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Executive Summary
Irish Water (IW) is a publicly owned, regulated, commercial State utility with responsibility for
the operation and maintenance of the national water and wastewater assets. It was
established in 2014 to provide safe, clean, affordable and environmentally compliant water
and wastewater services to households and businesses connected to the public networks.
IW supplies drinking water to approximately 80% of the general public (3.3m people), with the
remainder supplied by group water schemes and private wells. This is delivered through some
1,000 separate water supply areas and involves the abstraction, treatment and delivery of
c.1,700 million litres of drinking water each day. IW also collects wastewater from over 1,000
separate communities connected to the wastewater network (wastewater zones known as
“agglomerations”). We treat c.1,200 million litres of wastewater daily, before we discharge it
back into our rivers, harbours and coastal areas.
IW’s operations include several thousand water extraction points, treatment plants, pumping
stations and wastewater discharge points, c.63,000km of mapped water pipelines and an
estimated c.25,000km of wastewater pipelines. In the period 2014 to 2019 (covering the
regulated revenue controls of IRC1 and IRC2), IW invested c. €3.8bn in Ireland’s water and
wastewater asset base, delivering substantial benefits to our customers, the environment and
to the national economy. In addition to prioritising investment in the performance of our assets,
we are also developing national data management systems to improve the accuracy of our
regulatory reporting capability.
This is IW’s fifth Performance Assessment report (PA5). As agreed with the Commission for
Regulation of Utilities (CRU), in this report we provide the following updates:
•

Metrics we are currently reporting on - data updated to the end of 2019, with the
exception of some of the Environmental Performance data up to end of July 2020.

•

Metrics we are not currently reporting on - status update, to the end of June 2020, of
reporting processes, systems, pilot studies etc. that are currently being developed.

IW has developed a Red / Amber / Green (RAG) status for each of the performance
assessment metrics. The RAG status definitions for the first four published PA reports are set
out in table 1 below. The RAG status assigned to a metric relates to data availability and is not
a rating of IW’s performance on that metric. Each of the metrics have been reviewed and the
RAG categorisation is based on its current reporting status.
There are a total of 19 metrics in place, which are classified into the following subsections:
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•

3.1: Customer Service

•

3.2: Environmental Performance

•

3.3: Water Supply – Quality of Service

•

3.4: Security of Water Supply

•

3.5: Sewerage Service

IW has continued to demonstrate strong improvements in operational and service performance
since PA41. Key highlights in this period include:
•

Customer Service Metrics: Continuous improvement of processes through IW
initiatives and system enhancements. For example the introduction of a systemised
automatic prompt supporting IW in improving complaint response compliance rates.

•

Pollution incidents relating to wastewater: A reduction in the number of pollution
incidents from 2018 to 2019 with no serious incident reported.

•

Sludge Disposal: Reporting capability for water sludge has been delivered, with data
reported for the first time in PA5. IW remains ‘on track’ for delivering reporting capability
for wastewater sludge from Q4 2021.

•

Unplanned interruptions: Reporting capability has been delivered with data reported
for the first time in PA5. There was a significant year-on-year decrease in the number
of unplanned interruptions and the estimated number of properties impacted from 2018
to 2019.

•

Leakage Management Systems (LMS): Reporting capability for leakage has been
delivered and the LMS is rolled out across all LA areas. At least one year’s data will be
required prior to reporting a national leakage figure. Unaccounted for water (UFW) is
reported in PA5 and 2019 UFW is reduced from 2018 UFW. Implementation of the
LMS has improved the UFW calculation for 2019 which gives a good indication of the
amount of water lost to leaks.

RAG Summary: PA5 Report
RAG

PA1

PA2

PA3

PA4

PA5

Status

(Annual 2016)

(Interim 2017)

(Annual 2017)

(Annual 2018)

(Annual 2019 )

Green

8

8

10

12

14

Amber

9

9

9

7

5

Red

2

2

0

0

0

Table 1: RAG Status Summary

1

PA4 provided data to the end of 2018 for available metrics and a status update, to the end of August 2019, on reporting
processes, systems, pilot studies etc. for metrics that were in development.
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Section

Performance Assessment report No.5
No.

Metric Details

3.1.1

Response to billing contacts

3.1.2

Response to complaints

RAG Status & Data
Availability
GREEN AMBER RED

a) Response to 5 day complaints
b) Final Decision within 2 months
(estimated timeframe)
Customer
Service

3.1.3
3.1.4
3.1.5
3.1.6
3.1.7
3.2.1

Environmental
Performance

3.2.2

3.2.3
3.3.1
Water Supply Quality of
Service

3.3.2
3.3.3

3.4.1
Security of
Water Supply

3.4.2
3.4.3

Sewerage
Service

Billing of metered customers
Ease of telephone contact - Call
abandonment rate
Ease of Telephone Contact - Customer
call handling survey
Ease of Telephone Contact - Speed of
telephone response.
Ease of Telephone Contact - First call
resolution
Pollution Incidents relating to
wastewater
Sludge Disposal (percentage of
drinking water and wastewater that is
disposed of in an unsatisfactory
manner)
Wastewater Treatment works meeting
requirements
Properties subject to unplanned
interruptions

