO 2077557 10/09/2021 puret 250mm frunkc main 2Hrs 12Mins | 41 | 0 | 0 0 0 3
g » MIOY 1 Hr 39 Mins 202 0 0 0 0
0 Hrs 21 Mins | 765 0 0 0 0
Event 267256; Burst main, Gortnagola Road, 9 Hrs 58 Mins .
016 DG3 210285 21/09/2021 Dungannon (longest) 1,032 | 390 227 0 0 Precautionary
] 5 Hrs 11 Mins 32 32 0 0 0
017 | YN 207T807 1 08/11/2021 | Burst main, Craigstown DMA, Kells | 2 Hrs 43 Mins | 2 0 0 0 0 3
2 Hrs 17 Mins | 119 0 0 0 0
Event 267851; Burst on Ballycullen High Level outlet | 3 Hrs 22 Mins
018 DG3 210640 13/11/2021 trunk main, Newtownards (longest) 352 82 0 0 0 3
Event 267993; Burst on Castletown Strabane Trunk .
019 DG3 210718 25/11/2021 Main, Glenview DMA 3 Hrs 15 Mins 16 16 0 0 0 3
4 Hrs 56 Mins 47 47 0 0 0
Event 268235; . . 3 Hrs 42 Mins 13 13 0 0 0
020 DG3 210859 11/12/2022 Burst main, Craigstown DMA, Kells > Hrs 44 Mins 12 0 0 0 0 3
2 Hrs 23 Mins 78 0 0 0 0
Event 268310; Burst trunk main, Ballinderry Road, .
021 DG3 210910 19/12/2022 Aghalee 5Hrs 24 Mins | 284 284 0 0 0 3
Event 268351; . .
022 DG3 210936 26/12/2022 Burst main, Benburb DMA 6 Hrs 0 Mins 86 86 0 0 0 3
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Ref | Interrupt No. Date Description of Incident Duration >0hrs | >3hrs | >6hrs | >12hrs | >24hrs | Category
Event 268353; .
DG3 210937 4 Hrs 56 Mins 74 74 0 0
Event 268354; 5 Hrs 47 Mins 16 16 0 0 0
DG3 210938 5 Hrs 16 Mins 40 40 0 0 0
Event 268371; Burst 10-inch distribution trunk main, 6 Hrs 55 Mins
023 DG3 210953 01/01/2022 Warren Road, Donaghadee (longest) 2,075 | 209 9 0 0 3
) , 4 Hrs 13 Mins 39 0 0 0 0
024 E[‘)’g%t 2253?17;’; 05/02/2022 | ©2S Coeﬂtﬁ;ti‘;:lgﬁmggned‘l;gg:“m main o s 47 Mins | 41 | 0 0 0 0 3
’ Y 1 Hr 1 Min 122 0 0 0 0
025 | Manually Input | 08/02/2022 | 1 Mrd party contractor damaged main on| g 1o pins | 5 5 5 5 5 3
Rathlin Island
Event 268756; Burst 300mm distribution trunk main, .
026 DG3 211190 09/02/2022 Trunk Lisahally DMA 3 Hrs 20 Mins 11 11 0 0 0 3
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In the years prior to 2017/18, NI Water assumed a monthly target allowance of one
seventeenth of the full year target from April to October and a monthly target allowance of
two seventeenths of the full year target from November to March. The allowance was
doubled from November to March to account for freeze-thaw conditions and an associated
rise in the numbers of bursts.

Following a review of historical annual performance profiles, the decision was taken in
2017/18 to opt for a straight-line target profile i.e. the same monthly target allowance every
month. The target profile remained straight for 2021/22.

The 2021/22 KPI targets are listed below as percentages and numbers of total connected
properties, together with the corresponding monthly target allowances.

Monthly Target Allowance
- 2021/22 Target yApr ?O Mar
% Properties % Properties
>6hrs 0.701 6,331 0.058 528
>12hrs 0.091 822 0.008 68
>24hrs 0.009 80 0.001 7

In previous years, the unplanned interruption events that had the greatest negative impact
on performance were determined by comparing the monthly actuals with the three KPI target
profiles and identifying instances where a target was missed. In 2021/22, there was only
one such instance so instead, the Company will discuss the six most significant events of
the year.

