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Performance Reporting

N\ We are regulated by the
Essential Services | e

CommiSSion (ESC) July 2004 | Decision Paper
A\ The ESC is an Economic and
Performance regulator PERFORMANCE REPORTING

REGIONAL BUSINESSES

N\ Performance Reporting
Framework has been in place
since 2004

Telephone 61 3 0851 1222
Facsimile 613 D651 3688
reception@esc vic.gov.au
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Regulated KPIs

N\ ESC approves our ‘standards and conditions of service
and supply’ — i.e. regulated KPIs

N\ Regulated KPls are set out in the ‘Customer Service
Code’

N CWW has 21 regulated KPIs:

« Water supply reliability (14)
« Sewerage service reliability (5)
« Customer service (2)

A 5 year time horizon
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Water

City West Water

Service standand 201314 201415 A0is-1e  A0Me-IF  20UFI8
Water

Unplanned water supply interruptions (per 100km} 428 42 8 425 428 42.8
Awverage time taken to attend bursts and leaks (priority 1)

{minutes) 232 232 23.2 23.2 3.2
Average time taken to attend bursts and leaks (priority 2}

{minutes) 323 323 323 323 32.3
Awverage time taken to attend bursts and leaks (priority 3)

{minutes) 208 208 208 208 209
Unplanned water supply interruptions restored within 5

hours (per cent) 851 B5.1 951 a8.1 gh.1

Planned water supply interruptions restored within 5 hours

[per cent) g5.4 854 954 o5.4 o5 4
Average unplanned customer minutes off water supply

[minutes) 28 28 28 28 28
Average planned customer minutes off water supply

{minutes) 54 8.4 8.4 8.4 B4
Average frequency of unplanned water supply interruptions

{number) 0.128 0.188 0.158 0188 0188
Average frequency of planned water supply interrupticns.

{number) 0.08 0.06 0.06 0.08 0.0&
Average duration of unplanned water supply interruptions

{minutes) 140.1 140.1 1401 140.1 1401

Awverage duration of planned water supply intemuptions

{minutes) 137.4 1374 1374 1374 1374
Mumber of customers experencing more than 5§ unplanned

water supply interrupiions in the year (number) a a 0 1] o

Unacoounted for water (per cent) 56 8.6 8.6 8.6 BG
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Sewerage, Customer

City West Water

Service standavd 2013-14  2004-15  AiE-16  A0fe-IF ATIE
Sewerage

Sewsrage blockages (per 100km) 238 23.8 238 238 238
Average time to attend sewer spills and blockages

(minutes) 275 275 275 75 75
Average time to rectify a sewer blockage (minutes) 126.1 126.1 128.1 12681 1261

Spills contained within 5 hours (per cent) 100 100 100 100 100
Customers receiving more than 3 sewer blockages in the

year (numkber) o 0 i} i} o
Customer Service

Complaints to WOV [per 1000 customers) 0568 0.56 0.56 0.56 0.56
Telephone calls answerad within 30 seconds (per cent) BOD.G 50.6 g80.6 530G 840G

City West Water




Performance reporting
Framework

N\ Water businesses report KPI data annually
N\ Performance data is independently audited
N\ The ESC prepares and publishes:

* Annual Statewide performance report
« A summary document for each business

s
% n.k“;’g/’m,‘
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Guaranteed Service
Level (GSL) Scheme

A CWW has an ESC approved “GSL” Scheme

A Payments made to customers when approved
service levels are not met

A We have 7 indicators under the scheme
A Payments to customers are automatic

Guarantes

City West Water



CWW GSLs

City West Water

Approved service level abligation Apovoved payment
L)

Unplanned water interruption restored within 5 hours of notification a0

Mo more than 5 unplanned water intermuptions within any 12 monith 0

pericd

Mo more than 3 sewerage intermuptions within any 12 month period a0

Sewerage interruptions restored within 5 hours |l

Sewage spill contained within 5 hours of notification 1000

Sewage spill im a house, causad by the business or a failure of the 1000

business’ system(s), contaimed within 1 hour of notification

Mot restricting the water supply of, or taking legal action against, a

residental customer prnor to taking reasonable endeavours (as

defined by the Essential Services Commission) to contact the 300

customer and provide information about help that is available if the
customer is experiencing difficulties paying