✓2Water
Sludge

✓2

Water Quality
a) Water Supplies on Boil Water
Notices
b) Water Supplies on Water
Restrictions
Leakage

✓2

Security of Supply: Absolute
performance
Security of Supply: Performance
against target

3.5.1

Sewer incidents: (overload)

3.5.1

Sewer incidents: (other causes)

3.5.1

Sewer incidents: (at risk)

Table 2: PA5 Report Data Availability

✓ Indicates that data for this metric is reported on for the first time in PA5. Sludge Disposal remains amber as, although water
data is reported for the first time in PA5, wastewater sludge disposal reporting capability will not be in place until Q4 2021.
2
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The CRU’s Revenue Control (RC3) decision (CRU 20/085) provides that the CRU will consult
in H2 2020 on the continued appropriateness of the metrics included in the PA Framework
and to ensure they still reflect key service areas for customers. The CRU will also set out the
proposed targets for each of the metrics.
IW is committed to continuously improving service and performance levels for customers, by
focusing on our proposed activities and prioritising investments. However the COVID-19
emergency is having a severe impact on IW’s revenue, operational activity and capital
programmes. A drop off in non-domestic volumes means there will be a substantial fall off in
non-domestic cash collections and overall 2020 non-domestic receipts. ‘Chargeable’ nondomestic usage has shifted to ‘non-chargeable’ domestic usage resulting in reduced
revenues, but no decrease in volumes and production costs for IW. IW’s opex cost base is
largely fixed, Service Level Agreements (SLA) costs and additional costs are being incurred,
for example to fund extra crews on standby and additional protective gear. With highly
challenging RC3 allowances, constrained funding and no alternative sources, closing the
revenue shortfall is a big challenge for IW.
The uncertainty affecting IW’s business operations, in particular the significant underfunding
impacting our operational and capital activities in 2020 and potentially beyond, will impact on
our performance across all metrics.
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2. Introduction
In November 2016, the CRU published its decision on “a framework of metrics for use as a
means of assessing IW's performance, progress and efficiency over time”. IW welcomed this
Performance Assessment Framework as an important means of communicating to the public
the progress that we are making in water and wastewater services, customer service and
environmental performance. IW also reports to the Environmental Protection Agency (EPA)
on a number of important water and wastewater metrics.
Effective performance reporting must adapt over time. Ofwat, the water services regulator for
England and Wales, has made several amendments to its Overall Performance Assessment
(OPA) framework following its initial introduction. The Scottish and Northern Irish Regulatory
Authorities also continue to evolve their own versions in response to their individual
requirements. IW expects the metrics detailed in this paper to change and evolve over time in
response to regulatory, customer and stakeholder requirements. In its decision paper
(CER/16/308), the CRU acknowledged this challenge and also recognised that “for many
metrics it will take time for IW to put appropriate systems and processes in place to measure
those metrics robustly”.
The CRU published IW’s first Performance Assessment report (PA1) in August 2017, a further
four reports were submitted by IW to the CRU under the PA Framework as follows:

IW first PA report discussed all of the metrics outlined in the CRU decision
paper ‘IW Performance Assessment Framework of Reporting Metrics’
PA1

(CER/16/308). Where data was available, explanatory text, information and
statistics were provided to report on the metric(s). Where data was not
available, the document outlined the steps to be taken to support reporting
on the metric(s) and the indicative timelines required.
Published by the CRU in February 2018. This second report provided an

PA2

update on the metrics that were available from the first report across both
customer and environment up until the end of June 2017.
Published by the CRU in July 2019 with 2017 data for metrics which we were

PA3

reporting on and status update to the end of June 2018 on metrics we were
not yet reporting on.
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PA

IW submitted a PA progress report to the CRU in May 2019, providing a

Progress

further status update to the end of May 2019 on metrics we were not

Report

reporting on.
Published by the CRU in December 2019 with 2018 data for metrics which
we were reporting on up until the end of 2018 and a status update to the

3

PA4

end of August 2019 on metrics that we were not yet reporting including
Environmental

Performance

(Wastewater

Sludge),

Unplanned

Interruptions, Security of Supply and Sewerage Service.
This is IW’s fifth Performance Assessment (PA5) Report. IW continues to identify areas for
improvement across customer service, environmental performance and water quality. IW
prioritises its investment to improve, operate and manage our assets, whilst also developing
and improving our national data collation, verification and management systems. This
improves the accuracy of our metrics and our regulatory reporting. In this report we provide
the following updates:
▪

Metrics we are currently reporting on - data up until the end of 2019; and

▪

Metrics we are not currently reporting on - status update, to the end of June 2020 on
reporting processes, pilot studies etc., including timelines for when capability will be
enabled and reporting will commence.

IW’s sixth Performance Assessment (PA6) report will issue to the CRU in 2021 based on 2020
data.

3

See IW Performance 4 here.

