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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 2020/21. 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;

e 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;

e 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 10" and
23 June 2021 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 2021;
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:

.:l
SN =

Sara Venning
Chief Executive, Northern Ireland Water

G

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
REPORTING| [REPORTING| [REPORTING| [ REPORTING | | REPORTING | | REPORTING | | REPORTING| [ REPORTING | [REPORTING
DESCRIPTION UNITS [DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
2012-13 2013-14 201415 2015-16 201617 201718 2018-19 2019-20 2020-21
A |Consumer Service
1 |DG2 Properties at risk of low pressure removed from the risk register by company action nr 0 297 132 186 171 40 175] 176 115] 168
2 |DG2 Properties receiving pressure below the reference level at end of year nr 0 1420 1257 1082 900 862 711 719 626 578
3 |DG3 Supply interruptions > 12hrs (unplanned and unwarned) % 2 0.32 0.14/ 3.10; 0.10: 0.06! 0.10! 0.04/ 0.09! 0.00:
4 |DG3 Supply interruptions (overall performance score) nr 2 1.98 0.97 11.72 1.14 0.66! 0.81 0.44/ 0.79 0.21
5 |DG6 % billing contacts dealt with within 5 working days % 2 100.09 99.92 99.97 99.96 99.98 99.97 99.99 99.97 99.98
6 [DG7 % written complaints dealt with within 10 working days % 2 99.78 99.72 99.96 99.87 100.00 99.87 100.00 99.95 99.89
7 |DG8 % metered customers received bill based on a meter reading % 2 98.73 99.11 99.11 99.23 99.52 99.67 99.67 99.53 99.22
8 [Call Handling Satisfaction nr 2 4.54 4.63 4.65 4.59
9 |DG9 % calls not abandoned % 2 98.45 98.40 97.99 99.43 99.54 99.51 99.45 99.50 97.64
10 |DG9 % calls not receiving the engaged tone % 2 100.00 100.00 99.99 99.92 99.97 99.99 99.99 99.98 99.96
11 |Overall Performance Assessment (OPA) score (11 Measures) nr 0 198, 216 206 230 228 236 245 246 265
12 |Total Leakage Mi/d 0 162, 167, 166! 162, 163 162, 160! 161 158
13 |Security of supply index nr 0 100; 100; 100; 100; 100; 100; 100; 100; 99
14 |Percentage of NI Water's power usage derived from renewable sources % 1 13.4 33.1 51.4 39.8! 35.5 36.9 39.4 44.3 43.1
B [Quality Water
15a % overall compliance with drinking water regulations % 2 99.77 99.81 99.86 99.83 99.86 99.88 99.90 99.90 99.94
15b|% compliance at consumers tap % 2 99.63 99.74 99.78 99.74 99.77 99.81 99.83 99.84 99.91
16 [% iron compliance at consumers tap % 2 97.25 98.08 98.95 98.40 98.66 98.85 98.94 98.89 99.56
17 |% Service Reservoirs with coliforms in >5% samples nr 2 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
C |Water Outputs
18 |Water mains activity - Length of new, renewed or relined mains km 0 326 226 223 117, 172 126 167, 149 104/
19 |Completion of nominated trunk main schemes nr 0 2, 0 1 2, 1 0 0 0 1
20 [Completion of nominated water treatment works schemes nr 0 0 0 3 1 0 0 0 1 1
Completion of nominated improvements to increase the capacity of service reservoirs and
21 |clear water tanks |0 1 0 1 0 0 1 0 1 1
D |Serviceability
22 |Water infrastructure serviceability Text Stable| Stable| Stable| Stable Stable Stable Stable Stable Stable
23 |Water non-infrastructure serviceability Text Stable Stable Stable Stable Stable Stable Stable Stable Stable
E |New Output Measures
24 [Number of Catchment Management Plans nr 0 3 5 3 7 3 0 2 0
25 Number of lead communication pipes replaced under the proactive lead replacement nr 0
programme 0 401 1922 1867 1767 2070 1781 1675
26 |Number of school visits nr 0 138 150 209 277 257 219 246 229 266
27 |Number of other education events nr 0 35 38 59 65 64 62 66 143 12
28 |% Service Reservoirs where sample taps have been assessed and are to required % 1 0.0 0.0 72.9 98.3 100.0] 100.0
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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
REPORTING | | REPORTING | | REPORTING | | REPORTING | | REPORTING | | REPORTING | | REPORTING | | REPORTING | | REPORTING
DESCRIPTION DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
UNITS 201213 2013-14 2014-15 2015-16 2016-17 2017-18 2018-19 2019-20 2020-21

A |Consumer Service Sewerage
1 DG5 Propertieslat risk of flooding - number removed from 2 in 10, 1 in 10 and 1 in 20 risk register nr o

by company action. 66 11 28 7 7 17 &) 1 11
2 |DG5 Properties on the 2in 10, 1in 10 and 1 in 20 risk register at the end of the year nr 0 193 190 179 160 156 134 124 119 108
B |Quality Sewerage
3 |% of WwTWs discharges compliant with numeric consents % 1 93.3 92.0 92.4 92.8 93.6 93.5 94.8 94.9 95.3
4 [% of total p.e. served by WwTWs compliant with numeric consents excluding upper tier failures % 1 98.8 98.0 98.4 98.6 98.9 98.7 99.4 99.5 99.5
5 |Small WwTW compliance (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
6 |Number of high and medium pollution incidents attributable to NI Water nr 0 18 26 25 21 22 20 16 13 9
C |Sewerage Outputs
7 |Sewerage activity - Length of sewers replaced or renovated km 0 24 25 21 17 9 15 1" 19 13
8 |Delivery of improvements to nominated UIDs as part of a defined programme of work nr 0 38 11 17 26 1 11 8 3 1
9 |Delivery of improvements to nominated WwTWs as part of a defined programme of work nr 0 12 17 16 3 2 1 6 2 3
10 |programme nr 0 14 7 18 4 8 3 8 9 12
D [Serviceability
11 [Sewerage infrastructure serviceability Text | | Stable| | Stable| | Stable| | Stable| | Stable| | Stable| | Stable| | Stable| | Stable|
12 [Sewerage non-infrastructure serviceability Text | | Stable| | Stable| | Stable| | Stable| | Stable| | Stable| | Stable| | Stable| | Stable|
E [New 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
14 |WwTWs upgraded to comply with PPC Regulations nr 0 0 0 1 6 7 2
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
16 |Number of sustainable WwTW solutions delivered (p.e. = 250) nr 0 1 1 1 1 0 0
17 |Number of sustainable WwTW solutions delivered (p.e. < 250) nr 0 0 1 0 0 1 1
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Chapter 1
PC15 Outputs
Tables A and B

1.1 Improvements to Drinking Water and Environmental Quality

Water Quality
Overall drinking water quality compliance in 2020 was above the target of 99.79%.

In 2020/21 we successfully trialled an innovative mobile testing facility at Derg water
treatment works, County Tyrone. This pilot provides real-time analysis to optimise capital
investment at the treatment works. The system has been running in parallel with the existing
treatment works, using a number of different processes and technologies to improve how
we treat raw water and will be used across our treatment works to reduce energy and
chemicals while maintaining wholesome drinking water quality.

NI Water is one of the largest land owners in Northern Ireland. The forests and peatbogs in
our water catchments provide a natural form of water purification, protect against floods, help
reduce greenhouse gas emissions by storing carbon and enable us to restore our biodiversity.
Since 2017 we have been carrying out an EU INTERREG VA Programme funded investment
of €4.9m under the Source to Tap project to improve the Erne and Derg cross-border river
catchments that are a source of our drinking water: piloting changes in land management
techniques, such as fencing to exclude livestock and replacing boom spraying of the herbicide
MCPA with weed-wipers, which helps to reduce the amount of herbicide running off into rivers
and streams.

Over 200 farm visits have been carried out to identify where improvements can be made to
support both farm businesses and the water environment through a land incentive pilot
scheme to help improve freshwater quality. Our project officers also work with volunteers
and local communities to raise awareness of the importance of protecting drinking water
resources.

Peatbog restoration work under the Source To Tap project in 2020/21 included 30 hectares
of formerly afforested land on the Pettigoe Plateau, County Fermanagh. This pilot project
involves the conversion of a previous commercial conifer plantation to a functioning bog.
The pilot is trialling a technique called cell bunding, where low peat embankments are
constructed in order to enclose ‘cells’ of variable shapes and sizes on both high bog and
cutover. The aim is to establish peat-forming conditions within each cell by raising the water
table within it to support Sphagnum Moss development. We will be comparing the recovery
of the water table in the bog to other areas where, rather than building cell bunds, only the
drains are blocked.

In 2020/21 we commenced a new peatland restoration project on the shores of Lough
Bradan, County Tyrone to raise the water table and benefit water quality and biodiversity.
We are exploring opportunities for EU PEACE PLUS funded catchment projects: the
‘IDEALS’ Project to build on the Source to Tap project and Killylane catchment restoration
project in County Antrim.

Over 2020/21 NI Water provided resources for a ‘wet wood’ flood alleviation project alongside
the Faughan River. Tree species planted together include alder, aspen, Sessile oak, Downy
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birch and willows. The planting of 2,000 trees and creation of ponds within private land will
improve water quality, store carbon, increase biodiversity by providing new havens for wildlife
and contribute towards societal well-being. Our ambition over the next decade is to plant one
million of the right trees in the right place.

Meenbog Landslide

The pollution incident caused by a peatland landslide in County Donegal in November 2020
had a devastating impact on the Mournebeg River in County Tyrone from which we abstract
raw water. We had to react quickly to this incident in order to protect customers served by
the Derg water treatment works. Resilience measures were activated to ensure that the
drinking water supply was not impacted. These measures included taking raw water from
the Strule River to feed the Derg water treatment works. The alternative water abstraction
arrangements and enhanced monitoring will remain in place until it is safe to recommence
abstraction of raw water from the River Derg. NI Water plays a key role in the Inter-Agency
group which is aiming to remediation work to restore the Mournebeg and Derg Rivers.

Water Supply

We have embraced an ‘every minute counts’ ethos in response to supply interruptions. We
are always looking at ways to improve our performance and are exploring innovative
solutions to help us identify problems on our water network before customers are affected.

During 2020/21, we implemented key initiatives such as new planned work procedures and
deploying water tankers and laying temporary supplies in order to minimise interruptions
during planned and unplanned operations. These initiatives have helped us reduce lost
minutes per property for our customers by 60% over 2020/21. Our PC21 Business Plan
includes capital investment to reduce the minutes lost per property by 50%, aiming for zero
lost minutes per property by 2050.

Demand Surge and Driest Spring on Record

With many people based at home from early April 2020, we saw a significant increase in
household water use during periods of warmer weather.

In parallel with the first lockdown, Northern Ireland experienced its driest spring since
records began, with a number of impounding reservoirs at their lowest level since 1995. As
a consequence, demand surges were experienced, thus increasing pressure on the network
and water treatment works.

Water supply was increased to maximum levels and supported by extensive tankering to
vulnerable points in the network. To keep customers engaged, the media campaign was
wide ranging from interactive videos on social media, to TV and radio advertisements. One
strand focused on what each person could do to save water and made saving water sound
easy and something we could all achieve. We also developed a live interactive map on our
website where a simple click would display where your water comes from and what level the
reservoir was sitting at.

In addition, as part of our Drought Plan, the Drought Order application process was
instigated for the first time with a Drought Order implemented for an emergency abstraction
to supplement a raw water source. This was despite the impounding reservoirs being full at
the start of March 2020. A combination of our response and a period of cooler, wetter
weather saw reservoir levels restore from June 2020.
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Water Resilience for the North West, County Down and Belfast

Three key projects totalling £14m are being progressed in the North West to support future
resilience of the water supply infrastructure over the next two years. The first project involves
the replacement of a 4km water main, which supplies a large rural area outside Coleraine.

The second project, involving the construction of temporary water pumping stations at Moys
in Limavady, will help supply additional water from Ballinrees water treatment works in
Coleraine to Carmoney water treatment works, which serves the city of Derry/Londonderry.
This will increase the capacity of the water supply infrastructure and provide additional
resilience, particularly during emergency situations and extreme weather conditions. The
third project involves an upgrade to the existing River Faughan raw water pumping station
at Carmoney water treatment works. This will include replacement of the weir gates to
provide extra security and resilience.

Another significant investment is a £13 million scheme to improve the security of the water
supply at Drumaroad water treatment works, Castlewellan, County Down. This major
programme of work will continue until summer 2021 and involves the construction of a new
water storage tank. This treatment works is supplied by water from Silent Valley reservoir
and delivers around 140 million litres of water every day to over 200,000 homes in County
Down and Belfast. Once complete, this will have a positive impact on the lives of up to
540,000 people - a quarter of the Northern Ireland population, who can benefit from
increased resilience and security of the water supply, particularly in emergency situations.

Leakage

In 2020/21 we reduced leakage by over 2.85Ml/d to 157.71MI/d. Our leakage teams
continued to work around the clock to locate and repair approximately 220 leaks per week.

Our highly skilled technicians use a variety of leakage detection methods to find the leaks,
whether they are on burst water mains or in customer properties. Common techniques
involve using listening sticks and ground microphones. In 2020/21 we tested a number of
initiatives to detect leakage such as acoustic loggers and satellites. Acoustic loggers
pinpoint leaks by measuring the noise of escaping water that follows a leak or burst and then
sending an alert, together with details of its location, allowing us to focus effort in that area.
Satellite technology uses various wavelengths of the visible and invisible light spectrum to
locate leaks.

For PC21 we set ourselves the challenge of achieving the sustainable economic level of
leakage (150MI/d).

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 kitchen tap or in domestic plumbing, there is a risk of non-compliance at
customers’ taps. So, even with the removal of all lead pipes within our network, there will
be a risk to lead compliance due to lead pipe remaining within customers’ properties.

During PC15 we replaced over 11,000 lead communication pipes at consumer properties in
addition to lead pipe replacement as part of the water main rehabilitation programme and in
response to sample failures.
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We plan to replace over 11,000 lead communication pipes in PC21. We are also taking part
in an UKWIR project looking at the water chemistry of lead. This project is focused on
advancing the water industry’s understanding of the chemistry that controls the solubility of
lead and how to achieve compliance with the proposed reductions in the lead standard.

Wastewater

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
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
reform programme.

The programme involves a review of discharge standards. To assist this, we are undertaking
an unannounced sampling programme to get a better understanding of wastewater
treatment works’ performance. The unannounced sampling programme was paused in the
period April to July 2020 due to Covid-19 restrictions, and recommenced from August 2020.
We are also installing event and duration monitors on our sewer network to better
understand spills from combined sewer overflows and enable regulatory reporting on spills
over 2021/22.

A number of key PC21 projects will improve wastewater compliance and support the water
reform programme. These include delivery of capital investment schemes to upgrade
wastewater treatment works and parts of the network, doubling the number of event duration
monitors to around 650, installing flow meters and improving our environmental models.

A £10m programme of work has commenced at Belfast wastewater treatment works. The
extensive project involves the construction of two new treatment tanks to cope with current
and short-term future wastewater requirements. The two new treatment tanks will provide
much needed additional secondary treatment capacity and will facilitate essential
improvements within the associated sewerage networks, ensuring wastewater treatment for
Belfast remains compliant, in advance of the Living With Water Programme commencing.

A major cross-border project, aimed at improving water quality in Carlingford Lough and
Lough Foyle through enhanced wastewater treatment, has seen the completion of four of its
eight wastewater upgrades over 2020/21. The Shared Waters Enhancement and Loughs
Legacy (SWELL) project is being led by NI Water, working in partnership with Irish Water,
the Agri-Food & Biosciences Institute (AFBI), Loughs Agency and East Border Region. |t
was awarded €35m in 2018/19, as part of the EU’s INTERREG VA Programme. The four-
year project involves the construction of new wastewater treatment works as well as
upgrades to sewerage networks at strategic locations on both sides of the border to address
wastewater pollution in Carlingford Lough and Lough Foyle.

The four wastewater upgrades included new wastewater infrastructure at Warrenpoint
wastewater treatment works and Newpoint wastewater pumping station (Newry) located in
the Carlingford Lough drainage basin and at Strabane wastewater treatment works and
Donemana wastewater treatment works located in the Lough Foyle drainage basin. SWELL
partners, Irish Water, will deliver a further four projects in 2021/22 at Lifford, Killea and
Carrigans in County Donegal and in Omeath, County Louth.
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With match-funding for the SWELL project provided by the Department of Housing, Local
Government and Heritage in Ireland and the Department of Agriculture, Environment and
Rural Affairs in Northern Ireland, the SWELL project will culminate in the development of an
innovative ecosystem legacy model. The model will link various aspects of environmental
modelling such as urban drainage models, catchment models, coastal models and
ecological models, undertaken within the catchments and the respective loughs over the
lifecycle of the project. This will enable tracking the pathways of nutrients and contaminants
of wastewater, industrial or agricultural sources to determine their impact on the receiving
waters. Importantly, this legacy model will assist the water utilities and regulatory bodies on
both sides of the border by identifying best approaches to achieving further improvement of
overall water quality in the future.

1.2 Delivering Service to Customers

In our ambition to deliver an exceptional customer experience, we are embracing new ways
to meet rising customer expectations. Over 2020/21 we enhanced our social media service,
which now covers 08:00-20:00, seven days a week. Followers have increased by around
450 on Facebook and 60 on Twitter per month. We have also introduced live webchat, which
customers have embraced.

We undertook a review of our website to make it more customer friendly and to encourage
greater use of digital channels, such as optimising our automated chatbot to answer even
more customer enquiries. We have also upgraded our incident management system to
improve the information on our website when our customers experience an interruption to
water supply.

In 2020/21 we started work on our new digital services platform. The first phase was
completed in March 2021 and focuses on improving how customers can manage their
accounts and perform activities such as paying bills or checking consumption.

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 2021/22, we will offer
digital applications for connections to our water or wastewater network for housing
developers and applications for trade effluent. The scope of services offered on the platform
will continue to grow in future years.

We are also applying digital solutions across other areas of the business. In PC21 we will
implement a number of innovative strategic planning and business case processes,
including combining a number of computer modelling programmes to replicate the outside
environment, inside. This is commonly referred to as a ‘digital twin’ and incorporates our
sewerage and storm systems, rivers and streams, overland flow of water and the analysis
of how these impact upon our environment.

This analysis will allow us to participate in modelling potential multi-agency solutions to
deliver cleaner water, reduce the risk of flooding and improve local amenity, whilst also
increasing biodiversity within our towns and cities, working in partnership with other
Government agencies and local councils.

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
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interrupted for a prolonged period. We have worked closely with Health Trusts and Councils
to garner support for promotion of our Register and developed ways in which customers can
register by introducing online and postal services. Over 2020/21, we introduced the ability
for customers requiring additional support to easily register online. Customers can also
provide details of leaks and blocked sewers through this channel. We will continue our
engagement with stakeholders to identify other avenues to grow the numbers on our
register.

We have been particularly focussed through Covid-19 on providing support for our non-
domestic customers who experience difficulty in paying their bills by working with them to
agree repayment plans.

1.3 Delivering Sustainable Services

NI Water's ambition is that services will always contribute to a flourishing natural
environment. The goal is to fully exploit innovative approaches to energy, new technology,
revised design standards, reuse/repurposing of existing assets and artificial intelligence to
reduce our carbon footprint and ultimately become carbon neutral.

NI Water manages a range of SCaMP (Sustainable Catchment Area Management Practice)
projects in order to improve the quality and reliability of the water through sustainable
catchment based solutions that focus on protecting and enhancing the natural environment.
In order to achieve this, NI Water is adopting a range of adaptation and mitigation measures
which will affect almost every aspect of our business, including improved instrumentation,
automation and control of plant and equipment, investing in new treatment processes and
pumping systems to reduce their energy demand and the emission of other greenhouse
gasses, increasing self-generation of renewable energy and procurement of more
renewable energy.