Who we report to

A In addition to the ESC, we report data to:
 Australian Bureau of Statistics
« Department of Primary Industries and Environment
* Department of Treasury and Finance
« Bureau of Meteorology
« National Water Commission
« State Parliament (annual report)

City West Water



Water Planning

N\ The ESC reqgulates our expenditure and prices
N\ 5 yearly ‘Water Plans’ set out our proposed levels of
service and expenditure to deliver those services
* Includes proposed KPIs
N\ We undertake extensive consultation

[} .Q
. Price Review 2013-2018
City West Water




Water Planning

N\ Relationship between cost to serve and level of service

N\ Key concern is to optimize quality of service and cost to
serve

/A We aim to maintain the same level of service at lower
cost

A We seek efficiencies where ever we can

City West Water



Water Plan Consultation

A Consultation Draft Water Plan 2012:

“‘Increasing our current level in service
would add extra cost to the business which
would be passed onto our customers in
Increased prices.

Rather than do this, our objective is to keep
the level of service the same and focus on
Improving efficiency to keep our costs and
hence prices as low as possible.”

City West Water




Business Planning &
KPIs

A 5 Yearly Water Plan

A Annual Corporate Plan with targets:
* Reqgulated KPlIs
* Other business KPIs
* Financial targets

A CWW departmental budgets

A Data collection and reporting
City West Water




KPIs
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Monthly Reporting of Performance

WHAT
- Selected measures in business areas of importance Fm————%) Key Financials

- Operational Performance Water Services
Interruptions/100km

- Customer Service_ Level Breaches Response times
- Health and EPA Licence compliance Interruption times
- Explanatory Notes for adverse performance Non-Revenue water
Sewerage Services
Blockages/100km
HOW Response times
- Performance against targets Spill containment
- ESC (Essential Services Commission) agreed Water Plan targets ©US(Omer services
S Call answering times
- CWW targgts and to!erable ovgr-'Farget limits Complaints
- Colour coding for quick appreciation Water Quality
OH&S
WHEN EPA Licences

- Monthly, Quarterly and Annual
- Performance is reported as this month or YTD
- For the same period last year