7 | IW | Performance Assessment report No.5

3. Performance Assessment Summary
3.1 Customer Service
Data
Metric

Metric Definition

Customer
Service

Available

Current Status

Response to billing contacts

Reporting to CRU

Response to complaints

Reporting to CRU

Billing of metered customers

Reporting to CRU

Ease of telephone contact - Call abandonment rate

Reporting to CRU

Ease of Telephone Contact - Customer call handling
survey

Reporting to CRU

Ease of Telephone Contact - Speed of telephone
response

Reporting to CRU

Ease of Telephone Contact - First call resolution

Reporting to CRU

Table 3: PA5 Customer Service Metrics Summary

The CRU decision paper (CER/16/308) on IW Performance Assessment lists a total of seven
customer service metrics that will be monitored on a regular basis. These metrics allow IW to
track performance over time and to improve customer operations and engagement, where
required. These metrics are complemented by the IW Customer Handbooks as approved by
the CRU4. Reporting capability is in place and IW has provided data for all seven metrics since
2018.
3.1.1 Response to Billing Contacts
Metric Definition: The CRU will monitor the number of billing contacts answered and closed
out within five working days as a percentage of billing contacts received.
Current Status: This metric applies to non-domestic customers only5.
▪

During 2019 IW continued to streamline processes and improve the customer service
offering to our customers providing various communication channels to deal with
customer queries e.g. email, social media, phone etc. Similarly to 2018, this has lead
to a reduced contact time by our customers through our customer contact centre.

4

IW Customer Handbooks: CRU/17/319 and CRU/18/041. These documents set out standards to IW on customer service levels
and customer protection measures to be implemented in our business operations.
5
The metric is calculated excluding complaint related calls.
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▪

Over 2018 and 2019, IW continued to increase the efficiency in processing billing
contacts which has improved the customer service offering to our non-domestic
customers. Throughout 2019, IW customers displayed a greater understanding of
their IW bills, including the frequency of their bills and billing processes, which lead to
a reduction in contact time from customers to IW customer service.

▪

Average response to billing contacts answered within five working days remained high
at 95% in 2019.

▪

IW continues to enhance billing processes to improve performance against this metric,
along with continuous training for Contact Centre advisors.

3.1.1 Response to Billing Contacts
100%
90%

80%
70%
60%

50%

96.09%

94.99%

2018

2019

40%
30%

20%
10%
0%

3.1.2 Response to Complaints
Metric Definition: The CRU will monitor the number of complaints:
a) responded to within five working days, with either a resolution or an outline plan of
the proposed resolution; and
b) to which a final decision is issued within two months.
Response to complaints are broken down into domestic, and non-domestic complaints.
a) Current Status: Data on IW complaints is monitored by the CRU through IW’s quarterly
Customer Handbook report. Complaints are categorised by type, severity and by channel
received (post, phone, email, social media etc.). Key 2019 water sector complaints statistics
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are set out in the CRU’s Energy and Water Monitoring Report for 20196. This report notes
positive trends in 2019; a 0.58% (68 customer complaints for every 10,000 customers)
complaint rate in 2019 (compared to 0.68% in 2018) and numbers of complaints below those
seen in the electricity and gas sectors.
Phone was the complaints communication channel most frequently used (almost 86%) by IW
customers followed by email (almost 11%).
3.1.2 - Complaints Received by Channel 2019
12280

12000
10000
8000
6000
4000
1455

2000
21

318

272

POSTAL

TWITTER

0

BOARDS

EMAIL

PHONE

For complaints responded to within five working days, data is provided for 2019 (Q1 to Q4)
and 2018 (Q27 to Q4) by way of comparison. In 2019, IW introduced a system change by
creating a system prompt when a complaint reaches day 4. The system issues an automatic
prompt which supports IW in adhering to the 5 day KPI.
Domestic: IW received a consistent volume of complaints primarily driven by operational
issues. IW worked promptly to respond to these customers in a timely manner, which is
demonstrated in the high (almost 98%) average compliance rate achieved in 2019.
Non-domestic: In 2019, non-domestic complaints were also primarily driven by operational
issues. The system (day 4 automatic prompt) change contributed to improvements in the
promptness of response times reflected in the average compliance rate increasing from
95.9% in 2018 to 97.5% in 2019.

6
7

See section 2.2 of the CRU’s Energy and Water Monitoring Report for 2019 here
Reporting capability for this metric is in place since Q2 2018. In PA4 data was reported for Q2 to Q4 2018
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IW will continue to work to resolve complaints promptly and satisfactorily for our customers,
keeping them informed and updated on complaint resolution efforts.

3.1.2 Response to Complaints 2018 - 2019: Five Working Days
Domestic
100%
80%
60%
96.03%

97.83%

2018

2019

40%
20%
0%

3.1.2 Response to Complaints 2018 - 2019: Five Working Days NonDomestic
100%
80%
60%
95.88%

97.54%

2018

2019

40%

20%
0%

b) Current Status: Data for the full year 2019 is provided in this report for domestic and nondomestic complaints to which a final decision is issued within two months.
Domestic:
▪

Compliance was consistently high across 2019 (almost 97%) and a slight increase on
2018 (just over 94.5%).
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Non –Domestic:
▪

The percentage of complaints closed within 60 days remained consistently high across
2019 (almost 93%) which was a slight decrease on 2018 (just over 94%). This can be
explained by more complex complaints generated by an increase in IW’s revenue
collections activity in 2019.