In 2020/21, we upgraded the existing wastewater treatment works in Ballykelly, County
Derry/Londonderry by developing a sustainable integrated constructed wetland to enhance
the traditional treatment works and reduce energy and carbon. We are also examining the
potential of solar power to provide half of the energy needs for the works, lowering our
electricity costs and carbon emissions.

We are continuing to invest in replacing our existing treatment assets with lower energy
solutions as part of our part of our £47m rural wastewater investment programme. The
recently completed Lisnagunogue rural wastewater treatment works in County Antrim
involved replacing an existing aeration process with a lower energy process, and with the
addition of solar panels, is delivering a 75% reduction in energy consumption at the site.
Further work is ongoing to identify opportunities for lower carbon treatment solutions, with a
target of seven wastewater treatment sites within our PC21 business plan.

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. Our 2020/21 media campaign employed a Covid-19 related
strand due to the rise in toilet roll purchased and the increased use of wet wipes. Further
customer campaigns focussed on rubble blocking a sewer, historic seabed wet wipes, sewer
related debris in Lough Erne, County Fermanagh and fatbergs in Portrush, County Antrim.
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We continued the seasonal campaigns around bag it and bin it and FOG over Christmas
and Easter. This was accompanied with bag it and bin it messages in specific geo-located
areas through social media and working with a variety of stakeholders to highlight the
issue. 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. Over 2021/22, our
campaigns will continue to highlight the reasons behind out of sewer flooding and pollution
incidents.

Carbon Footprint

As Northern Ireland’s single largest electricity consumer, our goal is to fully exploit innovative
approaches to energy and new technology to reduce our carbon footprint and ultimately
become carbon neutral by 2050.

There have been a number of significant developments over 2020/21 including the move
towards mandatory climate change reporting against the Taskforce for Climate-related
Financial Disclosures (TCFD) for large sections of the UK economy by 2025, a consultation
on a Climate Change Bill for Northern Ireland and the publication of Water UK’s net zero
carbon route map.

We have undertaken a gap analysis with TCFD and identified a number of actions to take in
advance of mandatory TCFD reporting for large companies such as NI Water, which HM
Treasury has provisionally scheduled over 2022 and 2023. Over 2021/22 we plan to develop
a climate change strategy in liaison with key stakeholders such as the Dfl and the Utility
Regulator covering mitigation and adaptation measures. The strategy will outline the
governance arrangements, include a net zero carbon route map to 2050 and address
climate resilience.

In 2020/21, we increased our electricity consumption from renewable sources such as solar
and hydro power to 40%. We unveiled a ground breaking concept to help kick start the
hydrogen economy in Northern Ireland. We were awarded £5m of funding from the
Department for the Economy (DfE) to undertake an innovative oxygen and hydrogen
demonstrator project that will deploy a state-of-the-art, 1 Megawatt electrolyser at a major
wastewater treatment works. This will be the first in the UK and Ireland to demonstrate how
electrolysis can help to increase processing capacity, reduce carbon emissions and improve
flexibility in the electricity grid.

During 2020/21 we have made total energy savings of 9,567,896 kWh through energy
reduction projects and the use of energy from renewable sources. We are targeting a
reduction of around 20% in operational emissions over each of the next five price controls
to reach net zero operational emissions by 2050. Developments in future technologies and
the growth of renewables may enable us to reach this goal sooner.

The majority of our carbon emissions are from grid electricity, with the remaining emissions
being attributed to areas such as sludge emissions and transport. The annual carbon
emissions resulting from activities of NI Water have decreased by 8.2%, decreasing from
79,327 t/CO2e in 2019/20 to 72,862 t/CO2e in 2020/21. This equates to 0.175 tonnes of
carbon dioxide equivalent per million litres of treated water in 2020/21 (2019/20: 0.118
tCO2e/MI) and 0.501 tonnes of carbon dioxide equivalent per million litres of treated
wastewater in 2020/21 (2019/20: 0.386 tCO2e/MI).
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The annual carbon emissions resulting from the purchase of electricity have decreased by
7.74%, decreasing from 75,111 t/CO2e in 2019/20 to 69,300 t/CO2e in 2019/20.

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’.

NI Water continues to work very closely with all our contractor partners and staff ensuring
that we always provide a safe, healthy work environment for all.

We have recently taken some major steps along continual improvement with the
procurement of new technical software to assist in the management of health and safety.
We have also just commenced a five year strategy aimed at further improving safety, health
and welfare.

With regard to direct safety performance reporting, NI Water had five reportable workplace
incidents during 2020/21, each of which resulted in more than three days’ absence from
work. This was within our corporate H&S KPI target of not more than seven work related
incidents - the same as in the previous reporting year.

Each lost time incident at NI Water is reviewed by both our SHE Team and our Health &
Safety Focus Group in order to learn from past experience and further improve safety. The
table below indicates our annual safety performance on ‘Reportable Incidents’ since 2007.

1.5 PC15 Funding

NI Water was subject to public expenditure capital budget reductions in the first three years
of PC15. The Project Alpha acquisition in 2017/18 further reduced gross capital expenditure.
Although the impact of these budget adjustments was somewhat mitigated by lower than
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expected inflation, the real terms budget reduction at the start of PC15 led to delays in capital
output delivery which continued to impact the PC15 programme.

In advance of the commencement of 2019/20, NI Water advised Dfl and principal stakeholders
of the funding profile necessary in 2019/20 and 2020/21 to enable completion of PC15
nominated outputs. Whilst this did not exceed the total anticipated funding envelope for PC15,
it necessitated a capital budget in 2019/20 of c.£171m and ¢.£123m in 2020/21.

Ultimately, this level of funding was not available in 2019/20 and, as a consequence of the
resulting late start of multiple projects, several nominated outputs did not achieve beneficial use
in the PC15 period. The biggest impact was on the delivery of wastewater treatment, water
mains and UID outputs.

1.6 PC15 Targets for 2019/20

Tables 1.1 and 1.2 below provide a tabular summary of NI Water’s delivery of services and
outputs in 2020/21 compared to PC15 Final Determination targets. Where appropriate,
these have been adjusted to take into account variations resulting from PC15 change
controls and carry-over from PC13. The following targets have not been achieved:

1. Leakage:

Despite a reduction of 2.85 MI/d in 2020/21, we did not meet our PC15 leakage target
of 153 Mi/d.

We have struggled with leakage over PC15. Our PC21 Business Plan set out how
we can achieve the sustainable economic level of leakage of 150 million litres per
day. To succeed we need to find more innovative ways to track down leaks and save
water.

In 2020/21 we tested a number of initiatives to detect leakage, such as acoustic
loggers and satellites. Acoustic loggers pinpoint leaks by measuring the noise of
escaping water that follows a leak or burst and then sending an alert, together with
details of its location, allowing us to focus effort in that area. Satellite technology
uses various wavelengths of the visible and invisible light spectrum to locate leaks.

2. Security of Supply Index (SoSl):

Increased distribution input (DI) was observed in 2020/21 due to changing working
and hygiene habits in response to Covid-19. In the western supply zone, where there
is limited headroom, the impact of increased DI resulted in a small theoretical deficit
within the zone of 0.12Ml/d, giving a SoSI of 99.9953. The SoSl reporting
methodology requires this to be rounded down to 99%.

The PC21 plan includes a strategic pipeline from Carmoney to Strabane to provide
future resilience to this area.

3. Properties receiving pressure below reference level (DG2):

Whilst we outperformed against our target to remove properties from the low pressure
register through company action, more properties have been added to the register
than anticipated through better information, gathered through a variety of activities.
These include:

e pre/post-rehabilitation logging and analysis,
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routine pressure logging,

operational changes (e.g. rezoning, etc.),

RAPID property updates (e.g. new/unknown properties, etc.)
customer contact (e.g. low pressure complaints, etc.).

As set out in our PC21 business plan, we recognise that the low pressure register
requires a full refresh. Our intention is to complete this work in the first year of PC21.

4. Calls Not Abandoned (DG9)

During 2020/21 we undertook a pilot trial which relaxed some KPlIs (including DG9),
used existing systems to deflect warm voice calls and enhanced our social media
offerings to give an even better customer experience.

These new channels of choice have provided extra support to customers, offering
real-time engagement. Whilst the PC15 abandoned calls target for 2020/21 was
99%, under the trial this was relaxed to 95%. Customers have embraced and
welcomed our new offerings which has been reflected in our customer experience
scores in both SIM and NPS.

5. Water Mains

In advance of the commencement of 2019/20, NI Water advised Dfl and principal
stakeholders of the funding profile necessary in 2019/20 and 2020/21 to enable
completion of PC15 nominated outputs. Whilst this did not exceed the total
anticipated funding envelope for PC15, it necessitated a capital budget in 2019/20 of
£171m and £123m in 2020/21.

Ultimately, this level of funding was not available in 2019/20 and, as a consequence
of the resulting late start of multiple projects, several water mains projects did not
achieve beneficial use in the PC15 period.

6. Water Treatment Works
The PC15 final determination was not fully funded in the early years of the PC15

period. This necessitated reprioritisation of the capital programme and resulted in
delays to the commencement of several nominated water treatment works (WTW).

The pilot trial at Derg WTW (from March to Sept 2020) was delayed by Covid-19,
which required the implementation of additional safeguards to allow the work to
continue in proximity to the operational WTW.

Upgrades to Derg, Ballinrees and Dorisland WTW will be completed in PC21.

7. Properties removed from the flood risk register (DG5)

Rephasing of construction, as a consequence of the engineering complexity and
traffic management constraints of the Ravenhill Avenue sewerage scheme, meant
that the final PC15 target for the removal of properties at risk of flooding could not be
achieved by the end of 2020/21.

8. Unsatisfactory Intermittent Discharges (UIDs)

In advance of the commencement of 2019/20, NI Water advised Dfl and principal
stakeholders of the funding profile necessary in 2019/20 and 2020/21 to enable
completion of PC15 nominated outputs. Whilst this did not exceed the total
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9.

anticipated funding envelope for PC15, it necessitated a capital budget in 2019/20 of
c.£171m and c.£123m in 2020/21.

Ultimately, this level of funding was not available in 2019/20 and, as a consequence
of the resulting late start of multiple projects, several UID projects did not achieve
beneficial use in the PC15 period.

Wastewater Treatment Works (WwTW)

Problems acquiring land resulted in a delay to the Ards North scheme (3 WwTW) and
to the Ballygowan upgrade. Land for both Ards North and Ballygowan has now been
acquired and work commenced in the fourth quarter of 2020/21. Covid restrictions
resulted in delays to Ballykelly WwTW, with beneficial use anticipated in August 2021.

10.Small WwTW Compliance

1.

Small WwTW compliance can be influenced and improved both through operational
and/or capital interventions. The Rural Wastewater Investment Programme (RWwIP)
delivered capital improvements to 44 small works during the PC15 period. The
programme was largely prioritised by compliance.

Delivery of capital improvements at some of the small WwTW sites is dependent on
the successful acquisition of land. In order to maintain progress, capital
improvements were completed at some lower priority sites (with operational or asset
condition drivers) that may not contribute to the small WwTW compliance target.

CSO and EO event and duration monitoring equipment

The PC15 final determination included a target for the installation of 347 CSO/EO
monitors. Following initial investigation of the sewerage network to determine the
specific requirements at each CSO/EO, a number of sites were found to have been
decommissioned or to lie outside the intended monitoring area. Consequently, we
anticipated the installation of 279 monitors in the PC15 period.

Although the planned number of monitors in PC15 has reduced, the investment
required per monitor has increased due to enhanced functionality at each site. For
example, for health and safety reasons it has been necessary to move
instrumentation into kiosks. In addition, pilot trials indicated that the new monitor
design should be mains powered in order to deliver consistent information via
telemweb.
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Table 1.1 — 2020/21 Targets and Outputs: Customer Service and Water

Units 20/21 FD | 2020/21
Target # | Outturn

Ec?rr?p:;(;/p:giiii ft risk of low pressure removed from the risk register by nr 836 845
DG2 Properties receiving pressure below reference level at end of year nr 296 578
DG3 Supply interruptions > 12hrs (unplanned and unwarned) % 0.15 0.00
DG3 Supply interruptions (overall performance score) nr 0.96 0.21
DG6 % billing contacts dealt with within 5 working days % 99.90 99.98
DG7 % written complaints dealt with within 10 working days % 99.50 99.89
DG8 % metered customers received bill based on a meter reading % 99.00 99.22
DG9 % Calls not abandoned % 99.00 97.64
DG9 % calls not receiving the engaged tone % 99.90 99.96
Overall Performance Assessment (OPA) score (11 Measures) nr 236 265
Total Leakage Mi/d 153 158
Security of supply index nr 100 99
Percentage of NI Water's power usage derived from renewable sources % 40.0 43.1
% overall compliance with drinking water regulations % 99.79 99.94
% compliance at consumers tap % 99.69 99.91
% iron compliance at consumers tap % 97.10 99.56
% Service Reservoirs with coliforms in >5% samples % 0.00 0.00
Water mains activity - Length of new, renewed or relined mains * km 905 835
Completion of nominated trunk main schemes * nr 47 4
Completion of nominated water treatment works schemes * nr 6 3
Completion of r!ominated improvements to increase the capacity of nr 3 3
service reservoirs and clear water tanks *
Water infrastructure serviceability Text Stable Stable
Water non-infrastructure serviceability Text Stable Stable
Number of Catchment Management Plans * nr 152 152
L\letéﬁr;ztz:no;r:ctagcriozcr);nr;nrggi*cation pipes replaced under the proactive lead nr 11,064 11,082
Number of school visits * nr 1,056 1,494
Number of other education events * nr 342 412
% Service Reservoirs where sample taps have been assessed and are o
to required standard * e 100 100

* PC15 cumulative target / outturn
# Final Determination targets for 2020/21 amended to reflect PC15 change controls and PC13 carry-over.

Yincludes 1 PC13 carry-over trunk main (Castor Bay — Belfast) added to Final Determination target
2 Includes 2 funded by EU INTERREG VA and excludes all out-of-service catchments.
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Table 1.2 — 2020/21 Targets and Outputs: Sewerage

Units 20/21 FD | 2020/21
Target# | Outturn
DG5 Properties at risk of flooding - number removed from the 2 in 10, 1
. , , . e nr 62 52
in 10 and 1 in 20 risk register by company action
DG5 Properties on the 2 in 10, 1 in 10 and 1 in 20 risk register at the end nr 124 108
of the year
% of WwTWs discharges compliant with numeric consents [NIW + PPP] % 94.5 95.3
% of total p.e. served by WwTWs compliant with numeric consents o 99.2 99.5
excluding upper tier failures [NIW + PPP] ? ' '
Small WwTW compliance (works greater than or equal to 20p.e. but less % 96.7 90.91
than 250p.e.)
Number of high and medium pollution incidents attributable to NI Water nr 23 9
Sewerage activity - Length of sewers replaced or renovated * km 74 83
Delivery of improvements to nominated UIDs as part of a defined 1 2
. nr 78 60
programme of work
Delivery of improvements to nominated WwTWs as part of a defined nr 03 17 4
programme of work *
Small wastewater treatment works delivered as part of the rural 5
. A nr 44 44
wastewater investment programme
Sewerage infrastructure serviceability Text Stable Stable
Sewerage non-infrastructure serviceability Text Stable Stable
CSO0 and EO discharges at which event and duration monitoring
; ; . nr 347 279
equipment has been installed
WwTWs upgraded to comply with PPC Regulations * nr n/a® 16
Impermeable surfage water collection area removed from the combined m2 190,000 | 296,313
sewerage network
Number of sustainable WwTW solutions delivered (p.e. =2 250) * nr 2 4
Number of sustainable WwTW solutions delivered (p.e. < 250) * nr 3 3

* PC15 cumulative target / outturn
# Final Determination targets for 2019/20 amended to reflect PC15 change controls and PC13 carry-over.

Yincludes UIDs added to 2018/19 Final Determination target via Change Control

2 Excludes PC15 UIDs completed in PC13

3 Includes 3 WwTW added to Final Determination target: 2 PC13 carry-over (Artigarvan, Castle Archdale) +
Loup (via Change Control). Excludes Maghaberry, which is currently treated as an additional output.

4 Excludes Annacloy WwTW: delivered in PC13

> Excludes 1 WWTW (Loup) removed from Final Determination target via Change Control

® No target set in Final Determination
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TABLE C - EXPENDITURE & FINANCIAL PERFORMANCE MEASURES (TOTAL)

1 2 3 4 5 5 6 7 8
REPORTING| | REPORTING | | REPORTING | [REPORTING | [ REPORTING | [REPORTING | | REPORTING | | REPORTING | | REPORTING
DESCRIPTION UNITS |DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
2012-13 2013-14 2014-15 2015-16 2016-17 2017-18 2018-19 2019-20 2020-21
A |TOTAL EXPENDITURE
1 [Total operating expenditure - water service (NI Water only) £m 3 71.882 70.914 69.932 76.947 80.362 84.765| 90.334 80.971 88.141
1a[Total operating expenditure (PPP) - water service £m 3 1.845 8.234 8.431 8.225 9.062 9.323 9.721 9.549 10.076
2 |Total capital expenditure (excl. adopted and nil cost assets) - water service £m 3 69.303 71.809 86.920 63.796 67.719 62.807 70.162 75.556 78.493
3 |Total operating expenditure - sewerage service (NI Water only) £m 3 72113 73.300 71.330 73.126 71.950 74.758 76.367 74.216 79.273
3a | Total operating expenditure (PPP) - sewerage service £m 3 26.488| 24.896 24.323 25.096 25.377 25.693 10.908 12.722 14.052
4 |Total capital expenditure (excluding adopted and nil cost assets) - sewerage service £m 3 92.709] 95.548| 71.881 79.692 86.551 89.721 100.824 96.699 98.706
B |CURRENT COST ACCOUNTS - PROFIT & LOSS
5 [Total Turnover £m 3 366.398 361.313] 364.407| 367.287| 372.854] 381.099 409.662 422.314 412.533]
Lines 6 & 7 not used
C |CAPITAL BASE & POST TAX RETURN
8 [Capital Value Year - End (outturn) £m 3 1,812.80 1,948.80 2,045.50 2,133.30 2,244.90 2,396.10 2,537.90 2,672.40 2,611.20
9 |Total net debt £m 3 868.158| 909.323| 946.748| 980.545| 1010.647 1079.329 1330.886 1370.422 1420.825
10a|Post tax return on capital % 2 1.12 1.05 2.96 2.57 2.60 5.72 5.48 4.37
10b{Pre tax return on capital % 2 1.12 1.05 2.96 2.57 2.60 5.72 5.48 4.35
D |KEY FINANCIAL INDICATORS
11|Cash interest cover (funds from operations; gross interest) ratio 3.34 3.60 3.52 3.38 3.45 3.50 3.20 3.31 2.99
Adjusted cash interest cover (funds from operation less capital charges; gross j
12 linterest) raio | 2 -0.03 0.27 0.91 0.83 0.91 1.98 1.61 1.70 1.15
Adjusted cash interest cover (funds from operation less capital maintenance; gross .
'3 |interest) ratio | 2 1.70 1.67 2.00 1.76 1.58 1.74 1.78 1.97 1.45
14 [Funds from operations: debt ratio 2 0.15 0.13 0.13 0.12 0.12 0.12 0.10 0.10 0.08
15 |Retained cash flow: debt ratio 2 0.12 0.12 0.12 0.09 0.10 0.07 0.08 0.09 0.07
16 [Gearing: D/RCV % 2 47.89 46.66 46.74 46.24 47.46 45.86 53.61 52.64 56.36
17 |Gearing: D/RCV (adjusted for PPP liability) % 2 49.12 49.09 48.47 49.45] 47.78 56.96 55.84 59.25
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Chapter 2
Financial Performance Measures
Table C

2.1 Financial Performance

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

Summary Consolidated Statement of Comprehensive Income

Revenue 418.9 429.1
Results from operating activities 117.4 147.3
Net finance charges (59.2) (62.8)
Profit before tax 58.3 84.5
Income tax expense (11.5) (36.1)
Profit for the year 46.7 48.4
Other comprehensive expenditure, net of income tax (29.0) (0.3)
Total comprehensive income for the period 22.8 48.1
Revenue

Domestic consumers are not charged directly for water and wastewater services. As a result,
NI Water is dependent on Government subsidy for more than 70% of its total revenue.