Major Incidents

Burst Main, Ballymena Road, Doagh (Killylane Glenburn DMA)
(Ref: IMS Event ID 267373; DG3 ID 210374)

>0hrs >3hrs >6hrs >12hrs >24hrs
Properties Affected 79 79 78 0 0

On Friday 15t October 2021, a burst occurred on a 10-inch asbestos cement trunk main at
Ballymena Road, Doagh affecting the supply to properties in Killylane Glenburn DMA. The
repair was carried out on a busy stretch of road and a full section of main had to be replaced.

This event was note-worthy because of the maximum duration of interruption (8 Hrs 16 Mins)
and the number of properties affected for more than 6 hours (78 nr). The impact of the
incident in terms of percentages of connected properties affected was 0.009% >6hrs.

High demand event due to spell of dry, summer weather
(Ref: DG3 IDs 199858, 199859, 199860, 199861, 199865, 199866, 199869, 199870,
199871, 199872, 199880, 199902)

>0hrs >3hrs >6hrs >12hrs >24hrs
Properties Affected 4,348 67 2 0 0
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In July 2021, a spell of dry, summer weather led to an increased demand for water by
customers. NI Water responded to the high demand event by implementing its Major
Incident Plan, including the mobilisation of a dedicated Alternative Water Supplies Team to
manage the operation of asset-to-asset tankering to limit the depletion of service reservoirs.
The speed and magnitude of the action undertaken, proved to be highly effective and
undoubtedly reduced the number of unplanned interruptions associated with the event and
minimised disruption to customers. The impact on the Company’s KPI targets was also
minimal with most properties experiencing an interruption of less than 3 hours. The incident
was the subject of Upward Report 009.

Burst Pumping Main, Dunore Water Treatment Works (Multiple DMAS)
(Ref: Manually Created)

>0hrs >3hrs >6hrs >12hrs >24hrs
23 July 13,826 13,063 12,275 624 12
24" July 609 399 299 86 0
Properties Affected 14,435 13,462 12,574 710 12
Annual KPI Target n/a n/a 6,331 822 80

In July 2021, NI Water experienced a High Demand Incident and this was further
complicated on the 23 July when a catastrophic burst occurred on a pumped trunk main,
close to Dunore Water Treatment Works. This resulted in a temporary loss of water supply
to properties in Antrim and surrounding areas. It was a complicated repair to a large diameter
trunk main (1,200 mm) and Dunore WTW had to be shut down, resulting in the loss of vital
water production during an already challenging high demand period.

The Dunore event was a major burst at a strategic trunk main that inevitably saw thousands
of customers without supply. NI Water has completed a detailed post-event analysis of the
Dunore interruption, and this has resulted in NI Water not achieving its DG3 target for
properties without supply for >6 hours.

DG3 targets for >12 hours and >24 hours were also significantly impacted by Dunore, and
these categories have been challenging during the remainder of 2021/22. The PC21 ITS
Strategy has continued to improve service to customers and the DG3 performance excluding
the Dunore impact has otherwise been excellent for 2021/22. The incident was the subject
of Upward Report 010.

This event was note-worthy because of the large numbers of properties affected for more
than 6 hours (12,574 nr) and more than 12 hours (710 nr) and because 12 nr properties
were affected for more than 24 hours. The impact of this incident in terms of percentages of
connected properties affected was 1.393% >6hrs, 0.079% >12hrs and 0.001% >24hrs. It
was the most significant event of the year and one of the most significant events since
regulatory reporting began in 2007/08.

Burst main, Gortnagola Road, Dungannon (Altmore Ten, Altmore Twelve, Castlehill
Carland, The Hospital and The Square DMAS)
(Ref: IMS Event ID 267256; DG3 ID 210285)

>0hrs >3hrs >6hrs >12hrs >24hrs
Properties Affected 1,032 390 227 0 0
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On Tuesday 21st September 2021, a burst occurred on a PVC distribution main at
Gortnagola Road, Dungannon. The location of the burst meant that revalving options were
limited and the road had to be closed due to the nature of the excavation. The repair was on
a 22.5 degree bend that needed to be anchored as the original bend had blown off the main.
Sourcing of fittings also added to the delay. The incident was the subject of Upward Report
016.