IW uses a complaints management system to actively monitor and progress all complaints;
mechanisms are in place for 4 day and 9 day call back and IW proactively seeks updates on
complaints over 10 days old.
IW’s Customer Operations team regularly engages across IW to escalate complaints nearing
60 days; supported by jeopardy reporting8.

3.1.2 Response to Complaints 2019: 60 Days Domestic
100%
90%
80%

70%
60%
50%

94.56%

96.75%

2018

2019

40%
30%
20%
10%

0%

8

Jeopardy reporting is a notification to IW senior management on complaints about to reach the 60 day limit.
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3.1.2 Response to Complaints 2019: 60 Days Non-Domestic
100%
90%
80%
70%
60%
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40%
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3.1.3 Billing of Metered Customers
Metric Definition: The CRU will monitor the number of bills based on a meter reading as a
percentage of metered accounts.
Current Status: IW reports on the billing of metered non-domestic customers only. There was
a slight increase in the percentage of non-domestic bills issued to metered accounts based
on actual meter reads (70%) in 2019 compared to 2018 (69%). This is largely attributed to the
ongoing work of replacing aging and faulty non-domestic meters with c. 8,000 meter
replacements taking place during 2019.
A high proportion of the existing meter stock was installed pre-2008 which gives rise to the
following factors which impact performance on this metric
•

Many older non-domestic meters do not feature Automatic Meter Reading (AMR)
technology and must be read manually. Manual meter reading is resource intensive
and is currently reliant on delivery through Service Level Agreements (SLAs) in
partnership with the LAs. In many instances, bills were based on estimates rather than
manual meter reads for non AMR customers in 2019.
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•

Many older non-domestic AMR meters have failing transponders, which means the
‘drive-by9’ reading capability can not function effectively and estimates were generated
instead for these customers’ bills in 2019.

IW’s RC3 Investment Plan includes provision for a non-domestic meter replacement
programme which will increase the number of AMR meters. AMR meters can be read easily
each time a scheduled ‘drive-by’ reading is carried out. The installation of new (AMR) meters
results in improved meter read capture rates.
IW is collaborating with the LAs to improve the meter reading services and data
collation/quality processes. The implementation of the WIOF10 programme and IW’s transition
to a Single Public Utility, facilitating a national, coordinated approach, may also assist in
improving meter read capture rates.
These factors should facilitate an increase in the number of customers billed based on a meter
read over the RC3 period.

3.1.3 Billing of Metered Customers 2019
100%
90%

80%
70%
60%
50%
40%

30%

69%

70%

2018

2019

20%
10%
0%

9

AMR technology transmits meter readings to a receiver unit in a meter reading vehicle
Water Industry Operating Framework

10
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3.1.4 Ease of Telephone Contact – Call Abandonment Rate
Metric Definition: The CRU will measure the percentage of calls that are abandoned while
a caller is waiting in the queue to speak to an agent having been directed through the
Interactive Voice Recognition (IVR) system.
Current Status: Call abandonment rates in 2019 (3%) were lower than industry best
practice (5%), 2018 (6%) and significantly lower than 2015 (13%).
▪

Total calls received in 2019 was 401,721, which is a 35% decrease on total calls
received in 2018 (613,624)11.

▪

Call abandonment rates began to decrease in Q4 2018 and this trend continued in
2019. The improvements can be attributed to:
•

Efficiencies made in call handling times, e.g. increased training, focus on
lower average handling times, enhanced forecasting, and specific questioning
practices.

•

Severe weather and national crisis events such as storms and summer
drought evident in 2018 did not reoccur in 2019.

•

Fewer major projects impacting call volumes in 2019; for example in 2018 the
domestic refunds campaign administered by IW increased call volumes.

A breakdown of monthly call abandonment for 2019 is included in the Appendix A.

3.1.4 Call Abandonment Rate
14%
12%
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4%
4%
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0%
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2016

11

2017

2018
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On the 22nd of October 2019, a Boil Water Notice (BWN) was imposed on Leixlip Water Treatment Plant, which lasted for 3
days. This was the largest BWN imposed to date, with a total population affected of c.657,395 across north Dublin and parts of
Kildare and Meath. The second notice was imposed on 4TH November and lasted 9 days. IW proactively engaged with the public
on all social media channels and texted our vulnerable customers providing status updates of BWN. This resulted in less
customers directly contacting IW Customer Service due to pro-active IW media coverage of the BWN status.
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3.1.5 Ease of Telephone Contact – Call Handling Survey (CSAT)
Metric Definition: The CRU will monitor IW’s performance in a survey conducted by an
independent research company engaged by IW.
Current Status: The CSAT score for 2019 (73%) has increased slightly from 2018 (72%).
In 2019 IW continued to review ways to pro-actively engage with customers and improve
our performance in this area. We are currently developing a new strategy for our customer
experience programme to provide greater insights into customers’ needs and requirements.
In 2019 IW carried out the following initiatives:
▪

A new ‘customer experience actions register’ has been implemented within IW; the aim
is to introduce new initiatives based on customer recommendations. For example a new
question was introduced to surveys asking customers ‘How we can improve’.
Customers’ answers to this question along with other questions, is enabling IW to collate
better insights from our customers and to drive process improvements.