Revenue was £418.9m for the year to 31 March 2021 (2020: £429.1m). Included in revenue
was £337.0m (2020: £332.5m) received from Dfl, being subsidy of £314.2m (2020:
£309.9m) and road drainage charges of £22.8m (2020: £22.6m). All the revenue was in
relation to NI Water Limited as subsidiary revenue was all within the Group.

A reduction of £2.0m (2020: £0.8M) to Revenue was made to take account of the estimated
impact of COVID-19 on our billed customers towards the end of the financial year. It is
expected that there will be a more significant impact in 2020/21.

Sources of revenue 2020/21 (£m)

Customer subsidy from Dfl: 314.2
Customer income: 68.5

Road drainage from Dfl: 22.8

Connection and infrastructure charges: 8.2

Other third party contributions: 1.7

Transfers of assets from customers: 3.5
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2.2 Costs (capital and operating) against expectations

Operating activities

Operating expenses in 2020/21 of £301.9m (2020: £282.0m) increased from last year. The
increase primarily resulted from higher hire and contracting costs arising largely due to
COVID-19, 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 £117.4m (2020:
£147.3m).

Depreciation: 88.3
Il Staff costs: 73.7
Hire and contracted services: 67.2
Power: 32.5

Rates: 28.3

Own work capitalised: (16.0)

Raw materials and consumables: 15.1

BN Other operating expenses: 12.8

Finance income and costs

The net finance costs are primarily due to interest on our borrowings of £49.5m (2020:
£50.0m); our Public Private Partnership (PPP) liabilities of £11.7m (2020: £12.2m) and net
finance costs on the pension fund of £0.6m (2020: £0.7m). This was partly offset by £2.1m
(2020: £nil) fair value amortisation in the value of financial liabilities and fair value impairment
of senior loan debt and bank interest received of £0.5m (2020: £0.1m).

Taxation
The tax charge for the year was £11.5m (2020: £36.1m) for which payment is deferred to
future years. The effective tax rate for the year to 31 March 2021 was (19.8%) (2020: 42.6%).

The decrease from 2020 is largely due to the increase in the rate of corporation tax by 2%
to 19% experienced in 2019/20.

Distributions

The Board will consider a proposal to declare a dividend of £31.2m in July 2021 (2020:
£29.9m).

Capital Structure

The Consolidated Statement of Financial Position (SOFP) at 31 March 2021 as presented
on page 132 is summarised below. In 2020/21 we adopted IFRS 16 Leases. The Group has
a limited number of lease contracts and the value added to the asset base at the start of the
year was £2.6m with an equivalent amount added to lease liability.

Total assets increased by 4.6% to £3,515.0m (2020: £3,359.1m).
Our net debt figure was £1,416.9m at 31 March 2021 (2020: £1,370.1m).
Gearing (the ratio of net debt to equity and net debt) was 56.0% (2020: 55.0%).
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Summary Consolidated Statement of Financial Position
At 31 March 2021 At 31 March 2020

£m fm
Total non-current assets 3,437.8 3,298.1
Total current assets 77.2 61.0
Total assets 3,515.0 3,359.1
Equity 1,115.2 1,122.3
Total non-current liabilities 2,243.7 2,106.2
Total current liabilities 156.1 130.6
Total liabilities 2,399.8 2,236.8
Total equity and liabilities at 31 March 3,515.0 3,359.1

Liquidity

Operating activities generated a net cash inflow of £200.7m (2020: £235.3m). Net cash
outflows of £159.5m (2020: £179.7m) related to investing activities. Net financing activities
created a cash outflow of £16.4m (2020: £59.5m).

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 £170.9m
(2020: £186.1m), proceeds from the sale of property, plant and equipment of £0.3m (2020:
£1.5m), interest received of £0.3m (2020: £0.1m) and grants received of £11.1m (2020:
£4.8m).

Pension funding

The pension scheme was valued at a liability of £62.6m at 31 March 2021 (2020: liability of
£42.5m). This was made up of a total market value of assets of £293.6m (2020: £234.0m)
less actuarial value of liabilities £356.2m (2020: £276.5m). The increase in the net liability
arises primarily due to the lower than expected return on the Scheme’s assets and the
impact of COVID-19.

Capital
We have invested £2.6bn in Northern Ireland’s water and wastewater infrastructure since
our formation in 2007/08.

Around £177m of capital investment was delivered during 2020/21. £97m was invested in
maintaining the current assets and a further £81m was invested to deliver quality
enhancements, improve service and accommodate growth.
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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 2021 is £12.89m and £5.37m respectively (2020: £12.35m and
£5.22m). The amount included in PPP Creditors at 31 March 2021 is £1.02m (2020:
£1.87m).

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 2021 is £126.81m and £82.05m respectively (2020: £125.16m and
£84.35m). The amount included in PPP Creditors at 31 March 2021 is £79.1m (2020:
£82.41m). 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 2021 is £150.4m and
£100.54m respectively (2020: £149.07m and £102.28m). The amount included in PPP
Creditors at 31 March 2021 is £103.3m (2020: £107.03m).

On Balance Sheet Alpha | Omega | Kinnegar
Alpha £k £k £k
Opex 10,076 | 12,452 1,600
Interest 5,821 11,246 414
Total P&L Impact 15,897 | 23,698 2,014
Capital Repayment 3,268 3,693 856
Life Cycle Maintenance 1,516 2,018 124
Total Balance Sheet Impact 4,784 5,711 980
Total PPP Payments 20,681 | 29,409 2,994
Effective 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 31st
March 2021 are therefore consistent with figures contained within the Water and Sewerage
Service Price Control 2015-2021 (PC15) published by the Utility Regulator in December
2014.

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 2021 March 2020
£'m £'m
Prior Year Closing RCV 2,672.4 2,537.9
Indexation and other adjustments 35.1 65.7
Opening RCV 2,707.5 2,603.6
Capital expenditure 140.3 137.7
Infrastructure renewals expenditure 271 26.9
Infrastructure renewals charge -27.1 -26.9
Grants & contributions -6.7 -6.6
Depreciation (including capital grants) -61.6 -60.9
Disposal of assets -1.4 -1.4
Closing RCV (pre adjustments) 2,778.1 2,672.4
Regulatory adjustments -166.9
Closing RCV (pre adjustments) 2,611.2 2,672.4
Average RCV 2,641.8 2,605.1
Regulatory Adjustments for the PC15 period
i) Logging up / (down) -100.4
ii) Asset disposals +4.3
iif) 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 31st March 2021. These adjustments are set out in the Utility
Regulator’'s PC21 Final Determination ‘Annex A - Financing Investment’.



Annual Information Return 2021 Section 1 Chapter 3
Board’s Overview Page 1 of 3

Chapter 3

Efficiencies

Using new efficiency models developed with the Utility Regulator, we estimate the gap to
the upper quartile company in England and Wales is reduced to 5.7% in 2018/19 from 49%
in 2007/08. Whilst we recognise it is progressively harder to deliver efficiencies when quick
wins have already been captured, following our ‘Planning for the Future’ review we have
identified opportunities to further reduce our opex sustainably over the course of PC21,
which should see the remaining efficiency gap to upper quartile company in England and
Wales eliminated.

Some of the measures undertaken in 2020/21 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, whilst also supporting Northern Ireland to address the Climate Emergency.
Clean energy, low-carbon and digital solutions are widely recognised as the pillars of a better
economy.

Our deliverables in 2020/21 focussed on Reduce Use, harnessing more renewable energy
and driving income opportunities.

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, Source Optimisation and Water & Wastewater Pump
Optimisation.

We have developed Business Cases/acquired consents necessary to implement further
innovative changes to address the climate emergency in conjunction with key external
stakeholders, for example: further solar opportunities, Merchant Wind, Electrical Energy
Storage System (battery) trials, Hydro, Hydrogen, Resource Hubs and Power Purchase
Agreements, Electric Vehicles and Re-Greening programme.

SBRI funding was secured for Energy Storage opportunities, Hydrogen-Oxygen Ecosystem,
Hydrogen Logistics and Wastewater Energy Recovery.

Production Lines

The Water and Wastewater Production Lines (WPL and WWPL) 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.

Through reorganisation of WPL and WWPL operating models we have established more
integrated ways of working (e.g. within the Assets and Networks teams), reduced duplication
and improved process efficiency (e.g. Interruption to Supply, Networks Maintenance, sludge
projects).

We have established further value through contractor and energy efficiencies (e.g. Category
Councils, Energy Reduce Use projects — WW treatment, recycling and collection and Water
supply and delivery).
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We have continued the development of production line talent (individual and team) through
training, mentoring, upskilling and multiskilling e.g. network modelling, leakage, data
analysis and apprentice programmes.

We are aligning and integrating production line direction with PC21 Intelligent Operations
and the Asset Delivery Programme.

Capital Efficiency

Development of Integrated Partnerships are enabling a more collaborative approach and
ensuring earlier engagement with our supply chain. The IF105 Framework was awarded
and approved for three lots and the team have been working to establish for delivery in
PC21. Key documents supporting this venture were developed and issued to the Supply
Chain, namely: Relationship Management Plan, Collaboration Playbook and Collaborative
Leadership Framework.

The team has been focussed on Investment Planning, Resourcing for PC21, continuing to
build capability and performance management. For example, changes in ways of working
to deliver “more for less” (e.g. modular manufacture), rollout of Primavera P6 planning tool,
supplier performance management via development of Dashboard and KPI’s, completion of
the Team Charter and Project Execution Strategy (PES) for the Water TM delivery team
(LEAN methodology) and resource plans to ensure we have a robust and coherent strategy
to increase capability and resource in line with Investment Planning and delivery.

The 1ISO55001 Asset Management three year roadmap is complete.

Customer Excellence

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, for
example: 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”.

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

The new Developer Services operating model is now in place.

The Customer and Operations Directorate “Hub” has essentially been established in
preparation for the transition to Intelligent Operations.

Commercial Excellence

The commercial contract management team has been formed, responsible for all strategic
and key operational contracts they have continued to build capability, drive value through
category management and councils and work closely with the supply chain.

The Commercial Management Office (CMO) has been established and 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:
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e Value is driven from category and contract management and captured through
delivered benefits,

e Continuous improvement of commercial processes and procedures, and

e A Performance driven environment with clear targets, measurement and meaningful
reporting - all supported by the introduction of the Commercial Contract Management
System (CCMS - Atamis) enabling enhanced information through automated
reporting/dashboard.

The Fleet Operating Model has been implemented (maintenance outsourced) with ongoing
appraisal and evaluation.

Building towards the Commercial Centre of Excellence: the wider team has been developing
this in line with the Commercial Excellence Design Principles (Strategy, Process and
Control, Organisation, People & Culture, Technology and Performance Management).

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.

Work is continuing to optimise production line performance and costs 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, creating value from
sludge/residuals, reducing the volume of non-compliant waste entering our system,
improving pumping station optimisation and reducing energy consumption.

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

SBRI funding has been secured for improving water and wastewater treatment processes
through innovative applications of artificial intelligence and machine learning

PC21

The Planning for the Future Team, supported by EY, developed the ten key opportunity
areas for the PC21 Change/Transition Programme.

The PC21 Programme Structure and Governance has been approved and established.
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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.
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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 has had an adverse impact on the Education sector throughout this last reporting
year, with all educational establishments being affected by extreme closure. The NI Water
Education Team (WET) had to adapt their water education programme in response to the
challenges presented as a result of the Covid-19 pandemic. In responding to this ever-
changing situation the education team became innovated by moving to deliver virtual live
and pre-recorded programmes and created a platform where NI Water customers could
access water saving advice and devices online.

The Water Education Team (WET) consists of two full time employees who visit schools,
community, specialist groups and organisations and 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 2020
Co-host of Water UK’s ‘World Water Day’ — 22 March 2021
Online live virtual classroom and assembly lessons

Online pre-recorded virtual classroom and assembly lessons

Events that were attended on request:-
e 10 x Eco schools cluster group meetings with local councils — October & November
2020
e GAA Green Clubs November 2020
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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:-
o Waterbutts
Leaky Loos
Toothy Timers
Shower timers (4mins)
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 2020/21 NI Water
has distributed 921 CDDs.

The calculation for the water savings achieved in 2020/21 report year is as follows:
S*O*F*(D*I) = Savings in litres

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

Values derived from the Ofwat Water Efficiency Targets were used to estimate the number
of CDD’s installed. Using the Ofwat Efficiency Report the volume displaced per flush was
recorded as 2.5 |/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%(921*0.7) = 20,146.875 |/per day = 0.02014688 MI/d

2. Distribution of Water Butts

During this reporting period, NI Water distributed water butts to schools and wider
community. The total for this year is 53.

The calculation for the water savings achieved in 2020/21 report year is as follows:

S=V*F*1*N
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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 (190L) is company based (NI
Water) and the fills per year is estimated at 6 and the installation rate is 100%.

Calculation:
200*6*1*53 = 63,600 | per year:
63,600/365 days = 174.246575 | per day = 0.00017425 Mi/day

3. Household Water Audits

During 2020/21 the self-water audit for domestic households which can be accessed through
the company’s website, have been 823 hits to the online audit. 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 IT division of the Corporate Affairs Team, 823 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: 823* 0.10* 10 = 823 I/per day = 0.000823 Mi/d

4. Shower Timers

Over the reporting year 3,758 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 2020-21 report year
is as follows:

The calculation for the savings achieved in 2020/21 report year is as follows:

D*I*S = Savings in litres

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

Calculation: 3758% 0.23* 5 =4,321.70 |/per day = 0.0043217 Mi/d

5. Gel Bags

There were 2,711 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.

The calculation for the savings achieved in 2020/21 report year is as follows:
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D*I*S= Savings in litres

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

Calculation 2711*0.25*0.1= 67.775 I/per day= 0.00006778 Mi/d
6. Toothy Timers

There were 857 Toothy Timers distributed through the Save Water Save Money 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 the savings achieved in 2020/21 report 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 857*0.23*12* = 2,365.32 I/per day= 0.00236532 MI/d

7. Leaky Loo
There were 993 Leaky Loos distributed through the Save Water Save Money 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 2020-21 report year is as follows:

The calculation for the savings achieved in 2020/21 report 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 993*0.23*5* = 1,141.95 |/per day= 0.00114195 MI/d

8. Water Audits Completed by Company
No audits were completed in the homes of customers for 2020/21.

Presently in Northern Ireland domestic customers do not pay for their water and wastewater
services and customers are not metered. Therefore, the only way to help foster change in
attitude and behaviour is by demonstrating to the customer how they can financially benefit
i.e. save money 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
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NI Water operates a larger user discount scheme which is dependent on the commitment of
the customer to water efficiency. The customer will have to provide evidence of promoting
water efficiency; this may be through changes in procedure, installing water saving devices,
installation of recycling plants and the review of water efficiency by an independent industry
expert. (www.niwater.com/largeusertariff.asp)

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:

e Why Save Water?

e What is Normal Water Use?

e What is a Water Balance?

e Water Efficient Plumbing Appliances?

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

9. Water Audits

During 2020/21 reporting period 341 Water Audits were processed through Save Water
Save Money 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:  341*0.20*10 = 682 |/per day = 0.000682 Mi/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
e 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 be then charged to the customer.

Water Efficiency Methods
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In a year that presented endless challenges with the rapid spread of Coronavirus, one of NI
Water's Water Efficiency key methods is education based. The education programme had
to adapt and become more innovative around their delivery to schools and the wider society.
At the start of the new reporting year (April 2020) we seen how schools across the country
had to close due to Covid-19 and when they eventually reopened in September 2020 it
wasn’t too long before we again seen schools shutting their campuses and moving to home-
schooling and virtual learning. This disruption caused by the pandemic on children’s
education had been immense and along with a renewed importance for the value of home-
schooling, the WET quickly developed a home-schooling pack around water topics in line
with the school curriculum for pupils to continue with their studies while at home.

From September 2020 the education team transferred their programme delivery to online
where they delivered live classroom presentations through virtual technology. However,
with the virus once again on the rise and spreading fast throughout the community, schools
again closed their doors to pupils and returned to home-schooling, which meant we could
not deliver live virtual classroom talks. To overcome this issue the team developed three
online video lessons to support schools with their ‘World Around Us’ topic. These lessons
are Watercycle, Water Conservation and Cleaning Water/Waste Water including bag it &
bin it. These three online videos all outlined the importance of looking after and conserving
water and to date we have received over 170 request from schools to use these as part of
their home learning programme with excellent positive feedback. The WET during the
course of this reporting (2020/21) period facilitated 266 school (KS2/KS3) request for live
and pre-recorded virtual assembly/classroom visits along with 12 live virtual community
visits/events.

Also in the absence of face to face contact during this period given that all interaction had
moved online due to the pandemic, had created a new issue of how to distribute many of
our water saving devices such as save-a-flush and shower timers along with our new water
saving additions of toothy timers and leaky loos. To overcome this new difficulty we
developed a partnership with ‘Save Water Save Money’ 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.

Another area used to highlight water efficiency was our annual school competition with this
year's 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 resilience demonstrated by NI Water’s education team to adapt and quickly overcome
the above obstacles presented from the coronavirus pandemic and to ensure the water
education programme continued during these difficult times has been exceptional.

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
the types of appliances that could be installed into houses and business, which would help
them to be more water efficient in the future. During this past year, NI Water’s education
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site which includes water efficiency tips has had 3,423 views and we have also seen 823
views on our water saving site.

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

Over this past year we have continued to update the Education & Community section 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:
0 Bagq it & Bin it
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.

0 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.
0 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. At the start of this financial
year (April 2020) the situation around the COVID-19 Virus Pandemic had resulted in a
lockdown whereby most of the population have been spending more time at home, resulting
in higher domestic water usage. The NI Water Communications Team delivered several
media campaigns (including social media) around promoting water efficiency whilst at home,
including tips on how best to conserve water when using household appliances. An
investment of £160k 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 channels in this campaign from radio, print, online and social.
New animated videos on social media brought to life the amount of water a swimming pool
and power hose use as these were popular during the hot weather. The team also employed
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a new initiative and collaborated with a social media influencer i.e. a local radio DJ. Particular
emphasis was placed in specifically targeted areas through social media when needed.

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 112 media (print, broadcast and online) items with an overall
financial value of £73k and has reached a potential audience of over 2m.

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 112 articles (print, broadcast, online) media items relating to NI Water's Winter
preparation between November 2020 and February 2021, generating £104k financial PR
value with a 4.9m 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, business owners who would have vacant buildings this year that would
have otherwise been occupied. The team also joined up with the save water save money
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
Be prepared for winter
Vacant buildings during the covid period
Utilities Winter Readiness Campaign
Watersafe promotion

Efficiency Method Total Cost | Savings per

£ | Ml/ day
Household
Measurable Methods
Cistern Devices (0.57p each) 921 524.97 0.02014688
Water butts (£24.52 each) 53 1,299.56 0.000856
Self-audit (On Line) 823 0.000823
Total 1,824.53 0.02182588
Other Measurable Methods
Shower timers (£0.68 each) 3758 2555.44 0.0043217
Gel Bags (£0.31 each) 2711 840.41 0.00006778
Toothy Timers (£0.83 each) 857 711.31 0.00236532
Leaky Loos (£0.49 each) 993 486.57 0.00114195
Education Depart (UKWIR) 57,326.75 1.3034763
Total 61,920.48 1.31137305
Leaflets
How water wise are you (0.10peach) 5734 573.40
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Freezing Pipe (0.17p each) 1359 231.03
Total leaflets 7,093 804.43
PR items
Bookmark- “Flo” kids (0.07p each) 152 10.64
Game: Snakes and Ladders (0.18p each) | 0 0.00
Stop Tags (0.43p each) 4174 1,794.82
Efficiency Method Total Cost Savings per
£ Mi/ day
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 4,326 1,805.46
Total 66,354.90 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 £804.43.