This event was note-worthy because of the maximum duration of interruption (9 Hrs 58 Mins)
and the large number of properties affected for more than 6 hours (227 nr). The impact of
this incident in terms of percentages of connected properties affected was 0.025% >6hrs.

Burst main, Moneymore Road, Magherafelt (Magherafelt Town DMA)

(Ref: IMS Event ID 267521; DG3 ID 210468)

>0hrs >3hrs >6hrs >12hrs >24hrs
Properties Affected 1,746 562 117 0 0

On Monday 18" October 2021, a burst occurred on a PVC distribution main running under
the Moneymore Road, Magherafelt. Moneymore Road is the main throughfare from
Magherafelt to Cookstown and the location of the burst meant that traffic was a major
problem.

This event was note-worthy because of the maximum duration of interruption (8 Hrs 54 Mins)
and the large number of properties affected for more than 6 hours (117 nr). The impact of
this incident in terms of percentages of connected properties affected was 0.013% >6hrs.

Pump equipment failure, Annaghbeg, Donaghmore (Castlehill Carland DMA)
(Ref: IMS Event ID 268026; DG3 ID 210737)

>0hrs >3hrs >6hrs >12hrs >24hrs
Properties Affected 592 270 93 0 0

During a storm on Saturday 27" November 2021, Mullaghanagh Water Pumping Station
experienced a pump equipment failure resulting in a loss of supply to Castlehill Carland DMA
which serves properties in the towns of Donaghmore and Dungannon. Numerous pumps
tripped during the storm, including those at Mullaghanagh WPS where a standby generator
also failed to start. The affected area was rezoned by taking water from Altmore 10 DMA
into Castlehill Carland DMA. The pumps had to be isolated before remedial work could be
carried out and this prolonged the period of interruption.

This event was note-worthy because of the maximum duration of interruption (10 Hrs 35
Mins) and the number of properties affected for more than 6 hours (93 nr). The impact of
this incident in terms of percentages of connected properties affected was 0.010% >6hrs.

Note: As always, NI Water has fully assessed the issues that led to each of the above events
as well as the ways in which the events were managed from an operational perspective and
has developed a series of actions aimed at mitigating the impact of similar events.
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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 confidence grades across all lines
relating to DG3. On 4% July 2014, NI Water first introduced the Incident Management System
(IMS) as a replacement for the Operations Management Information System (OMIS) to
capture data relating to supply interruptions. In 2015/16, the Company increased its DG3
confidence grade from ‘B3’ to ‘A3’ because it was the first full year in which IMS had been
used instead of OMIS.

IMS has now been used to capture seven complete years’ worth of data and again, the
Company has assigned a confidence grade of ‘A3’ across all lines relating to DG3. The
Company continues to develop the system on an annual basis by seeking suggestions from
its key users and making the necessary modifications to improve the usability and
functionality of the system as well as ensuring that growing requirements are met across all
areas of the business.

Justification of Reliability Band ‘A’

IMS is regarded as a better system than OMIS and has the following benefits:

. Improved customer response times

o Improved consistency of methodology across all work streams

o Improved accuracy of information through:
o the recording of start times by Work Controllers/Telemetry Operators
o the recording of individual start and restoration times for each property as

opposed to each event

o the recording of times to the nearest minute

o Improved utilisation of other key systems e.g. the GIS as a source of address
information

o Improved auditability of information through query, change and approval status
tracking

° Better management of approval chains through the automatic generation of e-
mailed reminders

. Improved report generation

o Improved accessibility and sharing of information across the business

o Enhanced effectiveness of the DG3 Register through the capture of additional
information such as pipe material and diameter and the GIS co-ordinates of
bursts

IMS is working exactly as it should by ensuring the capture of a greater number of
interruption events and a greater number of affected properties associated with those
events. All interruption events are fully documented to a consistent standard. Every
interruption record includes the category, cause, key dates and times, address details, and
property counts necessary to meet the regulatory reporting requirements of a DG3 Register.
The cause of interruptions is identified by experienced field staff or contractors.
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Justification of Accuracy Band ‘3’ — IMS data and Rapid Data Comparison

The following table lists the estimated outturn numbers of properties affected by unplanned
interruptions >3hrs if the 2019/20 outturn had benefitted from the same detailed review
process as 2020/21 and the 2021/22 had excluded the impact from Dunore.