▪

Customer journey mapping sessions were held with key IW stakeholders in 2019. This
cross-functional engagement and collaborative approach has enabled IW to identify
problem areas and to put into place improvement measures where required.

▪

Front and back office IW customer advisors and agents were trained and upskilled in
2019. For example, new training initiatives were introduced focusing on customer
advisor training and new alert mechanisms were also introduced to support and improve
areas such as query resolution and agent knowledge.

▪

IW also introduced a proactive engagement initiative which has resulted in customers
receiving a contact before having to call for an update.

A breakdown of monthly CSAT for 2019 is available in Appendix A.
3.1.5 CSAT Scores
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3.1.6a Ease of Telephone Contact – Speed of Telephone Response (TSF1)
Metric Definition: Two separate Telephone Service Factor (TSF) metrics are included in
IW’s Performance Assessment report. The first of these is TSF 1, which measures the time
taken to pick up calls that are in the queue.
Current Status: TSF 1 is calculated as calls answered by an agent within 20 seconds in
the queue divided by the total number of calls that enter the queue to speak to an agent =
X%. This metric does not look at service within the IVR (takes place separately to, or in
advance of, the queuing system).
The TSF 1 score for 2019 (82%) is an increase from 2018 (72%). The reasons for
improved 2019 TSF 1 performance compared to 2018 performance include:
▪

Enhanced front office advisor training resulting in calls requiring further escalation to be
identified more promptly.

▪

A reduction in call volumes related to IW’s administration of the domestic customers
refunds campaign which peaked in late 2017 and early 2018.

▪

Fewer 2019 call volumes due to adverse weather events. For example storm Eleanor
(January), storm Emma (March) and the summer drought (Q2/3) increased 2018 call
volumes. In October 2019 the largest BWN was imposed on Leixlip Water Treatment
Plant which impacted a total population of c.657,395 across North Dublin and parts of
Kildare and Meath. Due to IW’s proactive engagement and media coverage customers
required less direct contact to IW Customer Service.

▪

Changes made to IVR to make it more user friendly, and easier for the customer to get
through to the appropriate department. This includes communication updates, for
example on water outages, so that a customer can be made aware of any major events
that might impact them first hand.

A breakdown of monthly TSF 1 for 2019 is available in Appendix A.
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3.1.6a TSF 1
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3.1.6b Ease of Telephone Contact – Speed of Telephone Response (TSF2)
Metric Definition: Two separate Telephone Service Factor (TSF) metrics are included in
IW’s Performance Assessment report. The second TSF metric includes a measure of service
in the IVR system.
Current Status: TSF 2 is calculated as follows: (Calls fully contained in IVR (picked up by IVR)
and do not progress to queue + Calls Answered by an agent within 20 seconds in the queue)
divided by the total number of calls received to switch = X%
TSF 2 looks at both the time the customer spends in the queue and the service within the IVR.
Calls that are picked up by IVR and do not progress to the queue automatically contribute to
an increased score under this metric.
The TSF 2 score for 2019 (71%) represents a sharp increase from 2018 (48%) and is due to:
▪

A reduction in call volumes related to IW’s administration of the domestic customers
refunds campaign which peaked in late 2017 and early 2018.

▪

Fewer 2019 call volumes due to adverse weather events. For example storm Eleanor
(January), storm Emma (March) and the summer drought (Q2/3) increased 2018 call
volumes. In October 2019 the largest BWN was imposed on Leixlip Water Treatment Plant
which impacted a total population of c.657,395 across North Dublin and parts of Kildare
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and Meath. Due to IW proactive engagement and media coverage customers required less
direct contact to IW Customer Service.
▪

Changes made to IVR to make it more user friendly and easier for the customer to get
through to the appropriate department. This includes communication updates, for example
on water outages, so that a customer can be made aware of any major events that might
impact them first hand.

IW has two main phone lines: a) account management, and b) operations. The operations line
accounts for over 60% of the calls and it does not provide a self-service option but does provide
an IVR routing mechanism. Many customers may receive a message on the IVR, for example
an update on an outage or weather event, and terminate the call having received the
information they require. This is marked as a fail against the TSF2 metric, as the customer’s
call is not ‘fully contained’ in the IVR. The TSF2 metric does not accurately reflect a customer’s
interaction with the IVR.
This was evident in 2018 when IW focused on providing focused and informed scripted
recordings relating to outages and drinking water notices prior to the customer reaching the
IVR menu. If the updates provided addressed the customer’s query and they disconnected
prior to being picked up by the IVR menu, this would count as a fail under the current TSF2
metric; despite IW having satisfactorily addressed the customer query. IW believes this
contributed to the reduced TSF2 score in 2018.
A breakdown of monthly TSF 2 for 2019 is available in Appendix A.

IW will engage with the CRU to seek an amendment to the TSF2 metric as part of the upcoming
Performance Assessment Framework review. We are firmly of the view that this metric is not
fit for purpose as it does not represent a true reflection of how IW handles customer calls and
is more appropriate for IVR systems offering a high level of self service options.
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TSF 2
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3.1.7 Ease of Telephone Contact – First Call Resolution
Metric Definition: The percentage of calls that are dealt with within one call, without requiring
a call back to the customer from IW.
For any given month (based on a 30 day lookback period), the first call from a phone number
(or account number if captured by the IVR) is recorded as the initial call. All subsequent calls
received from that phone number during that month are classified as repeat call.
Current Status: In 2019 ‘Ease of Telephone Contact – First Call Resolution’ scores were as
follows:
▪

Domestic line: 92% (down from 96% in 2018).