Assumed Savings
Household-Water Efficiency Methods
Other Water Efficiency Methods

The total recorded savings are

0.02182588
1.31137305
1

.33319893 MlI/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 | Mi/day
High 0.176
Medium 0.023
Totals 0.199

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
2009/10 0.048 Ml/day
2010/11 0.216 Ml/day
201112 0.264 Ml/day
2012/13 0.227 Mi/day
201314 0.219 Ml/day
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2014/15 0.304 Mi/day
2015/16 0.299 Ml/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
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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
REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING REPORTING
DESCRIPTION UNITS |DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
2012-13 [cG| | 2013-14 [cG|| 2014-15 [cG] | 201516 [cG|| 2016-17 [cG] | 201718 [ca|| 2018-19 [cG] | 2019-20 [cG|| 2020-21 [cG]
A |DG2 PROPERTIES RECEIVING PRESSURE/FLOW BELOW REFERENCE LEVEL
1 |Total connected properties at year end 000 1 818.0[ A2 825.0 B2 828.1| A2 839.7 A2 852.4| A2 863.0[ A2 874.3| A2 883.4 A2 892.9| A2
2 |Properties below reference level at start of year nr 0 1,748| B3 1,420| B3 1,257| B3 1,082| B3 900| B3 862| B3 711| B3 719| B3 626| B3
3 |Properties below reference level at end of year nr 0 1,420| B3 1,257| B3 1,082| B3 900( B3 862| B3 711| B3 719( B3 626| B3 578| B3
4 |Properties receiving low pressure but excluded from DG2 nr 0 0| B3 0| B3 0| B3 0| B3 0| B3 0| B3 0| B3 0| B3 0| A2
4a |DG2 Properties with pressure below a surrogate level of 7.5m at end of year nr 0 176[ B2 169[ B2 137| B2 126| B2 124| B2 103| B2 125[ B2 129| B2 107| B2
4b |DG2 Properties at risk of low pressure removed from the risk register by company action nr 0 297| B3 132[ B3 186[ B3 171| B3 40| B3 175[ B3 176[ B3 115| B3 168| B3
4c |Average capex cost of permanent solutions to DG2 problems £000/prop| 1 0.8| C4 9.1| C4 8.2| B2 13.9| B2 26.8| B2 9.8| B2 47| B2 18.7| B2 47| B2
B |DG3 PROPERTIES AFFECTED BY SUPPLY INTERRUPTIONS
(i) UNPLANNED INTERRUPTIONS
5 |More than 3 hours nr 0 53,458| B3 41,412| B3 112,653| B3 105,235| A3 90,094| A3 108,386| A3 58,816| A3 49,181| A3 24,443| A3
6 |More than 6 hours nr 0 10,487| B3 6,742| B3 43,767| B3 8,699( A3 5,128( A3 6,097 A3 3,509( A3 6,157 A3 1,834| A3
7 |More than 12 hours nr 0 2,607| B3 1,195| B3 25,693| B3 841| A3 494| A3 861| A3 308| A3 751| A3 0| A3
8 |More than 24 hours nr 0 1,654| B3 12| B3 13,788| B3 32| A3 0] A3 0| A3 0] A3 23| A3 0] A3
(ii) PLANNED AND WARNED INTERRUPTIONS
9 [More than 3 hours nr 0 50,096( B3 35,468| B3 47,216| B3 33,929( A3 35,484| A3 38,225 A3 38,289( A3 28,245| A3 5,306 A3
10 |More than 6 hours nr 0 20,674| B3 18,454| B3 19,127| B3 13,767| A3 13,247| A3 14,809| A3 7,313| A3 11,463| A3| 743| A3
11 |More than 12 hours nr 0 0| B3 0| B3 44| B3 0| A3 0| A3 0| A3 0| A3 0| A3 0| A3
12 |More than 24 hours nr 0 0| B3| 0| B3 0| B3 0| A3 0| A3 0| A3 0| A3 0| A3 0| A3
(i) INTERRUPTIONS CAUSED BY THIRD PARTIES
13 |More than 3 hours nr 0 1,778| B3 2,452| B3 4,710| B3 4,739| A3 12,691| A3 4,078 A3 12,089| A3 2,712 A3 2,183| A3
14 |More than 6 hours nr 0 561| B3| 121| B3 974| B3 476| A3 842| A3 1,145| A3 2,780 A3 166[ A3 300 A3
15 |More than 12 hours nr 0 1| B3| 33| B3 1] B3 0 A3 30[ A3 193[ A3 0 A3 0 A3 0 A3
16 |More than 24 hours nr 0 0| B3 0| B3 0| B3 0| A3 0| A3 0| A3 0| A3 0| A3 0| A3
(iv) UNPLANNED INTERRUPTIONS (OVERRUNS OF PLANNED INTERRUPTIONS)
17 |More than 6 hours nr 0 311| B3 1,004| B3 2,521| B3 1,141 A3 1,611] A3 1,630| A3 159[ A3 222| A3 0 A3
18 [More than 12 hours nr 0 60| B3, 20| B3, 16| B3 159| A3 417| A3 1,107| A3 0| A3 0| A3 0| A3
19 |More than 24 hours nr 0 0f B3 5| B3 0[ B3 140| A3 0 A3 0 A3 0 A3 0 A3 0 A3
[ c [ropuLATION
[ 20]Population (winter) (total) 000 [ 2|[ 1.842.61] c2] [ 1.850.54] c2] [ 1.862.72] c2| [ 1.874.73] c2| [ 1.887.10] c2| [ 1.896.46] c2| [ 1.900.66] c2| [ 1,914.49] c2| [ 1,905.05] c2]
D |DG4 RESTRICTIONS ON USE OF WATER
21|% population - hosepipe restrictions % 1 0.0[ A1 0.0[ A1 0.0[ A1 0.0[ A1 0.0[ A1 0.0[ A1 93.4| B2 0.0[ A1 0.0[ A1
22 |% population - drought orders % 1 0.0[ A1 0.0[ A1 0.0[ A1 0.0[ A1 0.0[ A1 0.0[ A1 0.0| B2 0.0[ A1 0.0[ A1
23 |% population - sprinkler/unattended hosepipe restrictions % 1 0.0[ A1 0.0[ A1 0.0[ A1 0.0[ A1 0.0[ A1 0.0[ A1 93.4| B2 0.0[ A1 0.0[ A1




Annual Information Return 2021 Section 2 Chapter 2
Page 1 of 35

Table 2 — Key Outputs - Water Service - 2

Line 1 - 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 AIR21 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 20/21 reporting year the CSD Services MI & 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 2021/22.

Customer/Property information is updated through:
e BAU (‘business as usual’) customer contacts, such as new connection requests,
customer move in/move outs, or
e 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 AIR20 and the AIR21 figures is 9487. The breakdown can be
explained as follows:

1. New Connections during the 2020/21 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 PC15 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 CSD Services is responsible for
the property standing data held by NI Water; this is monitored and managed through the
Property Information Group (PIG). The CSD Services M| & Data Team chair this group.

The role of PIG is 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 PIG 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 CBC Data
Validation (Phase 1, Phase 2, Phase 3, 105 Days DV)
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) & Principle Statement (PS) returns.
4. Challenge the data in the areas of
a. Data categorisation & structure
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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.

N

The COVID 19 pandemic has caused delays to our 20/21 plans, however our aim for
2021/22 remains the same with continued focus for PIG including analysis and action on:
e Volume of properties coming onto the Rapid billing system on a monthly basis
O new connections
0 customer contact
0 project work
e Volume of properties coming off the Rapid billing system (demolished)
0 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
o In particular, address fields -> building number, street name, town and
postcode
o sampling to identify if the data changes are data improvement or data
regression
o if data regression, further analysis into the process is undertaken
e Review of access privileges
o Rapid audit
o0 Through monthly audit samples
o Internal CRs require sign off from PIG as BAU
o Working with Echo to review access privileges on an ongoing basis
e Interruptions to supply notices — returned mail
o0 This returned mail was brought to the attention of LPS and include
properties that LPS have classified as live properties despite being
returned as ‘no such address’ etc.
o0 The 2 way communication with LPS will help underpin our governance
work and provide direction to the business on practices

The PIG Strategy for 2021/22 will include the following:

e New Connections - A push to move to on-system reporting following the Business
Improvement New Connections Review

e Further use of PowerBl — We currently use Power Bl to create and issue the monthly
Rapid Property Summary (RPS) and will continue to explore the use of Power Bl in
other aspects of our property work throughout 2021/22

e Rapid-POINTER Reconciliation - follow on actions to be worked through and benefits
realised. i.e. Uploading of UPRNs from POINTER where a property can move from
an A match to an A* match
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e Continued monitoring of data alignment between systems — Rapid and Ellipse, GIS,
Netbase, Diamond, IMS etc.

e Smart Cities (Belfast City Council Rates Maximisation Project) — Ongoing data
sharing project that commenced in August 19

e Continuation of the 2 way communication with LPS - This will help underpin our
governance work and provide direction to the business on practices that will work
alongside LPS

e Student Accommodation — further case studies on student accommodation re-
development sites. Liaise with Belfast City Council to understand at what stage they
can inform NI Water of properties that are to be re-developed as student
accommodation.

e Test Meters — monitor numbers of ‘retain for review’ meters

e Properties with ‘no water supply’ (no water/well water) — review and validate on a
monthly basis

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 626, as reported in
line 3 of the AIR20 submission.

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 578.

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 107 properties experience a pressure below the
7.5m surrogate level.
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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
Rehabilitation schemes.

Table 1
Removals Due to Company Action Number
Rehabilitation Schemes 168
Total 168

The final number of properties removed due to Company Action is recorded in Table 1 above
as 168.

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

This is the sixth and final year of PC15 that the company has reported this figure and it will
allow the benchmarking of NI Water costs. The variability of cost per property removed as
outlined in the table below is reflective of the current method of delivery of the Water Mains
Rehabilitation Programme. Work packages have multiple drivers and assignment of costs
to DG2 removal relies on the use of the 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.) NIW will continue to develop these reporting lines to deliver a more robust
process for attributing costs to DG2 properties.

The scheme costs and number of properties removed from the register are reported for each
WP where a PPRA/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 CIP A1 stage.

OUTPUT 2020/21

PPRA reports covering Clonvaraghan Rd, Castlewellan, Dairy Lane Newtownhamilton,
Dunmallaght Park, Ballycastle, Parkgate Rd Ballymena, Creamery Rd Carran Rd and
Annaghamare Rd Crossmaglen, Finvoy area, Loughan Hill/Baron Rd, Farm Lodge
Magherafelt, Beltany, Brootally Killylea, Blacklough Omagh and Meenacloy Rd Castlederg
were produced during 2020-21 which removed a total of 168 properties from the register.
These are detailed in the Table below.

Table 7

Cost Per

Road Name and WP Title DG2 Properties | Total Cost | Removal
Removed (nr) £ £

Clonvaraghan Rd, Castlewellan within Fofanny 1 81330 81330
North/Lisburn South WP JI087
Dairy Lane, Newtownhamilton within Clay Lake 3 7208
Keady WP JF606 21624
Dunmallaght Pk area, Ballycastle within High 11 85583 7780
Priority WM Phase 1 WP J1046
‘Ij’:g;goate Rd, Ballymena within Dunore East WP 6 24437 4073
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. Cost Per

Road Name and WP Title DG2 Properties | Total Cost | Removal
Removed (nr) £ £
Annaghamare Rd, Carran Rd and Creamery Rd
Crossmaglen within Carran Hill Crossmaglen WP 21 280082 13337
JV881
Finvoy area within Antrim North WP JA313 18 162205 9011
Loughan Hill/Baron Rd within Tyrone North WP 3 23766 7922
JN547
Farm Lodge, Magherafelt completed utilising 19 12162 640
Operational Capital Budget
Beltany within Tyrone North WP JN547 6 2751 458
Brootally, Killylea completed utilising Operational 23
: 62 1432

Capital Budget
\I?ll\?scdrlzough, Omagh within Omagh Phase 2 WP 7 75685 10812
Meenacloy Rd, Castlederg within Killylane North 11 16916 1538
and South WP JI089
TOTAL Pro Active NIW DG2 Removals 2020- 168 against 787973 4690
2021 160 target
Plus 1 Carried forward from 2019/20 1

Therefore the average overall cost of removing a DG2 property from the register is obtained
by dividing the total cost £787973 by the total number of properties removed (168 for this
year) utilising the EP Budget. Average removal cost is therefore

Average cost per DG2 removal = £4690

The hydraulic models were used to size the replacement mains with a future demand
calculated using the 2010 WRS Report. Current practice would use the future model with
the current mains to generate future level of service failures and then check that these were
resolved by the replacement mains. This gives the modelled future Level of Service (LoS)
failures that the mains resolve.

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.

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.

Clonvaraghan Road, Castlewellan.

The JI087 Fofanny North Lisburn South Rural Zone encompasses a total area of 603 km?
including Dromore, Hillsborough, Dromara and the surrounding environs in County Down.
The Work Package work included 29.23km of new mains which had an estimated overall
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civil cost of £2,544k including risk. Within the WP a scheme identified was a new link
watermain along Clonvaraghan Road, Castlewellan to deal with an existing DG2 issue at
no.128 Clonvaraghan Road. This new watermain provided a link between Hamiltons Folly,
Slievenisky Road DMA and Dechommet HL, Clonvaraghan Road 2 DMA and enabled a
previous DG2 property within Hamiltons Folly Supply Zone to now be supplied from
Dechommet HL Supply Zone.

Dairy Lane, Newtownhamilton.

The JF606 Clay Lake zone encompasses a total area of 695.5km? including Craigavon,
Gilford, Keady and the surrounding environs in County Armagh. The work package
included 31.4km of new mains which had an estimated overall civil cost of £2,784k
including risk. A scheme within the WP was identified to resolve existing DG2 issues at
nos. 10, 12 and 17 Dairy Lane, Newtownhamilton which was previously supplied within
Knockavannon DMA.

This scheme involved the laying of 390m of 90mm HPPE along with a new PRV and
associated valves to enable Dairy Lane to be supplied from Armaghbreague DMA.

Dunmallaght Park area, Ballycastle

The JI046 High Priority WM Phase 1 Work Package covers mostly rural areas in Tyrone
and Armagh, and also contains some urban areas particularly in Ballycastle and Newry.
The Work Package covers a total area of 182km?. The work package included 12.3km of
new mains and 3.1km of mains to be abandoned. It had estimated overall civil costs
including risk of £1,362K.

Parkgate Road, Ballymena.

The JI089 Killylane North and South Zone encompasses a total area of 170 km? including
sections of Larne Town, Glynn, Ballycarry, Doagh, Parkgate and the surrounding environs
in County Antrim. The work package included 14.9km of new mains which had an estimated
overall civil cost of £2,447k including risk and previously approved enabling costs of £45k.

Creamery Road, Carran Road and Annaghamare Road, Crossmaglen.

The JV881 Carran Hill Crossmaglen zone encompasses a total area of 146km? including
Crossmaglen, Creggan, Cullyhanna and the surrounding environs in County Armagh. The
work package included 38.7km of new mains which has an estimated overall civil cost of
£3,753k including risk. A scheme identified as a change request to the WP was created to
deal with existing DG2 properties on Carran Road, Annaghmare Road and Creenkill Road,
Crossmaglen. This scheme involved the construction of a new WPS located at the entrance
to Carran Hill WTW.

Finvoy Area, Ballymoney.

The JA313 Antrim North zone encompasses a total area of 1,425km? including Claudy,
Dungiven, Limavady, Bushmills, Ballymoney, Cushendun and Kilrea. Schemes within this
WP were identified to alleviate DG2 problems within the Finvoy networks area.

Loughan Hill/Baron Road.

The JN547 Tyrone North zone encompasses a total area of 880km? including Cookstown,
Draperstown, Magherafelt, Tobermore, Moneymore, Pomeroy and Maghera. A scheme was
identified to alleviate DG2 problems within the water network around Loughan Hill and
completed as a change request to this WP.
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Farm Lodge, Magherafelit.

As a result of new housing development in the Magherafelt area, 19 DG2 properties had
been identified at the highest area within the Farm Lodge development. A scheme to resolve
the issue was developed by the WPL Asset Performance Team in conjunction with the Water
Model Team and Asset Strategy Team, and was constructed on site utilising the Networks
Capital Budget.

Beltany

The JN547 Tyrone North zone encompasses a total area of 880km? including Cookstown,
Draperstown, Magherafelt, Tobermore, Moneymore, Pomeroy and Maghera. The work
package included 26.9km of new watermains with an overall civil cost of £2,745k including
risk. Also within the WP a scheme was identified to upgrade the pumps at Beltany WPS in
order to alleviate DG2 problems within the network.

Brootally

The Brootally supply area serves a mostly rural area around Co Armagh. A relatively large
number of DG2 properties (62n0.) existed in Killylea Village. A scheme was identified to
upgrade an old WPS which previously supplied a now abandoned water tower and to utiise
it to boost the supply to the village area.

Blacklough, Omagh.

The JN512 Omagh Phase 2 Zone encompasses a total area of 324 km? in Omagh and its
surrounding environs in mid Tyrone. The work package included 32.6km of new mains and
3.7km of abandoned mains. It had an estimated overall civil cost of £2,940k including risk
and an 85% rural 15% urban location split. 7no. DG2 properties existed around Sultan Road
area within Lough Macrory High DMA and a scheme was developed and constructed under
this WP to address these issues.

Meenacloy Road, Castlederg.

A scheme was identified for construction by the WMRP Programme by Asset Performance
to resolve existing DG2 issues on Meenacloy Road, Castlederg. The scheme which
identified the need to replace approx. 600m of 90mm water main on Meenacloy Road in
order to extend a boosted supply area was added as a change request to JIO89 Killylane
North and South WP for construction. This WP also included 14.9km of new mains which
had an estimated overall civil cost of £2,447k.

Additional information regarding the cost calculations for DG2 removals had been requested
by the reporter during last year’s audit to complement the methodology. This information
has again been produced this year and is available on request.

Further Work Packages to be reviewed next year 2021/22

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
2020/21 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)
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Table 8

No of properties to be
Work Package Name removed(nr)
Church Road, Holywood 10
Falgotrevy Road, Maghera 10
Kilcoole Gardens, Belfast 6
Caugh Hill, Bannagher 9
Turnabaston Road 8
Heathfield, Londonderry 5
TOTAL 48 against 160 target

Removals Pending

It should be noted that there are currently 48 properties identified for removal from the
register in 2021/22 to a target of 160 in the plan following the submission of PPRA Reports.
However the 2020/21 target was for the removal of 160 DG2 properties and the actual
achieved removals was 9 over this figure. And so in reality the totals are 48 planned for next
year against a 151 (i.e. 160-9) target to get NIW up to the planned cumulative target for end
of next year.

This will be the first year of the PC21 period and due to a reduced number of DG2 schemes
currently with Asset Delivery for construction, 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.

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 Asset Delivery ICD and Asset Strategy Performance Team 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).