Auditable

City West Water




Monthly Reporting of Performance

[ SECTION 1 BUSINESS OVERVIEW |

Priority 1 bursts responded to within 1 hour (3% (w) '
0.6 | Average time to rectify water faults (days) (w} 07 [1Rx] 1.1 L
‘Gross Margin ($m) 34 | Water main breaks {per 100km) (w) 23 37 48 '
3.4 | Profit Before Tax (Sm}) - N o
0.4 | Return on Equity (3) 92.3 | Interruptions to sewerage services restored within five hours (%) 100.0 874 a7 +
58.0 | Gearing - Debt/(Debt + Equity) (%) 100.0 | Sewer spills withim a house contained within one hour of notification (%) 100.0 100.0 100.0 L
2.2 | Interest Cover (profit) (times) s -
7.8 | Operating © (sm) 82.1 | Telephone calls to OCC answered within 30 seconds (%) 37 g2a 1.7
7-3 | Capital Expenditure (Sm) - 100.0 | Customer correspondence responded to within 10 working days (% 1000 | 1000 | tooo | o
2,360 | Debt > 80 days (§ '000) 3806 | 3,900 pon ng days (%)
i 0.03 | Sewer spills per 1000 properties (w) 0.08 o.or 0.12 L
[T - Favourable against Target [P - Unfavourable against Target. Water quality complaints (per 1,000 customers) -
Water Mumber of customers receiving 3 sewer blockages in a year (w) L
0 | MNo. cust. receiving 5 unplanned water supply interrupticns in a year (w) [ nia 360 L
3.2 | Unplanned water supply interruptions (per 100km) (w) 22 33 4.2 100.0 | Response to sewer spills (% within 1 hour) 100.0 n'a 100.0 +
18.4 | Average time taken to attend bursts and leaks (priority 1) (min) (w) 188 232 245 0 | Spills due to pump station equipment failure (No.) o nia ° _
. o . 1.17 | Non-food waste customers non-compliant with trade waste agreements (%) 1.01 nia =20 +
26.6 | Average time taken to attend bursts and leaks (pricrity 2) (min) (w) 287 323 BT 0 | Lost time injuries (No.) 0 nla o v
152.6 | Average time taken to attend bursts and leaks (priority 3) (min) (w) 151.7 200.0 3138 Uncertificated leave X
ATP Compliance with EPA Licence discharg <
88.7 | Unplanned water supply interruptions restored within 5 hours (%) (w) 100.0 251 853
100.0 | Planned water supply interruptions restored within 5 hours (%) 238 254 83.2
14 | Average unplanned customer minutes off water supply (min) (w) 1.0 23 28 Microbiological -
. N 100.0 | E. cofi less than 1 organism per 100ml (%) -
0.2 | Average planned customer minutes off water supply (min} D2 0.7 ne Disinfection by-products |
0012 | A g of I, d water supply interruptions (number) (w} 0.009 0.016 0.023 100.0 | Chloroacetic acid = 0.15mg/L drinking water (%) 100.0 nla 100.0 v
D.007 | Average frequency of planned water supply interruptions (number) 0o01| o0005| o008 100.0 | Dichloroacetic acid < 0.10mg/L drinking water (%) 100.0 na | 100.0 SRS
. B B . 100.0 | Trichloroacetic acid = 0 .10mg/L drinking water (%) 100.0 nla 100.0 v
114.1 | Average duration of unplanned water supply interruptions (min} (w) 1136 140.1 131.8 - o
100.0 | Trihalomethanes = 0.25mg/L drinking water (%) 100.0 n'a 100.0 L
136.4 | Average duration of planned water supply interruptions (min} 135.1 137.4 144.7 Aluminium based chemicals -
0 | Mo. cust. experiencing »5 unplanned water supply interruptions in a yr (w) 1] a T2 100.0 | Aluminium = 0.2 mg/L drinking water (acid soluble) 100.0 nia 100.0 v
2.2 | Unaceounted for water (%) (w) 83 8.8 97 Other parameters L
Turbidity (85%ile of mean = 5.0 NTU il
Sewerage
1.8 | Sewer blockages per 100km (w) 1.4 22 24
Compliance with class A water quality targets (%
24.3 | Average ime to attend sewer spills and blockages (min) 238 275 280 1000 Comlied g e & o
121.2 | Average time to rectify a sewer blockage (min} 1255 1268.1 136.2
100.0 | Spills contained within § hours (%) 100.0 100.0 100.0 Compliance with class B EIP quality targets (%)
0 | Mumber of customers receiving more than 3 sewer blockages in a year [i] [a] o Complied with 4/4 para
Customer Service
) Within ESC targe :
0.052 | Complaints to EWOV (per 1,000 customers} 0.047 0.045 0.045 ; Within ESC target, within CWW ranges. outside the CWW target
91.2 | Telephone calls to Contact Gentrs answered within 30 s=conds (36) 28.2 20.6 20.6 - i ithi and CWW range
81.8 | Telephone calls to CAMS answerad within 30 seconds (%) 842 80.8 808
City West Water




Monthly Reporting of Performance

[ SECTION 1 BUSINESS OVERVIEW |

KEY FINANCIAL RESULTS

Gross margin

Gross margin was lower than expected due mainly to lower than expected sewage disposal charge
revenue (from an over-accrual) as well as higher than expected bulk water purchased and bulk sewage
discharged in July. This was partly offset by higher than expected water usage revenue and trade
waste revenue.

Return on equity
While return on equity iz above in July, it is forecast to be slightly lower than budget at year end due

mainly to the revaluation increment agsociated with CWW’s infrastructure assets as at 30 June 2014.
Budget for 2014/15 was set prior to the finalisation of the revaluation.