▪

Non-domestic line: 87% (down from 91% in 2018).

▪

Operations line: 77% (down from 78% in 2018).

In 2019 domestic call volumes (25,423) were relatively small representing only 6% of total calls
received by IW. 2019 Domestic line queries typically related to IW’s administration of the
domestic customers refunds campaign; were more complex than 2018 queries requiring more
in depth analysis and, in turn, customers more often having to phone back with updated details.
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The reduction in first call resolution queries for the non domestic line is attributable to increased
complexity in billing queries requiring
•

escalation in order to resolve, and/or

•

a customer to provide additional information in order to resolve, and/or

•

a field investigation to resolve.

The reduction in first call resolution queries for the operations line is attributable to increased
complexity in operational queries requiring
•

a customer to provide additional information in order to resolve, and/or

•

a field investigation to resolve, and

•

results of a field investigation to be processed.

3.1.7 FCR
100%
90%

80%
70%
60%

50%
40%

96%
84%

92%

87%

91%

87%
76%

78%

77%

30%

20%
10%
0%
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Non Domestic
2017

2018

Operations

2019

Monthly breakdowns of 2019 FCR for the domestic, non-domestic and operations lines are
available in Appendix A.
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3.2 Environmental Performance
Data

Metric

Metric Definition

Available

Pollution Incidents relating to wastewater
Environmental Sludge Disposal
Performance
Wastewater Treatment works meeting
requirements

Current Status
Reporting to CRU
In progress
Reporting to CRU

Table 4: PA5 Environmental Performance Metrics

IW faces many compliance challenges due to a legacy of underinvestment in our water and
wastewater assets. IW has remained focused on repairing and upgrading our assets,
prioritising planned investment to meet water and wastewater directive requirements. It is a
strategic aim to ensure that IW services are delivered in a sustainable manner which
contributes to the protection of the environment, including managing our residual waste. This
informs our Investment Plans and strategies.
IW currently reports to the EPA on environmental metrics concerning water and wastewater
compliance. Below we set out the environmental performance metrics required by the CRU for
inclusion in IW’s Performance Assessment.

3.2.1 Pollution Incidents relating to wastewater
Metric Definition: The CRU will monitor: a) the number of pollution incidents resulting from
wastewater collection and treatment activities, broken down by category, and b) the number
of recurring incidents closed out within this metric.

Current Status: IW reports to the EPA on environmental metrics concerning water and
wastewater compliance. This is required by the statutory deadline of February each year.
Pollution incidents are described as discharges that do not comply with the requirements of
a wastewater discharge authorisation. They can also be any occurrence at a wastewater
plant/works with the potential either for environmental contamination or requiring an
emergency response by IW and/or relevant authorities.
We believe that continuing to monitor the number of pollution incidents is appropriate as an
important indicator of IW’s environmental performance and compliance; however IW
proposes that the metric definition should change in PA6 from:
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•

3.2.1 Pollution incidents relating to wastewater
To

•

3.2.1 Incidents relating to wastewater

This change will facilitate IW’s reporting under the PA Framework to align with IW’s reporting
to the EPA.
IW is required to report any incident with the potential for an impact on the environment
and/or human health, having regard to the EPA’s reporting requirements. Therefore the
reporting of incidents to the EPA is not confined to ‘pollution incidents’ but includes a wide
range of activities from simple breakdowns of plant and equipment (with no impact) to
emergency overflows which may or may not result in pollution.
Number and Categorisation of Pollution Incidents
Category

Classification

2014

2015

2016

2017

1

Minor

1,099

1,274

1,305

2

Limited

193

179

3

Serious

3

4

Very Serious

5

Catastrophic
Total

▪

2018

2019

838

861

765

146

65

66

47

1

2

1

3

0

0

0

0

0

0

0

0

0

0

0

0

0

1,453

904

930

812

1,295

1,454

Over 45% of all incidents reported to the EPA in 2019 were related to operational issues
at Wastewater Treatment Plants (WWTPs). IW is working proactively to implement
appropriate process control measures at the WWTP sites with known compliance issues.

▪

Category 1 and 2 incidents: The top 3 most common causes were 1) Plant equipment
breakdown at WWTP; 2) Blocked Sewer; and 3) Adverse weather.

Examples are shown below:
Category 1 Minor Incident examples:
1. Bangor Erris (Co. Mayo): Incident date, 28/05/2019. There was a breach of the
Emission Limit Value at the WWTP due to the ferric dosing equipment overdosing
ferric sulphate, resulting in a pH12 exceedance. The ferric dosing pump was
recalibrated to the correct dosing rate. The incident is closed.