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 892,910 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



Annual Information Return 2021

Unplanned, Unwarned Interruptions

Section 2 Chapter 2

Page 10 of 35

AIR DG3 Properties 2018/19 2019/20 2020/21
Affected
Table 2: Line 5| More than 3 hours 58,816 49,181 24,443
Table 2: Line 6| More than 6 hours 3,509 6,157 1,834
Table 2: Line 7 | More than 12 hours 308 751 0
Table 2: Line 8| More than 24 hours 0 23 0

The AIR21 outturn numbers of properties affected by unplanned, unwarned interruptions
that lasted more than 3 hours (24,443) and more than 6 hours (1,834) were the lowest
since regulatory reporting commenced in 2007/08. For the first time since regulatory
reporting commenced, no properties experienced an unplanned, unwarned interruption that
lasted more than 12 hours. And for the first time since 2018/19, no properties experienced
an unplanned, unwarned interruption that lasted more than 24 hours.

The figures confirm that between AIR20 and AIR21, there was a 50% reduction in the Line
5 outturn and a 70% reduction in the Line 6 outturn and unlike previous returns, these trends
were not reflected in the Table 11 Line 11 burst rate outturn. There are three main reasons
why the outturns have reduced.

Firstly, the ongoing implementation of the ITS Strategy is continuing to have a positive
impact on performance as a number of proposals and initiatives are taken forward.
e Post interruption reviews are establishing learning points from past events that can
be developed though the ITS Project Board and adopted as BaU.
¢ Significant engagement work has been undertaken in the last year by the ITS Project
Manager with the implementation of the new ‘working differently’ process aimed at
reducing the Minutes of Lost Supply per Property outturn.
e NI Water's Water Production Line and Asset Delivery staff have been ‘working
together’ for the benefit of customers.
o Tankers have been deployed during ITS events to maintain storage levels at
service reservoirs and to feed directly into the water distribution network.
o Temporary supplies have been laid in order to minimise interruptions during
planned and unplanned operations.
e Additional equipment has been purchased to assist colleagues, including ITS
Trailers.

Secondly, the detailed review process for unplanned interruption events lasting between
3 hours and 6 hours has been expanded to include events involving between 100 and 500
properties. 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.

Thirdly and in line with government guidance, there was a reduction in non-essential,
planned work on the distribution system for parts of the year during the Covid-19 pandemic.
Less disturbance to the network meant that there were fewer issues associated with
changes in pressure and hence, fewer unplanned interruption events.

In order to verify the accuracy of the quantified reduction in the Table 2 Line 5 outturn, the
Company carried out an analysis to determine what typically happens to the durations and
property counts of unplanned interruption events between 3 hours and 6 hours involving
between 100 and 500 properties when they are subject to a detailed review. The analysis
was based on 74 unplanned interruption events that were known to have been reviewed
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and whose accuracy therefore benefited as a result. The results are summarised in the
following table.

Impact on Impacton | . .. | Original Post-Review
Dupration Property Reviewed Property Pro perty Count
Count Count >0hrs | >3hrs | >6hrs

No change No change 20 3,302 3,302 | 3,302 0

Durations changed

Al still >3hrs & <=6hrs | O change 4 636 636 | 636 0

Durations changed

Some >0hrs & <=3hrs .

Some >3hrs & <=6hrs | veduction 25 5,890 5890 | 2,573 | 128

Some >6hrs & <=12hrs

Durations changed ,

All now >0hrs & <=3hrs Reduction 25 3,428 3,428 0 0
Total 74 13,256 | 13,256 | 6,511 128

Reduction in total property count for 74 events = ((13,256 - 6,511) / 13,256) x 100 = 51%

Note: The analysis was based on only those unplanned interruption events meeting the
review criteria, both before and after review, or where there was detectible evidence of a
detailed review in the form of multiple start and end time assignations. There are likely to
have been other events where all properties experienced the same duration of interruption
and where the events no longer meet the review criteria because of changes in the property
count and/or duration.

The analysis shows that based on a knowledge of the 74 events, the reduction was
approximately 51% and consistent with the 50% reduction in the Line 5 outturn.

Reduction in Line 5 Outturn = ((49,181 - 24,443) / 49,181) x 100 = 50%

On that basis, the Company is confident that the reduction in the Line 5 outturn was mainly
attributed to a detailed review of unplanned interruption events involving between 100 and
500 properties and the fact that some events that would, in the past, have lasted more than
3 hours are now lasting 3 hours or less and their impact has been eliminated from Table 2.

During 2020/21, there were no significant unplanned interruption events that caused the
Company to fail any of its three in-month targets but such events remain a threat to
performance and their infrequency means that in the years to come, the outturns may still
deviate from the current improving trend, albeit in keeping with performance targets.

Throughout 2020/21, 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.

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

DG3 Interruption 2018/19 2019/20 2020/21
Events

More than 3 hours 269 279 112

More than 6 hours 33 59 11

More than 12 hours 0 0 0

More than 24 hours 0 0 0
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The table above relates to annual numbers of planned and warned interruption events.

In 2020/21, 112 planned and warned interruptions lasted more than 3 hours of which 36
(32%) were related to the Water Mains Rehabilitation Programme (WMRP). During the
same period, 11 planned and warned interruptions lasted more than 6 hours of which 7
(64%) were associated with mains rehabilitation.

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

AIR DG3 Properties 2018/19 2019/20 2020/21
Affected
Table 2: Line 9 More than 3 hours 38,289 28,245 5,306
Table 2: Line 10 More than 6 hours 7,313 11,463 743
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 2020/21, 5,306 properties were affected by planned and warned interruptions that lasted
more than 3 hours of which 1,701 (32%) were related to the Water Mains Rehabilitation
Programme (WMRP). The Line 9 outturn was the lowest since regulatory reporting
commenced in 2007/08. During the same period, 743 properties were affected by planned
and warned interruptions that lasted more than 6 hours of which 589 (79%) were
associated with mains rehabilitation. The Line 10 outturn was also the lowest since
regulatory reporting commenced.

During the last year, Water Production Line and Asset Delivery staff have been ‘working
differently’ and tirelessly for the benefit of NI Water's customers with the aim of reducing the
number of lost minutes per property due to planned work. New strategies have been
implemented including the increased use of tankers during ITS events to maintain storage
levels at service reservoirs and to feed directly into the water distribution network, as well
as the laying of temporary supplies in order to minimise interruptions during planned and
unplanned operations. A process has been developed specifically for planned interruptions
during COVID-19. Significant engagement work has also been undertaken by the ITS
Project Manager.

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

Time Band 2018/19 2019/20 2020/21
Properties 25,721 15,600 1,701
More than 3 hours Events 124 125 36
Properties per Event 207 125 47
Properties 6,059 8,255 589
More than 6 hours Events 24 42 7
Properties per Event 252 197 84

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.
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This is consistent in part with a decrease in overall meterage installed under the Water Mains
Rehabilitation Programme from the previous year, i.e. water main distribution meterage
installed in 2020/21 was 101km, compared to 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 sixth 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 9 to 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. The restrictions imposed at various
times throughout the year on non-essential travel prevented NI Water and its contractors
from undertaking any non-essential work during those times and there was an associated
reduction in the number of planned and warned interruptions. When restrictions began in
April 2020, there were no interruptions relating to mains rehabilitation in the first month.
Thereafter, the introduction of PPE and additional risk assessments enabled a limited
amount of work to continue.

Interruptions caused by Third Parties

AIR DG3 Properties 2018/19 2019/20 2020/21
Affected
Table 2: Line 13 More than 3 hours 12,089 2,712 2,183
Table 2: Line 14 More than 6 hours 2,780 166 300
Table 2: Line 15 More than 12 hours 0 0 0
Table 2: Line 16 More than 24 hours 0 0 0

In 2020/21, 2,183 properties experienced an unplanned interruption caused by a third party
that lasted more than 3 hours. It was the fifth lowest outturn since regulatory reporting
commenced in 2007/08 and the lowest since the AIR13 outturn of 1,778. 24 events lasted
more than 3 hours, the most significant of which occurred on 28" September 2020 when a
road contractor damaged a main causing a loss of supply to properties in Trench Road DMA.
383 properties were affected by the incident, 18% of the outturn.

In 2020/21, 300 properties experienced an unplanned interruption caused by a third party
that lasted more than 6 hours. It was the fifth lowest outturn since regulating reporting
commenced in 2007/08. 5 events lasted more than 6 hours, the most significant of which
occurred on 18" April 2020 when a main burst as a result of fire hydrants being turned off
and on during firefighting operations in the Budore area of Belfast. 137 properties were
affected by the incident, 46% of the outturn.

For the third year in succession, no properties experienced an unplanned interruption
caused by a third party than lasted more than 12 hours. And for the tenth year in
succession, no properties experienced an unplanned interruption caused by a third party
that lasted more than 24 hours.
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Impact of restrictions imposed during the Covid-19 pandemic on Lines 13 to 16

The restrictions imposed at various times throughout the year on non-essential travel
prevented third party companies from undertaking any non-essential work during those
times and there was an associated reduction in the risk of accidental damage to the network.

Unplanned Interruptions (Overruns of Planned Interruptions)

AIR DG3 Properties 2018/19 2019/20 2020/21
Affected
Table 2: Line 17 More than 6 hours 159 222 0
Table 2: Line 18 More than 12 hours 0 0 0
Table 2: Line 19 More than 24 hours 0 0 0

In 2020/21, no properties experienced an overrun of a planned and warned interruption that
lasted more than 6 hours. It was the first time that the outturn was zero since regulating
reporting commenced in 2007/08. 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 third year in succession, no properties experienced an overrun of a planned and
warned interruption that lasted more than 12 hours. And for the fifth year in succession, no
properties experienced an overrun of a planned and warned interruption that lasted more
than 24 hours.
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Additional information on performance against alternative standards

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 18/19 18/19 19/20 19/20 20/21 20/21
Category Outturn KPI Target Outturn KPI Target Outturn KPI Target
(Props) (%) (Props) (%) (Props) (%) (Props) (%) (Props) (%) (Props) (%)
>6 hrs 3,509 0.401 6,973 0.798 6,157 0.697 6,873 0.778 1,834 0.205 6,773 0.759
>12 hrs 308 0.035 1,350 0.154 751 0.085 1,300 0.147 0 0.000 1,250 0.140
>24 hrs 0 0.000 80 0.009 23 0.003 80 0.009 0 0.000 80 0.009

Note: Percentage outturns in above table are based on total connected properties as follows: 874,307 (AIR19); 883,423 (AIR20); 892,910 (AIR21)

The 2020/21 outturns for properties affected by unplanned, unwarned interruptions confirm that for the fifth year in succession, NI Water has
achieved all three DG3 KPI targets. The >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. And for
the first year since 2018/19, no properties experienced an unplanned interruption of more than 24 hours.

In terms of the number of affected properties per event, 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. It was not possible to rezone the affected properties and the proximity of the
bursts to the Glider bus lane restricted the way that work was able to be carried out.

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.

2018/19 was an unexceptional year in terms of major incidents involving supply interruptions. Although June and July 2018 saw an increase in
demand associated with the summer weather, the impact was limited to the >3hrs time band and the year remained insignificant in terms of
atypical performance.
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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: In previous returns, NI Water listed only those interruptions lasting longer than
3 hours and falling between the hours of 12 midnight and 7am. This year, the Company has
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 2020/21 whose
Interruption Start Date/Time and Supply Restored Date/Time fell within the hours of 11pm
and 8am.

. Supply .
Interrupt | Interrupt Interruption Start Restored Duration Properties Affected
Type No. Date Time Date Time >0 >3 >6
hrs hrs hrs
1 | Third Party | 197308 | 30/06/20 | 02:31 30/06/20 | 07:20 | 4 Hrs 49 Mins 147 147 0
2 | Unplanned | 198461 10/12/20 | 23:45 | 11/12/20 | 05:30 | 5 Hrs 45 Mins 86 86 0
3 | Unplanned | 198546 | 24/12/20 01:13 | 24/12/20 | 06:20 5Hrs 7 MII.’IS 56 56 0
01:07 | 24/12/20 | 05:20 | 4 Hrs 13 Mins 78 78 0
4 | Unplanned | 198675 | 09/01/20 | 23:57 | 10/01/20 | 04:00 4 Hrs 3 Mins 37 37 0

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.

4 unplanned interruption events, one caused by a third party, have been identified where
customers would not have noticed the loss of service because it occurred at night. All 4
interruptions lasted 6 hours or less. The total number of properties affected by the
interruptions was 404 representing 1.52% of the total number of properties that experienced
an unplanned interruption, including those caused by a third party, lasting more than 3 hours
in 2020/21.

Unplanned: (404 / (24,443 + 2,183)) x 100 = 1.52%

In 2019/20, 8 unplanned interruption events and 5 planned interruption events occurred
between the hours of 11pm and 8am. 355 properties were affected by the unplanned events
which represented 0.68% of the total number of properties that experienced an unplanned
interruption of more than 3 hours. 2,023 properties were affected by the planned events
which represented 7.16% of the total number of properties that experienced a planned
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 7 overruns of planned and warned
interruptions lasting between 3 and 6 hours in 2020/21.
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Interrupt. No. Month Duration F;rg %ﬁ:'es A:fgcl:fg Duration Of Overrun

1 196917 May-20 5 Hrs 0 Mins 7 7 0 Hrs 15 Mins
2 197201 Jun-20 3 Hrs 58 Mins 9 9 3 Hrs 26 Mins
3 197228 Jun-20 3 Hrs 30 Mins 46 46 2 Hrs 30 Mins
4 197231 Jun-20 4 Hrs 30 Mins 109 109 2 Hrs 30 Mins
5 199032 Feb-21 4 Hrs 45 Mins 67 67 0 Hrs 45 Mins
6 199227 Mar-21 3 Hrs 45 Mins 35 35 0 Hrs 45 Mins
7 199244 Mar-21 3 Hrs 40 Mins 18 18 1 Hr 0 Mins

The number of properties affected by the 7 overruns was:
7+9+46+ 109 + 67 + 35+ 18 = 291

This number is small compared to the number of properties that experienced a planned and
warned interruption of between 3 and 6 hours (4,563).

T2: L9 =5,306; T2: L10 = 743; 5,306 - 743 = 4,563
NI Water reported in its AIR20 commentary that there were 10 overruns of planned and
warned interruptions lasting between 3 and 6 hours. The number of properties affected by

these overruns was 846.

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

Properties Affected Interrupt.

>0 | >3 [ >6 |>12(>24 Type Comments
Hrs | Hrs | Hrs | Hrs | Hrs

Interrupt.| Date of
No. Incident

Duration

196833 | 17/04/20 | 5 Hrs 23 Mins | 25 | 25 0 0 0 | Unplanned | Electricity supply failure

197033 | 22/05/20 | 3 Hrs 48 Mins | 43 | 43 0 Unplanned | Electricity supply failure

197284 | 24/06/20 | 4 Hrs 24 Mins | 21 21 0 Unplanned | Electricity supply failure

197842 | 18/09/20 | 3 Hrs 56 Mins | 153 | 153 | O Unplanned | Electricity supply failure

9 Hrs 54 Mins | 13 13 13
8 Hrs 26 Mins | 37 | 37 | 37
3 Hrs 22 Mins | 13 13 0
3 Hrs 6 Mins | 14 14 0

198943 | 14/02/21 Unplanned | Electricity supply failure

o|lolo|lo|lo|o|oO
o|lolo|lo|lo|o|oO

The table above provides a summary of the 5 records in 2020/21 relating to unplanned,
unwarned water supply interruptions caused by electricity supply failures lasting 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 numbers of affected properties occurred on 18t
September 2020 when Killeeshil treated water pumping station in Dungannon was affected
by an electricity supply failure. 153 properties lost their water supply for 3 hours 56 minutes
as a result of the incident.

The most significant event in terms of duration occurred on 14" February 2021 when a
planned power outage prevented water from being pumped to Mullaghdrin Service
Reservoir, Mullaghdrin Road East, Dromore. 27 properties lost their water supply for
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between 3 hours and 6 hours whilst a further 50 properties experienced an interruption of
more than 6 hours 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 319 50 0 0
Interruptions caused by Electricity
Supply Failures
Number of Properties Affected by
Unplanned, Unwarned Interruptions 24,443 1,834 0 0
Percentage Impact 1.31% 2.73% 0.00% 0.00%

The impact of the electricity supply failures was greatest on the >6hr outturn, accounting for
2.73% of the total number of properties affected by unplanned interruptions. The 2019/20

percentage was 0.00%.

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

compliance
>6 Hrs >12 Hrs | >24 Hrs
Perce.nt.age Connectgd Properties Affected by 0.006% 0.000% 0.000%
Electricity Supply Failures
KPI Target 0.759% 0.140% 0.009%
Percentage Annual Target 0.74% 0.00% 0.00%

The impact of the electricity supply failures on KPI target compliance was insignificant,
accounting for only 0.74% of the >6 Hrs target. In 2019/20, the impact was negligible.
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The following table provides a summary of the 34 supply interruption incidents during 2020/21 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.