ESC REGULATED STANDARDS — Approved Service Standards

Complaints to EWOV (per 1,000 customers)

EWOV complaints are those raised when customers are dissatisfied with City West Water's service.
Assisted referrals which are approximately 90% of all EW OV complaints are those where a customer
has alleged to have contacted CWW and iz not satisfied with our response. EWOV refers the customer
back to us for the chance to resolve the issue._

The top three reasons for complaints are:
1.) Policies and procedures — e.g. a customer not happy with a CWW process that would have
been advised or followed during the customer's previous interactions with CWW.
2) Metering — e.g. a customer disputing metering information.
3.) Charges and fees — e.g. a customer disputing service charges.

BUSINESS STANDARDS

Uncertificated leave

The number of sick leave days per employee without cerificate for July is slightly over target. People
Strategy and Change will continue to work with relevant managers and departments to monitor this
target.

City West Water




KPI's focus business activity, resourcing and

performance

Programs (renewal, leak detection,
condition monitoring and preventative
maintenance)

Quality of maintenance practices
Asset (age, location, condition,
material, pressure)

Influences:
Mumber of jobs in system
Location of Works (CBD,
outer)
Resource numbers {time
of day)
Timeliness of job and
data input

Linkages between Water KPI -
Burst Leaks and Unplanned
Water Interruptions

Third party damage —
Weather Priority 1
bursts
. (priority 1 onky)  \responded to
Water main CIET 2 ithin 1 ho
breaks per . [ taken to attend o -
100km "\ bursts and leaks nfluences:
(all priorities) Faulty meters
Water theft
Air scouring
Influences: Maslnwsaf:;::;ny
Monitoring and testing ¥
Programs
Third Parties (MW, »Average time
Hydrant Users) »  torectify
Recharge of Water mains| water faults

nplanned
water supply

Influences:

Job size (large main, replace full
length)

)

Resource allocation (time of day)

"

Other authority assets

Standard Practice : e g
»
1 Number »  unplanned
Customers e water supply Average
experiencing more \q, . gind) Num‘b‘er_ nterruptions unplanned
" of customer

water supply
emuptions in t

experiencing 5

A; rage

inutes off water)
supply

Average ear d ‘-‘“Pl'im:";“'ar;rf
: frequency of "'"’I: mw:r
Focus on HSOB unplanned - ...
Special needs TR Influences:
customers LTI Size of shut off
block

City West Water




Set“ n g Targ etS ESC - targets set for each Water Plan & used for each year of the

Water Plan
CWW-target and Tolerance — set annually based on long term average;
sometimes there is a need to argue against the calculated value

Average time taken to attend bursts and leaks (priority 1)
30

25

20

I Average time taken
(priority 1)
== [irst Reg Period Target

=
92}

=== Second Reg Period

Target
== «=Third Reg Period

Target (Calc'd)
= | oNng term average

minutes

-
o

== == -] Standard Deviation

I N N I 0N O N 0 O O 9« ~ N < N O N o0
O O 0 0 0 00 0 OO0 d d g d d - a9 a9 -
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O O O 0O oo oo oo o d 4 9 A A A « -
8 Year
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Collecting data for reporting
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Collecting data for reporting

& @

634062

I Main I Notes ‘ Work Orders ‘ Related SRs ‘ Additional Callers | Worldlow Hist. _ JOb detai |S Ca’ptu red
e, ooz | into Focus

Unit # Street # Street Name Type  Description
Problem Location /] 25 PEARL ST burst in n/strip -
Suburb / Town NIDDRIE Postcode 3042 water 3.00 offset
Other Location Z gas2.1opp side to water
ys Ref 2842 Municipality MOON | 5