Unplanned >3hrs 2019/20 2020/21 2021/22
Affected Properties (nr) 24,099 24 443 21,859*
Difference -4,721 +344 -2,584
Percentage Difference -16.4% +1.4% -10.6%
Trend Decrease Increase Decrease

*Excludes 13,462 properties affected by Dunore pumping main burst in July 2021

The following tables list the outturn numbers of unplanned interruption events derived from
IMS data and outturn numbers of ‘no water’ complaints derived from Rapid data for the last
three years.

Unplanned >3hrs 2019/20 2020/21 2021/22
Events (nr) 1,612 1,721 1,626
Difference -239 109 -95
Percentage Difference -12.9 +6.8% -5.5%
Trend Decrease Increase Decrease
‘No Water’ complaints 2019/20 2020/21 2021/22
Compilaints (nr) 17,361 19,566 18,919*
Difference -2,792 +2,205 -647
Percentage Difference -13.9% +12.7% -3.3%
Trend Decrease Increase Decrease

*Excludes 1,140 complaints associated with Dunore pumping main burst in July 2021

The consistency of trends based on data derived from IMS and Rapid is reassuring and a
good indication that the IMS data is both reliable and accurate.

The average number of ‘no water’ complaints received per unplanned interruption event
continues to be a good indication of the completeness of the Company’s data and whether
or not, the details of all such events are being captured by the Company’s systems.

2019/20 2020/21 2021/22
Complaints per Event 10.8 114 11.6

Over 1,000 ‘no water’ complaints were associated with the Dunore event. With those events
excluded from the analysis, the statistics show that in the last three years, the outturns were
between 10.8 and 11.6. On this basis, the conclusion is that the accuracy of the data remains
consistent and inclusive of all interruption events. The slight increase in the last two years
may have been attributed to an increase in complaints from domestic customers as people
continued to work from home during the Covid-19 pandemic.
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Network Modelling

Throughout 2021/22, NI Water has continued to use network modelling to assess the impact
of complex unplanned interruptions and serves as evidence of the Company’s commitment
to ensuring data accuracy.

Detailed Review Process

In 2018/19, NI Water introduced a detailed review process for unplanned interruption events
lasting between 3 hours and 6 hours and involving more than 500 properties. The aim of the
review process was to improve the accuracy of the Minutes of Lost Supply per Property
outturn which is based on properties that experience a planned or unplanned interruption of
3 hours or more.

In 2020/21, the review process was expanded to include events involving between 100 and
500 properties. To confirm the accuracy of the Line 5 outturn, the Company carried out an
analysis based on 74 such events. The findings of the analysis confirmed that following a
detailed review, the average reduction in the property counts associated with an event was
51% and this was consistent with a 50% reduction in the Line 5 outturn.

The review process is identifying property counts that would, in the past, have been over-
reported and this is helping to improve the accuracy of the outturn. The Company is now
reviewing every event in detail that lasts more than 3 hours because of the impact on the
lost minutes outturn.

Audit Checks

NI Water carries out a number of audit checks, aimed at ensuring that the data in its Annual
Information Return is both reliable and accurate and that the confidence grade is justified.
The audit checks ensure that affected properties have been reported under the correct
category of interruption and that reporting is in accordance with the regulatory guidance and
definitions.

During the year, the Water function within the Customer & Operations Directorate generated
a total of 443 records of interruption events lasting more than 3 hours. All records were
checked for accuracy and completeness by the Field Managers as part of the approval
process. Following the extraction of data to spreadsheets, checks were carried out by C&OD
Services to ensure that the data remained consistent with IMS and that no records had been
inadvertently deleted or duplicated during migration between worksheets.

During the year, Capital Asset Delivery generated a total of 25 records of interruption events
lasting more than 3 hours. A random sample of 19 records was checked against the
corresponding Interruption Record Sheets to ensure that the details had been accurately
transcribed. This represents 76% of records.

Throughout 2021/22, the Company has continued to review its records of ‘no water
complaints when determining the details of supply interruptions. And the Company has
carried out checks to ensure consistency between IMS and the Upward Reporting process
relating to unplanned interruption events lasting more than 3 hours.
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The Company also continues to monitor the warning notification process followed by its
contr