Ref | Interrupt No. Date Description of Incident Duration >0hrs | >3hrs | >6hrs | >12hrs | >24hrs | Category
001 Event 261819; 07/04/20 Main damaged by third party contractor, | 6 Hrs 58 Mins 12 12 12 0 0 3
DG3 196786 Bann Road, Bendooragh, Ballymoney 1 Hr 14 Mins | 1,277 0 0 0 0
Event 261948; Burst on Altmore trunk main, Lurgylea .
002 DG3 196871 18/04/20 Road, Dungannon 5 Hrs 1 Min 154 154 0 0 0 3
Event 261900; Burst main, East Link Road / Dundonald .
003 DG3 196836 24/04/20 Road junction, Dundonald 5 Hrs 40 Mins | 299 299 0 0 0 3
Event 262302, Ballybriest South SR ran to empty S5 Hrs 14 Mins | 32 32 0 0 0
DG3 197090 :
004 Event 262295 29/05/20 | following a planned shutdown at Lough 3
DG3 197083 Fea WTW, Cookstown 3 Hrs 44 Mins 5 5 0 0 0
Event 262695; .
DG3 197335 5 Hrs 35 Mins 67 67 0 0 0
Event 262832; Burst on Movilla trunk main, 4 Hrs 12 Mins 9 9 0 0 0
DG3 197428
005 —1 02/07/20 Mountstewart Road, Carrowdore 3
Event 262650; 3Hrs30Mins | 67 | 67 | 0 0 0
DG3 197332
Event 262832; :
DG3 197428 3 Hrs 26 Mins | 382 382 0 0 0
. Burst on trunk main from Lough Macrory
006 | EVeNt 262708, 1 45,07/20 | WTW to Sixmilecross SR, Ramackan | 4Hrs 15Mins | 7 | 7 | 0 0 0 3
DG3 197343 o
Road, Sixmilecross
Event 262706; Burst on trunk main supplying .
007 DG3 197345 05/07/20 Croaghmore SR , Ballycastle 5Hrs 10 Mins | 112 112 0 0 0 3
Event 262839; Burst on trunk main supplying .
008 DG3 197426 21/07/20 Croaghmore SR, Ballycastle 4 Hrs 14 Mins 97 97 0 0 0 3
009 | Event 262873; | 23/07/20 7 Hrs 21 Mins 22 22 22 0 0 3
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Ref | Interrupt No. Date Description of Incident Duration >0hrs | >3hrs | >6hrs | >12hrs | >24hrs | Category
DG3 197454 Pump equipment failure, Killaney Lower | 5 Hrs 51 Mins | 134 134 0 0 0
Event 262865; TWPS, Aughafad Road, Clogher :
DG3 197452 (Ballagh Fogart DMA) SHrs 50Mins | 53 | 53 | O 0 0
Event 262971; Burst on trunk main supplying .
010 1 pg3 197516 | 03/08/20 Croaghmore SR, Ballycastle 4Hrs7Mins | 73 | 73 | 0 0 0 3
) Closed valve following bulk meter
011 Event 263080; 12/08/20 replacement, Castor Bay Dungannon 4 Hrs 3 Mins 977 977 0 0 0 3
DG3 197580 .
trunk main
Event 263144: Burst trunk main, Breda SR outlet,
012 Dé3 D 19762} 18/08/20 | (Dunluce, Fountainvale, Malone DMAs, | >6hrs <12hrs | 1,097 | 571 110 0 0 3
Belfast)
Event 263464; Burst trunk main supplying Croaghmore .
013 | pe3 ID 197839 | 18/09/20 SR, Bushmills (Ballinlea DMA) 3Hrs27Mins | 73 | 73 0 0 0 3
014 | Event263610; | 50005 | Burst on Caugh Hill to Corrody trunk main, S Hrs 52 Mins | 12 12 0 0 0 3
DG3 ID 197934 Tirbracken Road, Drumahoe 2 Hrs 0 Mins 3 0 0 0 0
Event 2636509: Burst on Mullaghboy to Moneymore SR
015 | Dag 197057 | 03/10/20 trunk main, Desertmartin Road, 4 Hrs 18 Mins | 38 38 0 0 0 3
Moneymore
Event 263842; Burst main, Doagh Road, Kells
016 DG3 198099 19/10/20 (Craigstown DMA) >6hrs <12hrs | 667 534 157 0 0 3
e | 12/11/20 347 | 89 | 3 0 0
Event 264114- Burst main and subsequent airlocks,
017 | a3 198075 | 12/11/20 Bratwell Road, Coleraine >6hrs <12hrs | 61 61 0 0 0 3
: (Sconce Hill DMA)
Event 264115 1 43/11/20 55 | 55 | 0 0 0
DG3 198277
Event 264131; . . 5 Hrs 59 Mins 68 68 0 0 0 .
018 DG3 198285 15/11/20 Burst main, Lough Road, Lisburn 5 Hrs 54 Mins 31 31 0 0 0 Precautionary
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Ref | Interrupt No. Date Description of Incident Duration >0hrs | >3hrs | >6hrs | >12hrs | >24hrs | Category
5 Hrs 45 Mins 19 19 0 0 0
Event 264147; .
019 DG3 198296 17/11/20 Burst on Ballinlea to Craigpark SR trunk 4 Hrs 39 Mins 12 12 0 0 0 b .
. . recautionary
Event 264155; main, Carnbore Road, Bushmills 1 Hrs 58 Mins 12 0 0 0 0
DG3 198300
Event 264204; 21/11/20 1 Hrs 30 Mins 11 0 0 0 0
DG3 198323_ Burst on Tullywhisker SR to Castletown | 1Hrs30Mins | 11 0 0 0 0
020 Eg(e;rét fggggg 22/11/20 SR trunk main, Cavanalee Road, 4 Hrs 25 Mins 8 8 0 0 0 3
Event 264205, | 53/11/20 Strabane 3 Hrs 54 Mi 29 | 29 | 0 0 0
DG3 198331 rs Ins
Event 264256; Burst on Castlederg North SR inlet trunk .
021 | pG3 198369 | 26/11/20 main, Priestsessiagh Road, Castlederg 4 Hrs 30 Mins 10 10 0 0 0 3
Event 264294; .
DG3 198392 5 Hrs 48 Mins 21 21 0 0 0
Event 264304; Burst on Killyberry outlet, Bellshill Road, | 4 Hrs 12 Mins | 13 | 13 0 0 0
DG3 198393
022 Event 264305 02/12/20 Castledawson 3
DG3 198394 (Bellaghy & Stantons Brae DMAs) 2 Hrs 47 Mins 4 0 0 0 0
Event 264302; .
DG3 198398 2 Hrs 21 Mins 44 0 0 0 0
Event 264387; Burst on Sandbank to Newtown trunk .
023 | pg3 198452 | 09/12/20 main, Kilbroney Road, Rostrevor 5 Hrs 15 Mins 127 127 0 0 0 3
Event 264565; Burst trunk main, Millorooke Drive, .
024 | pg3 198565 | 29/12/20 Ballymoney (Glenlough SR) 5 Hrs 38 Mins 52 52 0 0 0 3
Event 264576; Burst main, Stewartstown Road, .
025 | pg3 198614 | 30/12/20 Dunmurry 6 Hrs 50 Mins | 430 430 430 0 0 3
Event 264683; Burst main, Redwood Dale, Lisburn .
026 | pg3 198644 | 07/01/21 (The Cutts DMA) 8 Hrs 27 Mins 48 48 48 0 0 3
Event 264697; Main damaged by third party contractor, .
027 "pa3 198647 | 070121 | 1o iena Road, Antrim (Fountain St DMA) | ° Hrs 31 Mins | 410 1 316 | 0
028 02/02/21 Burst main, Edenmore Road, 10 Hrs 53 Mins 1 1 1
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Ref | Interrupt No. Date Description of Incident Duration >0hrs | >3hrs | >6hrs | >12hrs | >24hrs | Category
Event 265007; Limavady 8 Hrs 53 Mins 8 8 8 0 0
DG3 198850 (Greystone DMA) 7 Hrs 53 Mins 5 5 5 0 0
6 Hrs 23 Mins 91 91 91 0 0
Event 265157, Burst trunk main, Creggan SR Gravity .
029 | pG3 198947 | 19/02/21 Outlet, Glen Road, Londonderry 4 Hrs 10 Mins | 4,478 | 324 0 0 0 3
Event 265186; Burst on inlet to Glassdrummond .
030 | pG3 198967 | 16/02/21 Dungannon WPS (Rehaghy DMA) 4 Hrs 56 Mins 74 74 0 0 0 3
5 Hrs 28 Mins 25 25 0 0 0
031 Event 265432; 09/03/21 Burst trunk main, Learmount Road, 3 Hrs 43 Mins 45 45 0 0 0 3
DG3 199122 Claudy (Fincairn DMA) 2 Hrs 53 Mins | 382 0 0 0 0
2 Hrs 43 Mins 22 0 0 0 0
Event 265441; Airlocks following mains rehab :
032 | pg3 199150 | 09/03/21 connections, Barony Road, Mountfield 7 Hrs 20 Mins 25 25 25 0 0 3
Event 265486; Burst on Killeague SR outlet, Coleraine .
033 DG3 199158 13/03/21 (Killeague DMA) 9 Hrs 34 Mins | 690 131 79 0 0 3
Event 265558; Loss of comms caused Glack WPS to fail .
034 | pg3 199209 | 22/03/21 to pump to Sistrakeel SR, Claudy 6 Hrs 57 Mins | 206 182 69 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 2020/21.

The 2020/21 KPI targets are listed below as percentages and numbers of total connected
properties, together with the corresponding monthly target allowances.

Monthly Target Allowance
KPI 2020/21 Target yApr f’o Mar
% Properties % Properties
>6hrs 0.759 6,773 0.063 564
>12hrs 0.140 1,250 0.012 104
>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 2020/21, there were no such
instances so instead, the Company will discuss the five most significant events of the year.

Major Incidents

Burst Main, Craigstown Road, Ballymena

(Ref: IMS Event ID 263118; DG3 ID 197612)

>0hrs >3hrs >6hrs >12hrs >24hrs
Properties Affected 778 759 379 0 0

On 14" August 2020, a burst occurred at Craigstown Road, Ballymena. It was the first of
two major incidents in the year affecting properties in Craigstown DMA and the second most
significant unplanned interruption event of the year in terms of the number of properties
involved. A network modelling exercise was carried out to determine accurate figures for the
event.

This event was note-worthy because of the large number of properties affected for more
than 6 hours (379 nr). The impact of this incident in terms of percentages of connected
properties affected was 0.042% >6hrs.

Burst Trunk Main, Breda SR Outlet

(Ref: IMS Event ID 263144, DG3 ID 197627)

>0hrs >3hrs >6hrs >12hrs >24hrs
Properties Affected 1,097 571 110 0 0

On 18" August 2020, a burst occurred on the 12 inch ductile iron trunk main outlet from
Breda SR, Belfast. The main supplies properties in Dunluce, Fountainvale and Malone Road
DMAs. The burst was difficult to locate as there was no visible sign of leakage.

A sluice valve was installed to aid rezoning and a CCTV survey of the main was carried out
to help locate the defect. The breach was eventually located at the junction of Bradbury
Place and Lisburn Road. Excavation was postponed until after the evening rush hour. The
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repair proved difficult due to a large void under the road caused by the leaking water. The
incident was the subject of Upward Report 012.

Unlike Craigstown which had been modelled before, Breda did not have an existing model
and it was therefore necessary to base the figures on an interim solution. Spot pressures
and logged pressures were used to assist with the analysis, particularly where there were
‘no water’ complaints but the pressure was above the threshold.

This event was note-worthy because of the large number of properties affected for more
than 6 hours (110 nr). The impact of this incident in terms of percentages of connected
properties affected was 0.012% >6hrs.

Burst main, Doagh Road, Kells (Craigstown DMA)
(Ref: IMS Event ID 263842; DG3 ID 198099)

>0hrs >3hrs >6hrs >12hrs >24hrs
Properties Affected 667 534 157 0 0

On Monday 19 October 2020, a burst occurred in an 8 inch asbestos cement main at Doagh
Road, Kells. It was the second of two major incidents in the year affecting properties in
Craigstown DMA. Rezoning and tankering operations were used during the incident to
reduce the number of affected properties. Following completion of the repair, the distribution
system was recharged slowly to avoid further breaches. A network modelling exercise was
again carried out to determine accurate figures for the event. The incident was the subject
of Upward Report 016.

This event was note-worthy because of the large number of properties affected for more
than 6 hours (157 nr). The impact of this incident in terms of percentages of connected
properties affected was 0.018% >6hrs.

Burst main, Stewartstown Road, Dunmurry

(Ref: IMS Event ID 264576; DG3 ID 198614)

>0hrs >3hrs >6hrs >12hrs >24hrs
Properties Affected 430 430 430 0 0

On Wednesday 30" December 2020 in the early hours of the morning, a burst occurred on
a 150 mm PVC main at Stewartstown Road, Dunmurry. A second burst also occurred and
their proximity to the Glider bus lane restricted the way that work was able to be carried out.
It was not possible to rezone the affected properties. The incident was the subject of Upward
Report 025.

This event was note-worthy because of the large number of properties affected for more
than 6 hours (430 nr). In fact it was the most significant unplanned interruption event of the
year in terms of the number of properties involved. The impact of this incident in terms of
percentages of connected properties affected was 0.048% >6hrs.

Burst main, Edenmore Road / Edenvale Estate, Limavady (Greystone DMA)

(Ref: IMS Event ID 265007; DG3 ID 198850)

>0hrs >3hrs >6hrs >12hrs >24hrs
Properties Affected 105 105 105 0 0

On Tuesday 2" February 2021, a contractor who was carrying out repairs to a sewer

manhole, hit a 6 inch PVC water main on Edenmore Road, Limavady at the junction with

Edenvale Estate, causing a 40 litre/sec burst. The main supplies Greystone DMA. No re-
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zoning options were available so overland hoses were used to supply the estate. The
incident was the subject of Upward Report 028.

This event was note-worthy because of the duration of interruption (10 Hrs 53 Mins) and the
number of affected properties (105 nr). The impact of this incident in terms of percentages
of connected properties affected was 0.012% >6hrs.

Note: As always, NI Water has fully assessed the issues that led to each of the five 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. The
Company continues to invest in its water mains infrastructure, including work associated
with the replacement of a 10 inch trunk main on the Lisburn Road, Belfast, the replacement
of asbestos cement pipes and connections within Craigstown DMA, Kells and the installation
of a new main and water pumping station at Caragn Village (Dungonnell to Parkmore Trunk
Main). Water Production Line (WPL) has identified mains rehabilitation schemes for urgent
prioritisation due to ITS issues.

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 six complete years’ worth of data and again, the decision
has been taken to assign 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:
e Improved customer response times
e Improved consistency of methodology across all work streams
e 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
e Improved utilisation of other key systems e.g. the GIS as a source of address information
e Improved auditability of information through query, change and approval status tracking
e Better management of approval chains through the automatic generation of e-mailed
reminders
e Improved report generation
e Improved accessibility and sharing of information across the business
e 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
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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.

Justification of Accuracy Band ‘3’

2018/19 2019/20 2020/21
‘No Water’ Complaints 20,153 17,361 19,566
Unplanned Interruption Events 1,851 1,612 1,721
Complaints per Event 10.9 10.8 11.4

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. The
statistics show that in the last three years, the outturns were between 10.8 and 11.4. On this
basis, the conclusion is that the accuracy of the data remains consistent and inclusive of all
interruption events. The slight increase in 2020/21 may have been attributed to an increase
in domestic supply-related complaints as people worked from home during the Covid-19
pandemic.

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.

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, Networks Water generated a total of 578 records of interruption events
lasting more than 3 hours. All records were checked for accuracy and completeness by the
Customer Field Managers. Following the extraction of data to spreadsheets, checks were
carried out by CSD 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 41 records of interruption events
lasting more than 3 hours. A random sample of 29 records was checked against the
corresponding Interruption Record Sheets to ensure that the details had been accurately
transcribed. This represents 71% of records.
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Throughout 2020/21, 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.

The Company also continues to monitor the warning notification process followed by its
contractors for planned and warned interruptions and has carried out sample checks to
confirm that customers were provided with at least 48 hours warning in advance of planned
and warned interruptions to supply.

Note: Due to the Covid-19 pandemic and related government guidance to ‘work from home
wherever possible’, audit checks on the return of undeliverable warning notifications were
temporarily suspended in 2020/21. It is hoped to resume the checks whenever the guidance
is lifted.

Line 20 - Population (winter)

Note: All calculations relating to Line 20 were originally performed with the aid of a
spreadsheet. For the purposes of the commentary, figures have been rounded and may give
rise to rounding errors if used.

Estimation of Non-Resident Visitor Nights in 2020

The AIR21 methodology involves three separate applications of the monthly occupancy
figures for hotels and guest houses/B&Bs. The first involves an application of the monthly
occupancy figures for the period January 2019 to December 2019 (see table below) along
with the number of non-resident visitor nights for the same period (the last available
published figure, inclusive of visitors from Rol) in order to determine the relationship between
the two datasets.

Ref: Tables 1.3 and 1.2 of the NISRA publications ‘Northern Ireland Tourism Statistics

Tables (2011 — 2020)’ dated 18/02/2021.

¢ NI Hotel Rooms and Beds Sold by Month

e NI Guesthouse, Bed & Breakfast and Guest Accommodation Rooms and Beds Sold by
Month

HOTEL GUESTHOUSE TOTAL
MONTH BED-SPACES & B&B BED- BED-SPACES
SOLD SPACES SOLD SOLD
Jan-19 232,216 31,508 263,724
Feb-19 274,402 38,899 313,301
Mar-19 308,143 45,317 353,460
Apr-19 291,591 66,338 357,929
May-19 353,957 75,838 429,795
Jun-19 381,005 96,859 477,865
Jul-19 408,819 113,966 522,786
Aug-19 444,286 124,899 569,185
Sep-19 344,568 81,511 426,079
Oct-19 328,592 66,397 394,989
Nov-19 292,004 50,024 342,028
Dec-19 292,224 34,837 327,061
Total 4,778,202

Total bed-spaces sold (Jan 19 to Dec 19) = 4,778,202
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Ref: Country of Residence worksheet of the NISRA publication ‘Northern Ireland Tourism
Statistics Microdata (January 2011 — December 2019)’ dated 22/09/2020.
e ‘Estimated Overnight Trips taken in Northern Ireland by Country of Residence, Q1
2011-Q4 2019’

Non-resident visitor nights (Jan 19 to Dec 19) = 11,814,924

11,814,924 /1 4,778,202 = 2.473

Based on data for the period January 19 to December 19, the number of non-resident visitor
nights was found to be 2.473 times that of the number of bed spaces sold for hotels and
guest houses/B&Bs.

The second application of the monthly occupancy figures for hotels and guest houses/B&Bs
involves an application of the data for the period January 2020 to December 2020 (see table
below) and the relationship determined above in order to estimate the number of non-

resident visitor nights for the same period.

Ref: Tables 1.3 and 1.2 of the NISRA publications ‘Northern Ireland Tourism Statistics (2011

— 2020)’ dated 18/02/2021.
e NI Hotel Rooms and Beds Sold by Month

¢ NI Guesthouse, Bed & Breakfast and Guest Accommodation Rooms and Beds Sold by

Month
HOTEL GUESTHOUSE TOTAL PE%?:EBNET;_ GE
MONTH | BED-SPACES | & B&B BED- | BED-SPACES SPACES SOLD
SOLD SPACES SOLD SOLD IN 2019
Jan-20 248,042 26,262 274,304 19.00%
Feb-20 263,104 52,961 316,066 21.90%
Mar-20 0 0 0 0.00%
Apr-20 0 0 0 0.00%
May-20 0 0 0 0.00%
Jun-20 0 0 0 0.00%
Jul-20 0 0 0 0.00%
Aug-20 347,822 47,772 395,594 27.41%
Sep-20 212,819 54,571 267,391 18.53%
Oct-20 91,493 13,019 104,512 7.24%
Nov-20 0 0 0 0.00%
Dec-20 81,246 4,248 85,494 5.92%
Total 1,244,527 198,834 1,443,361 100.00%

Total bed-spaces sold (Jan 20 to Dec 20 = 1,443,361

Estimated non-resident visitor nights (Jan 20 to Dec 20) =
1,443,361 x 2.473 = 3,568,957
Having estimated the number of non-resident visitor nights in 2020, all components of the

Winter Population calculation are now available and the remainder of the methodology is
similar to previous years.
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The third and final application of the monthly occupancy figures for hotels and guest
houses/B&Bs involves an application of the data for the period January 2020 to December
2020 (see table above) in order to calculate the percentages of bed-spaces sold per month
in 2020 and hence, the percentage of bed-spaces sold during the winter months.

Assumption: The regulatory guidance for AIR Table 2 Line 20 does not define the meaning
of ‘winter’. In previous submissions using this methodology, the winter months were deemed
to be the six months in the year with the lowest percentage bed-spaces sold. The percentage
bed-spaces sold during the winter was the summation of the percentages for these six
months.

In 2020, restrictions imposed on the hospitality sector in an effort to stop the spread of
Covid-19 meant that hotels and guesthouses/B&Bs remained closed throughout large parts
of the year causing an unseasonal shift in the months that saw the lowest numbers of guests.
As a result, the company has assumed that the winter months in 2020 were the same
months identified as being winter months in 2019 i.e. January, February, March, April,
November and December.

Based on this assumption and the above table of percentages of bed-spaces sold per month
in 2020, the percentage of bed spaces sold during the winter was:

19.00 + 21.90 + 0.00 + 0.00 + 0.00 + 5.92 = 46.83%

Assumption: There is a direct relationship between bed-spaces sold and non-resident
visitor nights.

Estimated non-resident winter visitor nights in 2020 =
(3,568,957 / 100) x 46.83 = 1,671,189
According to AIR21: Table 7: Line 17, the baseline resident population was 1,895.87 x 103.

Using the baseline resident population and the estimated non-resident winter visitor nights
above, the winter population was estimated as follows:

Estimated average non-resident winter visitors per night =
1,671,189/(31+29+31+30+30+31)=9,182
Population (winter) = 1,895,870 + 9,182 = 1,905,052.

Changes in Methodology
Background

The Winter Population is the resident population (water) plus the average non-resident
population on any given day during the six winter months of the year. The methodology for
calculating the average non-resident population relies heavily on the ability to source a figure
from available tourism statistics for the number of non-resident visitor nights. In the past,
this figure has been available for either the most recent calendar year (as in the case of
AIR17) or only part of the most recent calendar year (as in the cases of AIR18, AIR19 and
AIR20) but not the financial year in question.

These limitations have caused NI Water to base its reporting of the Winter Population on a
calendar year and to estimate the number of non-resident visitor nights in the calendar year
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when the figure has not been readily available. Estimates are based on the assumption that
there is a direct relationship between the number of non-resident visitor nights and the
occupancy figures for hotels and guest houses/B&Bs.