| Burst Water Main L]
Burst Water Main 634062

Property Validate Property validated Reported SR Type |EURST

GIS Assessed SR Type BURST

i @

Customer D | 12181404110 ey 1014041 st F1441 (3= R O Main | Notes ‘ Work Orders | Related SRs | Additional Callers | Workflow Hist.
Sensitivity Level | Type | | SR Date [ Time 5/08/2014  |¥]4:46:53 A Questionnaires| Event Hist | Assign Hist| Audit Hist|
Parent SR () ] Group Name
Total items: 15
Workflow
° Event Actual Date ~ Due Date Created By
Response Priority 1 (1 Hour) - Assigned To | Closed Jobs =D Dispatched 5/08/2014 04:47:35 AM cooleycl 4
Expected Resp. Time [5/08/2014 | [5:46:53 AM | Actual Resp. Time |5/08/2014 5:05:28 AM | Accepted 5/08/2014 04:50:54 AM trevordl E|
Expected Resol. Time [5/08/2014 z| 9:46:53 AM Actual Resol. Time [5/08/2014 10:46:20 AM | En Route 5/08/2014 04:51:03 AM trevordl
D |5f03f2014 5:46:53 AM | Event Closed - On Site 5/08/2014 05:05:28 AM trevordl
Exp. Time in Event | | Assessed 5/08/2014 05:14:21 AM trevordl
e cinninns.s st
Event
Field Unit| | Lat | | Long | | Live
Actual Event Date /Time | I~ |
Time Due | x| |
Team
Job activity date -

City West Water




Collecting data for reporting

Reports from Focus are available through CWW's intranet, The Tank.

Reporing » default

Engineering Reports

CorpTank eHUB Projects InfnTank AnnTank HaolnTank
| fé Report Viewer | |

Engineering Overview - -
Report Explorer Report Detail Al - Date Selection  Last Month -
Office of the General

Mal‘lager Home - (}CC Month E[‘Ld R_eportmg Start Date 1/08/2014 m End Date 31/08/2014 m
Alternative Water CWWRETO0Z? G=l PlanSHre E 4 4 =z of2 bkl 100% - Find | Next Select a format w Export & =
Operations Produces a summary of all service requd U 7
Engineering = X
g CWWRPT003 Gsl planpeakhrs = 01 Aug 2014 to 31 Aug 2014 /i
Transformation Produces a summary of all service requg] CIty weSt water - N N 4 [
Network Operations > Customer Contract & : fepanss repare All Data
. CWWRPFTO04 Rebate Report E Priority 1 26.3 720
Operations Research Produces a list of service requests that i Water Performance 12 Sep 2014
. ; Priority 2 42 1440
Project Delivery CWWRPT007 Bursts And Leaks £3 report Priority 3 357.9 7200 o Cly Yesh Yeter "
Standards and Design This Report is used to extract Bursts and) -
directly from the Focus Database, and is
Calendar . .
- Bursts And Leaks Summary Data

Priority No# No Jobs Jobs with Response  Response L ETE Repaired Repairdin  Repaired in Repaired in
Jobs With Response  Total Average Total Average 0-12 0-24 0-120
Exceptions Achieved Minutes Minutes Minutes Minutes Hours Hours Hours
719.36 10995.89 476.08
18 8 12 674.38 3747 7089.26 393.85 17 17 18
80 25 61 21590.59 269.88 150776.22 1884.70 22 34 80

Report data is transferred I
to management reports. |

Breakdown of Bursts & Leaks

City West Water
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Developing new KPIs

Why: In response to a change in business conditions.
Consider a KPI on Energy Consumption.

« Higher energy tariff

« Higher consumption

« Climate Change initiatives

Research
What are our peers doing?
What are similar industries doing?

Developing Measures

What makes sense to measure?

What would be the “over-time” impact on the measure?
How would we make the measure time-independent?
Could energy sources change?

Consider/Propose
A measure based on energy equivalent units per volume
for each total end-use group

120,000,000

100,000,000

80,000,000

60,000,000 -

40,000,000

20,000,000

o
2013-14 2014-15 2016-17

2017-18 2018-19 2019-20 202021

2021-22 2022-23

= Other

HRavenhall

maltona Stage 2

= Contractor fleet

HCWW fleet

mWerribee Salt Reduction Plant
®Head Office

mSunshine Sewer Mine
HAltona Recycling

maltona Wastewater

HStormwa ter

Energy generated as proportion of energy consumed
Can it be measured?
What systems are required to capture, store and report

City West Water




Thank You