12

pH stands for Hydrogen ion concentration and is a measure of whether a liquid is acidic or alkaline. The pH scale ranges from
0-14. Water with a pH of seven is neutral, below seven is acidic, and above 7 is alkaline.
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2. Shannon (Co Clare): Incident date 24/09/2019, involved a broken sewer pipe
resulting in an uncontrolled release. Tankers were used by IW as an interim measure
to transport wastewater from the pump station to the WWTP until crews were
mobilised to repair the main. The incident is closed.
Category 2 Limited Incident examples:
1. Ballyhaise (Co. Cavan): Incident date 16/03/2019: Adverse weather resulting in
WWTP being flooded. Clean up of WWTP undertaken and the plant returned to
normal operation by 22/03/2019. The incident is closed.
2. Ringsend (Dublin City Council): Incident date 14/05/2019: Uncontrolled release
caused by ragging/blocking in network resulting in sewage related material in a
stream that eventually flows into the Camac River. Jetting unit deployed to remove
the blockage at the Combined Sewer Overflow pipe. The incident is closed.
▪

There were no Category 3, 4, or 5 incidents in 2019.

Recurring Incidents

Incidents

Opened

Closed

Opened

Closed

Opened

Closed

Opened

Closed

Opened

Closed

Category

2015

2015

2016

2016

2017

2017

2018

2018

2019

2019

New

373

2

598

425

787

763

850

825

745

716

Recurring*

1,081

849

230

82

117

82

80

48

67

47

Repeat

N/A

289

625

34

*0

*0

*0

*0

*0

*0

Total No.
of
Incidents

1,454

1,140

1,453

541

904

845

930

873

812

763

* Since 2017, IW have not included repeat incidents in the overall count of incident numbers to align with how the EPA report
incident numbers in the EPA Annual Urban Wastewater Report.
* The definition of recurring incidents used for PA reporting aligns with incidents notified to the EPA as follows ‘a recurring
incident is a pollution incident that has already occurred in the previous months or is likely to occur again in the coming months’

*The Recurring figures reported for the PA report are in relation to those incidents opened in 2019 only, including recurring
incidents opened in 2019 whereas the EPA UWW Report reports on all of those open at the end of 2019.
.

▪

812 incidents were opened in 2019 and 763 of these were closed by 31 December 2019.

▪

As of the end of 2019, there were 192 recurring incidents which remained open from
previous years.

▪

A new table for recurring incidents opened during 2019 is included below. It is the first
time that this data is reported as part of the PA Framework therefore comparison with
previous years is not provided.
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Recurring Incidents
Recurring Incidents Opened

Classification

2019

1

Minor

66

2

Limited

1

3

Serious

0

4

Very Serious

0

5

Catastrophic

0

Category*

Total

▪

67

A total of 67 recurring incidents were opened in 2019; 66 minor and one limited incidents.
Recurring incidents relate to all incident categories such as operational, asset deficiency
and network issues. Operational is the most common category of recurring incident. 47
of these are closed (26 closed at the end of 2019, 21 as of July 2020) the number of
recurring incidents has reduced, which is due to IW continuous investment in operational
improvements and asset upgrades.

▪

A new table for once off incidents during 2019 is included below. It is the first time that
this data is reported as part of the PA Framework therefore comparison with previous
years is not provided.
Once-off Incidents During the
Year Category

Classification

2019

1

Minor

699

2

Limited

46

3

Serious

0

4

Very Serious

0

5

Catastrophic

0

Total
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745

3.2.2 Sludge Disposal
Metric Definition: The CRU will monitor the percentage of a) water sludge; and b)
wastewater sludge that is disposed of in an unsatisfactory manner.
Current Status: IW is currently developing capability to report against this metric. Reporting
capability for a) water sludge is in place since Q2 2019 and data is provided in this report
from Q3 2018 to Q4 2019. Reporting capability for b) wastewater sludge is expected to be
in place from Q4 2021.
We believe that continuing to monitor both water and wastewater sludge is appropriate as
an important indicator of IW’s environmental performance and compliance. IW considers
that the sludge metric should be amended to show the percentages of sludge that are reused, and used as an energy resource.
The metric focuses on disposal only, which does not align with the EU’s Waste Framework
Directive. Specifically the waste management priority hierarchy13 ranging from the most
preferred option which is prevention of waste generation, to preparing for re-use, to
recycling, to recovery (for example energy recovery) and, finally, the least preferred option
which is disposal (for example to landfill).
IW treats and manages both water and wastewater sludge in accordance with all of the
relevant legislative requirements, and best practices reflecting the waste priority hierarchy.
IW proposes that the metric definition should change in PA6 from:
3.2.2: Percentage of sludge that is disposed of in an unsatisfactory manner
To:
3.2.2: Percentage of sludge that is disposed of and/ or re-used in a satisfactory manner
IW has developed a suitable Data Management System to measure both metrics; and a
centralised reporting system (CRS) is in place:
▪

For the CRS to have full capability, data availability and quality are essential;

▪

In Q2 2018, IW began the development of Standard Operating Procedures for both
Water and Wastewater Treatment Processes; and

Section 31 of the Directive ‘the waste hierarchy generally lays down a priority order of what constitutes the best overall
environmental option in waste legislation and policy (see here)
13
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▪

A Standard Operating Procedure for sludge management with respect to land spreading
of treated wastewater sludge is in development and will be completed in 2020.