AIR21 Methodology

The Household Travel Survey (HTS) data from the Central Statistics Office (CSO) provides
information on residents from the Republic of Ireland taking overnight trips in Northern
Ireland. This information is an important part of the overall statistical picture of tourism in
Northern Ireland and is used to determine amongst other things, the number of non-resident
visitor nights.

In its AIR20 commentary, NI Water explained that NISRA had identified delays in both the
provision of HTS data from CSO and in the assessment of that data to determine its quality.
Those issues have since been resolved. However, in 2020 there was a new complication
resulting from the Covid-19 pandemic and the impact it has had on the availability of tourism
statistics. On the 23 March 2020, the Government imposed a lockdown across the UK.
This lockdown included all accommodation providers such as hotels, B&B, Guesthouses
and Guest Accommodation. Relaxation of the lockdown allowed hotels, B&Bs, Guesthouses
and Guest Accommodation to reopen again from the 3 July. During the first lockdown,
NISRA did not issue the NI Occupancy Survey and only restarted the collection of data in
July.

In view of the circumstances highlighted above, NI Water has used the last available
published figure for non-resident visitor nights i.e. the figure for the 12-month period from
January to December 2019 and has estimated the annual number of non-resident visitor
nights in 2020.

Impact of Change in AIR21 Methodology on Reported Outturn

The change in methodology described above is not believed to have had a significant impact
on the reported outturn. This can be illustrated as follows:

Ref: Tables 1.3 and 1.2 of the NISRA publications ‘Northern Ireland Tourism Statistics
Tables (2011 — 2020)’ dated 18/02/2021.

Total bed-spaces sold (Jul 18 to Jun 19) = 4,645,321

Estimated non-resident visitor nights (Jul 18 to Jun 19) =
4,645,321 x 2.473 = 11,486,354

Ref: Country of Residence worksheet of the NISRA publication ‘Northern Ireland Tourism
Statistics Microdata (January 2011 — December 2019)’ dated 22/09/2020.
e ‘Estimated Overnight Trips taken in Northern Ireland by Country of Residence, Q1
2011-Q4 2019’
Actual non-resident visitor nights (Jul 18 to Jun 19) = 12,098,471

Difference between actual and estimate =
12,098,471 - 11,486,354 = 612,116

Percentage difference = 612,116/ 12,098,471 x 100 = 5%
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As the difference between the actual and estimate is within the tolerance of any previously
assigned confidence grading for this measure i.e. between 1% and 5%, this is deemed to
be a suitable method for estimating the number of non-resident visitor nights.

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

Confidence Confidence Confidence
AIR19 Grade AIR20 Grade AlR21 Grade
1,900.66 x 108 C2 1,914.49 x 108 C2 1,905.05 x 10° C2

Update on AIR19 Reporter Recommendation

At the time of reporting on AIR20, a non-resident visitor nights figure was available for only
the first three months of 2019 and a figure for the entire twelve months had to be estimated.
In accordance with the AIR19 Reporter Recommendation, NI Water has recalculated the
AIR20 outturn using a figure now published for the entire twelve months. The recalculation
is as follows:

Ref: Country of Residence worksheet of the NISRA publication ‘Northern Ireland Tourism
Statistics Microdata (January 2011 — December 2019)’ dated 22/09/2020.
e ‘Estimated Overnight Trips taken in Northern Ireland by Country of Residence, Q1
2011-Q4 2019’
Non-resident visitor nights (Jan 19 to Dec 19) = 11,814,924
Estimated non-resident winter visitor nights =
11,814,924 x 40.97* = 4,840,262 (*also recalculated)
Winter nights = 181
Estimated average non-resident winter visitors per night =
4,840,262 / 181 = 26,742
AIR19: Table 7: Line 17: Baseline resident population = 1,886,300
AIR19: Table 2: Line 20: Population (winter) =
26,742 + 1,886,300 = 1,913,042
The recalculated AIR20 outturn of 1,913,042 is only 1,446 properties (0.08%) lower than the
original AIR20 outturn of 1,914,488. This is well within the tolerance of the assigned
confidence grading.
Last year, the Company reported a Table 2 Line 20 outturn of 1,914.49 x 103. Based on the
AIR21 outturn of 1,905.05 x 103, the estimated winter population has decreased by 9.44 x
103 (0.49%). This slight decrease can be attributed to changes in the component figures that

make up this figure.

The estimated number of hotel bed-spaces sold in 2020 (1,244,527) was lower than the
revised estimate for 2019 (3,951,808). The estimated number of guesthouse and B&B
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bedspaces sold in 2020 (198,834) was lower than the revised estimate for 2019 (826,394).
And the estimated number of non-resident visitor nights in 2020 (3,568,957) was lower than
the revised estimate for 2019 (11,814,924).

Covid-19 — Impact on tourism and winter population

Although there is a distinct lack of published data available for 2020 because of the impact
that Covid-19 has had on the data capturing process, it is quite apparent, even from the
estimates in the commentary, that tourism was severely and unprecedentedly affected by
the restrictions imposed during the pandemic. With the requirement for catering
establishments to remain closed for large parts of the year, the cancellation of entertainment
and sporting events due to social distancing guidelines and the suspension of foreign travel
throughout Europe and the rest of the world, many people were either prevented from
visiting Northern Ireland or just simply opted not to visit, due to the continued uncertainty.

What happens in 2021 will depend very much on the easing of restrictions on business
operations and travel and people regaining confidence to book vacations. The number of
new strains of the virus continues to be a concern and it may be that some quarantine
requirements will have to remain in place. Although tourism is unlikely to suffer as much as
in 2020, there can be no doubt that Covid-19 has had an extremely detrimental impact on
the hospitality industry as a whole and it will take time for it to fully recover from the setback.

Confidence Grade

Population (winter) is an estimate based on several sources of information:

1. The NISRA publications ‘Northern Ireland Tourism Statistics (2011 — 2020)’ provide only
an estimate of the monthly numbers of bed-spaces sold, based on the extrapolation of
data for a representative sample group of establishments.

2. The NISRA publication ‘Northern Ireland Tourism Statistics Microdata (January 2011 —
December 2019)' provides only an estimate of the quarterly numbers of non-resident
visitor nights, based on sample surveys. The estimate therefore has an associated
degree of sampling error, determined both by the sample design and by the sample size.
Sample surveys include the Northern Ireland Passenger Survey (NIPS) conducted by
the Northern Ireland Statistics and Research Agency (NISRA), the Survey of Overseas
Travellers (SOT) conducted on behalf of Failte Ireland and the Household Travel Survey
(HTS) conducted by Central Statistics Office (CSO).

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

The “2” has been assigned because even if all visits occurred in the winter, the difference in
the calculated winter population would be 29,180 (+1.54%). (see calculation below)

3,568,957 / (31 + 29 + 31 + 30 + 30 + 31) = 19,610 non-resident visitors
1,905,052 + 19,610 = 1,924,662 residents + non-resident visitors
1,924,662 - 1,895,482 = 29,180

(29,180 / 1,895,482) x 100 = 1.54%

At the time of reporting on AIR21, the most recent non-resident visitor nights figure available
was for 2019 and a figure for 2020 had to be estimated. When reporting on AIR22, NI Water
will recalculate the AIR21 outturn using the published figure for 2020.
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Lines 21-23 DG4 Restrictions on use of water

Hosepipe restrictions are defined as applying to those area(s) where legal notification has
been published restricting the use of hand held hosepipes. This will normally be via
notifications in the press that the use of hosepipes is banned.

Drought Orders: The population affected by Drought Orders shall include all areas where
Drought Orders under Part V Chapter 1 and Schedule 5 of the Water and Sewerage
Services (NI) Order 2006 have been approved by the Minister and implemented by the
company.

Sprinkler/unattended hosepipe restrictions are defined as applying to those area(s)
where legal notification has been published restricting the use of sprinklers/unattended
hosepipes. This will normally be via notifications in the press that the use of
sprinklers/unattended hosepipes is banned.

Outturns and Confidence Grades

There were no hosepipe restrictions, drought Orders or sprinkler/unattended hosepipe
restrictions during the 2020/21 reporting year and therefore, the percentage population
experiencing DG4 Restrictions on Use of Water is 0.0% for Lines 21, 22 and 23.

Also therefore, no detailed timetables for hosepipe restrictions have been necessary and
the recording template has a Nil return.

Other calculations would have been based on information provided by Asset Information
Development and on connected population figures supplied in Table 7, Lines 13-16 but
excluding Lines 14 & 16 for the Billed and Measured population. The total population would
be taken from Table 2 Line 20 (winter population).

Line | Description | Calculation
21 % population - hosepipe restrictions population hosepipe restrictions x 100
total population (winter)
22 % population - drought orders population drought orders x 100
total population (winter)
23 % population- sprinkler/unattended population sprinkler/unattended
hosepipe restrictions hosepipe restrictions x 100

total population (winter)

Line | Value Calculation
21 0.0% 0x100

Table 2 Line 20
22 0.0% 0 x 100

Table 2 Line 20
23 0.0% 0 x 100

Table 2 Line 20

The reliability assessments of “A” are based on the established procedures for the making
of any order to prohibit or restrict the use of water. The accuracy assessments of “1” are a
reflection that none of the population was affected by restrictions during the report period.
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Hose pipe restrictions
Area affected None

Population affected (000s) 000.0
Date imposed N/A
Date lifted N/A
Total duration (weeks) N/A

Sprinkler/unattended hosepipe restrictions
Area affected None

Population affected (000s) 000.0

Date imposed N/A
Date lifted N/A
Total duration (weeks) N/A
Licensed users n/a*

*n/a — company does not operate a sprinkler license
system

Future Reporting

Northern Ireland Water will continue to develop a series of revised DG4 procedures which
clarifies the reporting requirements and definitions and the responsibilities of those involved
in the reporting process. An Information Management Systems project Board and team is
continuing to consider further development of existing reporting systems to capture DG4
events on a standalone basis. This will provide a more detailed breakdown and audit trail of
areas affected if any restrictions are not applied Province wide.

The following documents outline in more detail the monitoring and recording processes that
are currently in place:

1. NIW — DG4 Procedures May 2021

2. Water Shortage Management Process Guidelines 2019

3. DG4 — Recording of Affected Populations and Durations for AIR21
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Annex A - Line Methodology for Table 2

Line 1 — Total Connected Properties at Year End

The total number of properties (domestic and non-domestic) connected to the distribution
system at the end of the 2020/2021 reporting year. This includes properties, which are
connected but not billed (for example, temporarily unoccupied), but excludes properties

Section 2 Chapter 2
Page 35 of 35

which have been permanently disconnected (for example logical demolitions).

This figure is calculated from the Rapid Property Summary for AIR21 (dated 31st March

2021) as attached.

RPS March YE
2021.xlIsx

Total Connected properties at Year End AIR21
Non-Household Unmeasured 14565
Non-Household Measured 77434
Household Unmeasured 748060
Household Measured — Not Charged (test meters) 39
Household Measured 49068
Household Measured — No meter 0
Household Site Meters 3727
Household Unmeasured — Not Charged 17
Total Connected Properties at Year End 892910




NORTHERN IRELAND WATER LIMITED - ANNUAL INFORMATION RETURN

ANNUAL INFORMATION RETURN - TABLE 3 KEY OUTPUTS
SEWERAGE SERVICE - INTERNAL FLOODING (TOTAL)

1 2 3 4 5 6 7 8 9
REPORTING | | REPORTING | | REPORTING | | REPORTING | | REPORTING | [ REPORTING | [ REPORTING | [ REPORTING | | REPORTING
DESCRIPTION UNITS [DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
2012-13 [cG| | 2013-14 [cG|| 2014-15 [ca] | 2015-16 [cG|| 2016-17 [cG] | 2017-18 [cG|| 2018-19 [cG] | 201920 [cG|| 2020-21 [ca
[ A ]pG5 ANNUAL FLOODING SUMMARY
| 1 |Number of domestic properties connected to sewerage system 000 1 | | 623.3| A2| | 628.3| BZ| | 630.03| A2| | 638.1| A2| | 648.6| A2| | 65749| A2| | 66843| A2| | 67741| A2| | 685.0| A2|
(I) OVERLOADED SEWERS
2 |Properties flooded in the year (overloaded sewers) nr 0 189| B3 6| B2 28| B2 3| B2 3| B2 0| B2 7| B2 0| B2 0| B2
3 [Flooding incidents in the year (overloaded sewers) nr 0 189| B3 6| B2 29| B3 4| B2 3| B2 0| B2 0| B2 0| B2 0| B2
4 |Flooding incidents (overloaded sewers attributed to severe weather) nr 0 181| B3 5| B2 3| B4 1| B2 2| B2 0| B2 7| B2 0| B2 3| B2
4a |Properties flooded in the year attributed to severe weather nr 0 181| B3 5| B2 3| B5 1| B2 2| B2 0| B2 7| B2 0| B2 3| B2
5 [Props. where flooding limited to uninhabited cellars only (o/loaded sewers) nr 0 0| B3 0| B2 0| B6 0| B2 0| B2 0| B2 0| B2 0| B2 0| B2
(ii) OTHER CAUSES
6 [Properties flooded in the year (other causes) nr 0 41| B3 55| B2 52| B2 38| B2 47| B2 33| B2 23| B2 24| B2 16| B2
7 |Properties which have flooded more than once in the last ten years (other causes) nr 0 15| B3 26| B2 8| B2 11| B2 21| B2 20| B2 21| B2 24| B2 26| B2
8 [Flooding incidents (other causes - equipment failures) nr 0 15| B3 14| B2 2| B2 1| B2 1| B2 0| B2 2| B2 4| B2 0| B2
9 [Flooding incidents (other causes - blockages) nr 0 22| B3 36| B2 38| B2 34| B2 38| B2 26| B2 17| B2 6| B2 11 B2
10 [Flooding incidents (other causes - collapses) nr 0 4| B3 5| B2 12| B2 3| B2 8| B2 7| B2 4| B2 14| B2 5| B2
11 [Props. where flooding limited to uninhabited cellars only (other causes) nr 0 0| B3 0] B2 0| B2 0| B2 0] B2 0] B2 0] B2 0| B2 0| B2
B |DG5 PROPERTIES ON THE AT RISK REGISTER
(i) SUMMARY
12]2in 10 register at end of year nr 0 30] B3 62| B2 60| B2 59| B2 61| B2 57| B2 57| B2 55| B2 50| B2
13 [1in 10 register at end of year nr 0 10| B3 8| B2 8| B2 7| B2 6| B2 4| B2 2| B2 2| B2 0| B2
14 |Total 1in 10 and 2 in 10 properties on the register at end of year nr 0 40| B3 70( B2 56| B2 66| B2 67| B2 61| B2 59| B2 57| B2 50( B2
15]1 in 20 register at end of year nr 0 153| B3 120| B3 108| B2 94| B2 89| B2 73| B2 65| B2 62| B2 58| B2
15a|Potential risk of property flooding identified requiring further investigation to assess at risk category nr 0 0| B2 0| B2 0| B2 1| B2 2| B2 0| B2 1| B2 2| B2 0| B2
16 [Props. on the register which have not flooded in the past 10 yrs (excl. severe weather) nr 0 32| B3 33| B3 23| B2 22| B2 27| B2 26| B2 11| B2 19| B2 22| B2
17 |Properties which have not flooded internally but suffer restricted toilet use (RTU) nr 0 0| B2 0| B2 0| B2 0| B2 0] B2 0| B2 1| B2 1| B2 1| B2
(iii) ANNUAL CHANGES TO 2 IN 10 & 1 IN 10 REGISTERS
22 |Removed by company action nr 0 1] B3 3| B2 18| B2 3| B2 3| B2 6| B2 4| B2 1| B2 10{ B2
23 |Removed because of better information nr 0 2| B3 0| B2 0| B2 2| B2 1] B2 0| B2 2| B2 0| B2 2| B2
24 |Added because of better information (actually flooded) nr 0 16| B3 33| B2 0| B2 3| B2 3| B2 0| B2 1| B2 0| B2 0| B2
25 |Added because of better information (modelled) nr 0 0| A1 0| B2 4| B2 0| B2 2| B2 0| B2 3| B2 0| B2 6| B2
26 |Average capex cost of permanent solutions to 1in 10 & 2 in 10 DG5 problems £000/prop| 1 168.8| B3 233.7| B2 68.5| B2 230.0 B2 32.8| B2 184.5| B2 577.4| B2 56.0| B2 301.0| B2
(v) ANNUAL CHANGES TO THE 1 IN 20 REGISTER
30 [Removed by company action (1 in 20) nr 0 65| B3 8| B2 10| B2 4| B2 4| B2 11| B2 5| B2 0| B2 1| B2
31 |Removed because of better information (1 in 20) nr 0 24| B3 45| B2 16| B2 11| B2 1] B2 5| B2 5| B2 4| B2 3| B2
32 |Added because of better information (actually flooded - 1 in 20) nr 0 53| B3 3| B2 25| B2 1| B2 0| B2 0| B2 0| B2 0| B2 0| B2
33 |Added because of better information (modelled - 1 in 20) nr 0 0| A1 17| B3 4| B2 0| B2 0| B2 0| B2 2| B2 0| B2 0| B2
34 |Average capex cost of permanent solutions to 1 in 20 DG5 problems £000/prop| 1 45.1| B3 143.6| B2 80.9| B2 272.9| B2 38.8| B2 216.6| B2 482.1| B2 0.0( B2 593.8| B2
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Table 3 - Key Outputs — Sewerage Service — Internal Flooding

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

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 AIR21 methodology has remained consistent with previous years — using the automated
Property Model tool to populate Table 3 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 19/20 reporting year the CSD Services MI & 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 2021/22.

Customer/Property information is updated through:
e BAU (‘business as usual’) customer contacts, such as new connection requests,
customer move in/move outs, or
e 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.

Data on population continues to be obtained from Northern Ireland Statistics and Research
Agency (NISRA), adjusted for the winter months based on information published by the
Department for Economy (DFE) and the Central Statistics Office (CSO), Ireland.

The difference between the AIR20 and the AIR21 figure is 7,899. The breakdown can be
explained as follows;

1. New Connections during the 2020/21 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 PC15 forecasts, however we have noted a downturn and will review
mid-year (during the draft Principle Statement) to ascertain if projections should be
changed.
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2. As aresult of a customer contact, e.g. 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
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 CSD Services is responsible for
the property standing data held by NI Water; this is monitored and managed through the
Property Information Group (PIG). The CSD Services M| & Data Team chair this group.

The role of PIG is 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 PIG 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 CBC Data
Validation (Phase 1, Phase 2, Phase 3, 105 Days DV)
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
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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) & Principle Statement (PS) returns.

4. Challenge the data in the areas of

a. Data categorisation & structure

b. Data robustness — i.e. where is our data good and where is there opportunity
for improvement? ldentify 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.

NS

The COVID 19 pandemic has caused delays to our 20/21 plans, however our aim for
2021/22 remains the same with continued focus for PIG including analysis and action on:
e Volume of properties coming onto the Rapid billing system on a monthly basis
O new connections
0 customer contact
0 project work
e Volume of properties coming off the Rapid billing system (demolished)
0 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
o In particular, address fields -> building number, street name, town and
postcode
o0 sampling to identify if the data changes are data improvement or data
regression
o if data regression, further analysis into the process is undertaken
e Review of access privileges
o Rapid audit
o0 Through monthly audit samples
o Internal CRs require sign off from PIG as BAU
o Working with Echo to review access privileges on an ongoing basis
e Interruptions to supply notices — returned mail
o This returned mail was brought to the attention of LPS and include
properties that LPS have classified as live properties despite being
returned as ‘no such address’ etc.
o The 2 way communication with LPS will help underpin our governance
work and provide direction to the business on practices

The PIG Strategy for 2021/22 will include the following:
e New Connections - A push to move to on-system reporting following the Business
Improvement New Connections Review
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e Further use of Powerbase — We currently use Power Bl to create and issue the
monthly Rapid Property Summary (RPS) and will continue to explore the use of
Power Bl in other aspects of our property work throughout 2021/22

e Rapid-POINTER Reconciliation - follow on actions to be worked through and benefits
realised. i.e. Uploading of UPRNs from POINTER where a property can move from
an A match to an A* match

e Continued monitoring of data alignment between systems — Rapid and Ellipse, GIS,
Netbase, Diamond, IMS etc.

e Smart Cities (Belfast City Council Rates Maximisation Project) — Ongoing data
sharing project that commenced in August 19

e Continuation of the 2 way communication with LPS - This will help underpin our
governance work and provide direction to the business on practices that will work
alongside LPS

e Student Accommodation — further case studies on student accommodation re-
development sites. Liaise with Belfast City Council to understand at what stage they
can inform NI Water of properties that are to be re-developed as student
accommodation.

e Test Meters — monitor numbers of ‘retain for review’ meters

e Properties with ‘no water supply’ (no water/well water) — review and validate on a
monthly basis

Annex A details the Line Methodology followed by the figure calculated for Table 3 Line 1.

Internal sewer flooding
Objective/Aim

To maintain a verifiable DG5 register with the aim to provide an auditable method for
identifying the specific properties which are affected by flooding or are at risk of flooding and
the cause of flooding.

Internal Flooding Process

In line with the regulators instructions, an end-to-end review of the internal flooding process
has been carried out. Wastewater Business Unit (WWBU) carries out extensive robust
investigations to determine the cause of every individual internal flooding incident. Any
internal flooding that does not fall into these Flooding Other Causes (FOC) categories is
passed to Asset Performance for them to carry out full Hydraulic Capacity evaluations and
record them under the appropriate sections of the register. The evidence gathered is brought
to an expert panel (the DG5 Panel) who examine the evidence presented for each incident
and govern the addition of properties to and removal of properties from the register. All
properties where actual internal flooding has occurred are recorded in the appropriate
sections of the DG5 register i.e. In the Excluded section: FOC due to Blockages, Collapses,
Equipment Failure or Severe Weather, or on the register in the 1:20, 1:10 or 2:10 Sections.

The register is held on an Oracle database represented on the Corporate Asset Register as
GIS layer on CARtomap. Although the Internal Flooding process is now in place, the process
itself continues to be refined.

Problems as yet Undiscovered

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

Assumptions

For the purpose of AIR21, NIW has assumed that a single incident includes recorded
complaints from the same property on the same day or within three days. ‘3 days’ was
chosen on the basis that a noticeable volume of repeat calls tend to be received within three
days of an incident occurring. There is then a much longer passing of time before calls are
again received from the same locality, suggesting that the original incident has passed and
that the calls relate to a different incident.

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

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

Calculation Process - Lines 2 to 11,15a

Data gathering and calculation is as described below.
Sources/Primary Process

Lines 2 — 11, 15a Properties and flooding incidents

A download of internal flooding records was obtained from the Ellipse system for the period
April 2020 to March 2021 on a month by month basis. Investigations were carried out for
each reported incident and those properties found not to be flooded after investigation, using
information from the Sewer Maintenance Contractor, Flood Incident Report (FIR) Forms,
Field Manager reports, Customer Field Manager reports, modelling provided by Drainage
Area Plan consultant and contacting the Customers directly, were removed. The remaining
properties were recorded as Flooding Incidents.

Sources/Secondary Process

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

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

3. WWBU determines if the cause of the flooding incident was hydraulic incapacity or
flooding other cause, i.e. Blocked Sewer, Equipment Failure, Collapsed Sewer or
Severe Weather. This is done by a number of methods including site visits, concentric
circle surveys, Customer Field Manager reports, customer interviews, field manager
interviews and review of existing incident information. WWBU have also set up a formal
InterDirectorate route to get copies of recorded Customer calls made available for
record purposes.

4. If hydraulic incapacity is confirmed NIW now run a Hyrad Weather radar system report
which is used to determine if the incident is as a result of severe weather (Line 4).

5. These properties were then recorded on a spreadsheet under the appropriate
categories for lines 2, 3, 4, 4a, 5, 6, 8, 9, 10 and 11 using the information gathered
from, the Sewer Maintenance Contractor, Flooding Report Forms, Field Manager
reports, Drainage Area Plan consultant and contacting the Customers directly. All
incidents of internal flooding attributed to severe weather are included in the total in
Table 3 Line 3. A folder of evidence was created for all confirmed cases and this was
brought to the monthly DG5S Panel for approval and addition to the appropriate section
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of the register. At the end of the reporting year this was the data used for AIR 21
returns.

6. The figure for line 7 was obtained by getting a report ran in the DG5 Oracle Database
which holds the information as a DG5 layer in the GIS system.

7. Line 15a relates to properties that have not been fully investigated and categorized

Changes in Methodology over the Previous Year

NIW now have direct access to the MUL Dashboard where all flooding jobs that have been
sent to the contractor and their current status is visible. If the job has been completed NIW
can view the data being provided and if there are any discrepancies they can be addressed
immediately. The Business Unit proactively ensures that the FIR is fully completed by
continual liaison between the MUL Contracts Manager and the Customer and Regulation
manager (NIW) where queries/ problems are discussed and then resolved/ rectified by MUL.
NIW has set up formal quarterly meetings with the Head of Function, the Business unit
Manager, the Customer and Regulation manager and OCMC (Operations Contract
Management Centre) (all NIW) and the MUL Contracts Manager to ensure all parties are
fully aware of what is happening. On any alleged internal flooding incident where there is
ambiguity, the Customer Field Manager attends to resolve the issue. WwBU also complete
a monthly quality report to OCMC (Operations Contract Management Centre) which is used
to assess if the contractor is penalised for not providing accurate data.

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

Every reported incident of internal flooding is thoroughly investigated and cross-checked
with the returned Flooding Incident Report Forms, Operations Staff, Customer Field
Managers and the Customer where appropriate. Due to the extensive checking by the
Business unit the data is then recorded in the appropriate lines therefore the confidence
grade on the figures reported for lines 2, 3, 4,4a, 5, 6, 7, 8, 9, 10, 11, 15a is deemed to be
B2.

Lines 12 - 34 DGS Properties on the at Risk Register and Annual Changes
PC15 Outputs Year 6

The PC15 Business Plan included a target for removal of properties from the DG5 Internal
Flooding Register by company action, which was 62:

The number of removals achieved in 20/21 was 11.

Belfast DG5 Appraisal

. , Belfast, BTO Il (2 in 10)
. , Belfast, BT |l (2 in 10)
. , Belfast, BT |l (2 in 10)
. , Belfast, BT |l (2 in 10)
. , Belfast, BT |l (2 in 10)
. . Belfast, BTO [l (2 in 10)
. , Belfast, BT |l (2 in 10)

Upgrade 85 metres of sewer to 600mm diameter adjacent railway using open trench and
micro-tunnelling techniques.
94 metres of 375mm diameter cure in place sewer liner.

Scheme cost £1,115,000. ESL was 57% = £635,550.
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The original Business Case was for repairs on main sewer, with further work being carried

out to enable the 7 properties to be removed from the DG5 Register. This is the reason for
the original Business Case estimated price to increase to £1,115,000.

K Flood Alleviation
. , Ballymena, BT42 (2in10)
. , Ballymena, BT42 (2in 10)
. , Ballymena, BT42 (2in 10)

The requirement is to provide 850 cubic metres of storm storage in a tank located at the
edge of existing playing fields atm Ballymena. The combined sewer system
would have overflows which would spill to the tank in significant storm events with a pumped
return to the sewer system when levels subside. The scheme also requires some associated
sewer upgrading and rerouting.

Scheme Cost £2,473,000. ESL was 96% = £2,374,000

KL- Upgrade of Vacuum Sewerage Network and Foul Vacuum Station.
, Limavady, BT49 [} (1 in 20)

This solution would utilise conventional gravity sewerage and pumping stations with transfer
pumping mains to replace the entire vacuum system. This would require extensive sections
of new gravity sewerage and a series of pumping stations to rationalise flows to the current
*QWWPS location where a new submersible WwPS would transfer all flow to F
via the existing pumping main. A schematic of this arrangement is included as an Appendix.

Scheme Cost £3,493,000. ESL was 17% = £593,810.

& A

It should be noted 5 properties were also removed due to better information, giving a total
of 16 properties being removed from the DG5 Register.

, Portadown, BT62 [ (1 in 10)
 Belfast BT12 |} (1in 10)
, Portadown, BT62 (1in 20)
, Portadown,BT62 (1in 20)
, Belfast BT12 (1in 20)
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Additions to the Register
In year 20/21, there was six properties added to the flooding register

. , Belfast, BT9 (2in 10)
. , Belfast, BT9 (2in 10)
. , Belfast, BT9 (2in10)
. , Belfast, BT9 (2in 10)
° , Belfast, BT9 (2in 10)
. , Belfast, BT9 (2in 10)

Properties on the 2 in 10 and 1 in 10 register which have not flooded in the last 10
years.

There are 22 properties on the Register which have not flood in the last 10 years see
uploaded file below.

ol

Line 17 Restricted Toilet use.
There is one property on the DG5S Register at present.

, Londonderry BT48 [} (2 in 10)

The tables below is how the DG5 properties additions and removals are tracked, throughout
the financial year.

Lines 26 and 34 — Average capex cost of permanent solutions

Calculation summary for Lines 26 and 34 regarding average price for properties removed
by company action from the DG5S Register. This calculation is the ESL expenditure
calculation for each of the capital schemes divided by the number of DG5s removed from
each of the categories.
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Mitigation Measures

NI Water normally do not carry out mitigation measures as this programme of work is carried
out by Rivers Agency as instructed by Local Government. In certain case’s NI Water would
fit non-return valves.

Approval of Projects
Approval of all projects for expenditure is approved by the Internal DG5 Panel.

There were no cases of ‘Unknown cause’ of flooding of internal flooding being added to the
DG5 Register in 20/21.

Confidence grades
Confidence grades for lines 12—-16, 22—26 and 30—34 remain at B2.



Annual Information Return 2021 Section 2 Chapter 3
Page 10 of 10

Annex A - Line Methodology for Table 3

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

The total number of domestic properties (including voids) connected to the sewerage system
at the end of the reporting year (315 March 2021).

This figure is based on the 315t March 2021 Rapid Property Summary for AIR21, as
attached.

ey

RPS March YE
2021.xlIsx

The figure is the total domestic properties (gross) connected for sewerage (including site
meters as these are not being billed)

Domestic Properties Connected to the
Sewerage System
Total Gross Household Sewerage
Properties

End March 2021

684,964
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ANNUAL INFORMATION RETURN - TABLE 3A KEY OUTPUTS
SEWERAGE SERVICE - EXTERNAL FLOODING (TOTAL)

1 2 3 4 5 6 7 8 9
REPORTING | | REPORTING | | REPORTING | | REPORTING | | REPORTING | [ REPORTING | | REPORTING | | REPORTING | | REPORTING
DESCRIPTION UNITS |DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
2012-13 |CG|| 2013-14 |CG| | 2014-15 'E 2015-16 |CG| | 2016-17 'E 2017-18 |CG| | 2018-19 |CG|| 2019-20 [CG| | 2020-21 |CG

A |ANNUAL FLOODING SUMMARY

(I) OVERLOADED SEWERS
1 [Areas flooded externally in the year (overloaded sewers) nr 0 225| D6 92| D6 117| D6 23| D6 20| D6 15| D6 57| D6 17| D6 12| D6
2 |Curtilege flooding incidents in the year (overloaded sewers) nr 0 97| D6 70| D6 86| D6 17( D6 16[ D6 11| D6 46| D6 17| D6 10{ D6
3 |Highway flooding incidents (overloaded sewers) nr 0 32| D6 23| D6 26| D6 6| D6 4| D6 4| D6 9| D6 0| D6 2| D6
4 |Other flooding incidents (overloaded sewers) nr 0 96| D6 22| D6 20| D6 0[ D6 0| D6 0| D6 2| D6 0| D6 0| D6
5 |Total flooding incidents (overloaded sewers) nr 0 225| D6 115| D6 132| D6 23| D6 20| D6 15| D6 57| D6 17| D6 12| D6
6 |External flooding incidents (overloaded sewers attributed to severe weather) nr 0 29| D6 1| D6 14| D6 6| D6 3| D6 3| D6 41| D6 5| D6 12| D6
6a |Areas flooded externally attributed to severe weather nr 0 29| D6 1| D6 14| D6 6| D6 3| D6 D6 41| D6 5| D6 12| D6

(ii) OTHER CAUSES
7 |Areas flooded externally in the year (other causes) nr 0 3,212| D6 3,348( D6 4,379| D6 3,889( D6 3,819( D6 3,466 D6 4,273| D6 4,515| D6 3,479( D6
8 |Areas which have flooded more than once in the last 10 years (other causes) nr 0 N/C N/C N/C N/C N/A N/C 0[ D6 0[ D6 N/C[ 0
9 |Flooding incidents (other causes - equipment failure) nr 0 19| D6 23| D6 25| D6 19| D6 8| D6 3| D6 4| D6 15| D6 11| D6
10 |Flooding incidents (other causes - blockages) nr 0 3,526( D6 3,293| D6 4,269| D6 3,773| D6 3,543| D6 3,155( D6 3,962( D6 4,044| D6 3,457| D6
11 |Flooding incidents (other causes - collapses) nr 0 31| D6 73| D6 85| D6 97| D6 268| D6 308[ D6 307| D6 456| D6 11| D6
B [AREAS ON THE 1:10, 2:10, 1:20 AT RISK REGISTER

(I) SUMMARY
12]2in 10 register at end of year nr 0 0[ D6 190( D6 212| D6 226| D6 232| D6 237| D6 251| D6 252| D6 239| D6
13|1.in 10 register at end of year nr 0 213| D6 7| D6 20| D6 20| D6 20| D6 20| D6 20| D6 28| D6 17| D6
14 |1in 20 register at end of year nr 0 0[ D6 16| D6 84| D6 86| D6 87| D6 87| D6 87| D6 88| D6 83| D6
15 |Total on the 1:10, 2:10, 1:20 register at end of year nr 0 213| D6 213| D6 316| D6 332| D6 339| D6 344| D6 358| D6 368| D6 339| D6
15a| Potential risk of property flooding identified requiring further investigation to assess at risk category nr 0 N/C 0| D6 N/C N/C N/A N/C N/A 0| D6 N/C| 0

(iii) ANNUAL CHANGES TO 1:10, 2:10, 1:20 REGISTER
20 |[Removed by company action (external only) nr 0 0| A1 0| A1 0| A1 0| A1 1] A1 0| B2 0| B2 0| D6 0| A1
21 |Removed by company action (external linked) nr 0 0f A1 0f A1 0f A1 0f A1 0f A1 2| B2 0f B2 0[ D6 0] A1
22 |Removed because of better information nr 0 0| A1 113| A1 0| A1 0| A1 0| A1 2| B2 0| B2 0| D6 0| A1
23 |Added because of better information (actually flooded) nr 0 213| A1 113] A1 103| A1 16| A1 7| A1 9[ B2 14| B2 10| D6 6] A1
24 |Added because of better information (modelled) nr 0 0| A1 0| A1 0| A1 0| A1 1] A1 0| B2 0| B2 0| D6 0| A1
25 |Transferred from external to internal register nr 0 0f A1 0f A1 0f A1 0f A1 0f A1 0f B2 0f B2 0| D6 0] A1
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Table 3a - Key Outputs — Sewerage Service — External Flooding

Introduction

The processing of external flooding incidents has continued as it did in year 2019-20. The
in-house resource devoted to this processing and analysis continues to be extremely limited.
As a consequence, the process continues to be heavily dependent upon the accuracy of the
information provided by the external maintenance contractor. Throughout the year, analysis
of external flooding incidents is based upon monthly spreadsheets and Flooding Incident
Report sheets, submitted by the external maintenance contractor. Each incident which is
classified by the contractor as potentially ‘hydraulic’ — i.e. which does not have an ‘other
cause’ identified - is subject to an investigation by the Asset Performance section. The
investigation will either recommend that the incident is confirmed as hydraulic, or
recommend that the incident is excluded.

Each incident is classified by the contractor as affecting one of curtilage, highways or ‘other’.
An analysis is carried out to define the total number of areas affected. Those incidents
classified by the contractor as ‘other causes’ are defined, (by the contractor), as due to one
of ‘equipment failure’, blockage or collapse.

Lines 1-11 - Annual Flooding Summary

The analysis of external flooding incidents is summarised in the spreadsheet ‘Reported
External Flooding for 2020-21; the figures within Table 3a have been transferred from that
spreadsheet.

The total number of ‘overloaded sewers’ incidents for the year 2020-21 was 12.

The total number of ‘other causes’ incidents has decreased from 4515 in 2019/20 to 3479,
in 2020/2021.

As there is reliance upon the information supplied by the external contractor, a low
confidence grade, of D6, continues to be attached.

Line 8 — Areas which have flooded more than once in the last 10 years (other causes)

This line cannot be populated as the processing of external incidents has only been properly
executed for eight years.

Lines 12-25 - At Risk Register

The total number of areas, on the Register at the start of year 2020/21 was 368.

However, a deep cleanse of the Register, in 2020, reduced this to 333. (By removal of
duplicated incidents)

The processing of external flooding incidents has continued as it did in year 2019/20,
resulting in 6 areas being added to the Register, in the assigned categories (2 in 10, 1in 10,
1in 20).

This brings the total number of areas on the Register to 339.

Capital schemes which address external flooding only, are in general, not funded — hence
no properties were removed by company action.

As the primary input to the register is the processing of annual flooding incidents, the same
confidence grade (D6) is assigned.
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Copy of External
Master 20-21xls
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ANNUAL INFORMATION RETURN - TABLE 4 KEY OUTPUTS
CUSTOMER SERVICE - 1 (TOTAL)

1 2 3 4 5 6 7 8 9
REPORTING | | REPORTING || REPORTING | [ REPORTING | [ REPORTING | [ REPORTING | | REPORTING | | REPORTING | | REPORTING
DESCRIPTION UNITS (DP YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR YEAR
2012-13 [CG|| 2013-14 [CG|| 2014-15 |CG| | 2015-16 |CG|| 2016-17 |CG| | 2017-18 |CG|| 2018-19 |CG|| 2019-20 |CG|| 2020-21 [CG
A [DG6 RESPONSE TO BILLING CONTACTS - GENERAL
1 |Total billing contacts nr 0 77,051| B2 78,463| B2 75,545| B2 75,490| B2 77,698| B2 71,409| B2 77,016| B2 53,942| B2 42,975| B2
2 [Number dealt with within 5 working days nr 0 77,118 B2 78,398| B2 75,520| B2 75,462| B2 77,679| B2 71,386| B2 77,010| B2 53,928| B2 42,968| B2
3 |Number dealt with in more than 10 working days nr 0 26| B2 30| B2 9| B2 11| B2 4| B2 5| B2 3| B2 4| B2 4| B2
4 |DG6 Percentage dealt with within 5 working days % 2 100.09( B2 99.92| B2 99.97| B2 99.96| B2 99.98| B2 99.97| B2 99.99| B2 99.97| B2 99.98| B2
5 |Percentage dealt with in more than 10 working days % 2 0.03| B2 0.04| B2 0.01| B2 0.01] B2 0.01| B2 0.01| B2 0.00| B2 0.01| B2 0.01| B2
B |CONNECTED PROPERTIES
6 |Number of properties connected for water supply only nr 0 152,771 A2 155,064| B2 157,260 A2 160,991 A2 163,246| A2 A2 165,152 A2 165,133 A2 165,