In Q2 2019 IW commenced a CRS validation exercise on data collated in Q1 2018 which
concluded in Q3 2019. IW is continuing to collaborate with the water and wastewater sludge
framework contractors on sludge data collation and provision of associated information. Data
is being collated on a phased basis; sludge framework contractors initially (currently)
followed by Design, Build and Operators (DBOs) and the LAs in subsequent phases. It is a
contractual requirement that all our sludge framework contractors collect, transport, treat
and recover sludges in compliance with the relevant waste management legislation.
IW has identified some data challenges across these phases which we are currently
addressing with our framework contractors by continuous audit of data received14.
Any inconsistencies identified are queried with the contractors and if deemed necessary
Supplier Corrective Action Reports are raised. These reports are tracked to closure and
reviewed at quarterly business review meetings.
In Q2 2018, IW began the development of Standard Operating Procedures for both Water
and Wastewater Treatment Processes. A Standard Operating Procedure for sludge
management with respect to land spreading of treated wastewater sludge is in development
and will be completed in 2020.
Continuous data improvement is essential and will remain a key IW focus as the CRS
develops further.
Water Sludge
Water sludge is produced at WTPs employing coagulation, filtration and clarification
processes. It is a function of the raw water quality and the chemical treatment applied.
Sludge is produced on site, where further processes such as dewatering is applied, prior to
it being disposed/recovered in an environmentally sound manner. Not all of IW’s water
treatment plants produce sludge. For example, there is no sludge produced from some
groundwater sources due its raw water quality.
Data collected from the sludge framework contractors from Q3 2018 to Q4 2019 is included
in this report. IW commenced a CRS validation exercise on data collated in 2018, which was
concluded in Q3 2019. Reporting capability for water sludge is in place since Q2 2019.

14

Includes auditing of monthly traceability packs, cross referring of Nutrient Management Plans, load numbers, weighbridge
dockets, laboratory results, certificates of registrations and waste permits.
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Data collated in subsequent phases, from DBOs and LAs, will be included in future PA
reports. The CRS validation exercise will continue to improve the quality of water sludge
data going forward.
The below table outlines the quantity of water sludge produced at our WTPs, types of
treatment through sustainable outlets, and final disposal/recovery destinations.
Water Sludge

Total
(TDS)*

Sustainable Outlets %

Landfill
Capping15 %

Q3 -2018

1051.0

41%

59%

Q4 -2018

989.6

49%

51%

Q1 - 2019

997.9

66%

34%

Q2 -2019

1016.8

81%

19%

Q3 - 2019

1122.5

Q4 - 2019

1199.9

76%
78%

24%
22%

*Total Dry Solids

IW views water sludge as a valuable resource in the context of the circular economy (CE)16,
providing a sustainable source of precious finite materials. One of the key elements in the
transformation towards a CE is providing more sustainable practices for resources and
waste management; for example reusing and recycling existing materials as long as possible
thereby extending their life cycle.
Consistent with European Commission (EC) guidance17, we are progressing a number of
initiatives, such as clay brick manufacturing, re-use in WWTP (displacing chemicals), taking
a sustainable, CE model approach for the management of our sludges. The water sludge
provides an alternative/complement to current raw materials being used due to the high
aluminium content along with similar physical and chemical characteristics, therefore
enabling a CE approach to WTP aluminum sludge.
This is a significant change from the traditional linear model of ‘take-make-consumedispose’, towards a sustainable approach, which focusses on the productive reuse and
recycling of sludge.

15

Landfill Capping is defined as the sealing of a landfill to prevent the entry (ingress) of precipitation (rainfall, snow, etc.) and the
escape (egress) of gas, odour and other fugitive emissions.
16
The EC defines the circular economy as a system which keeps the added value in products for as long as possible and eliminates
waste. This includes reusing and recycling existing products as long as possible thereby extending their life cycle.
17
The EC’s report on the implementation of the CE Action Plan (published in March 2019) underlined that water management is
an important part of the transformation towards CE.
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In 2017 and 2018 IW (supported by Industry) conducted sustainable pilots using drinking
water sludge as a raw material. In 2019 IW used the learnings from these pilots; for example
water sludge produced at Leixlip WTP is now diverted from landfill capping for use in cement
manufacturing, displacing bauxite and other raw materials 18.
From Q3 2018 to Q4 2019, there was an increase in water sludge loads being diverted from
landfill capping to sustainable outlets from 41% to 78%. Due to additional WTPs going
through the sludge framework, this increase has lead to additional sludge going to
sustainable outlets and variations in percentages of sludges. IW is continuously developing
CE outlets to accommodate this increased sludge volume.
Wastewater Sludge:
Wastewater sludge is generated through the wastewater treatment process. It is mainly
composed of organic matter that has been removed during the treatment process, and may
contain contaminants. Further treatment is required to this sludge to enable it to be re-used
or disposed of safely and efficiently. Delivery of wastewater sludge reporting capability is
progressing and is expected to be in place from Q4 2021.
Each year, IW is required to report to the EPA on the wastewater sludge quantities produced,
types of treatments and final disposal/recovery outlets. This is not required for water sludge.
In 2019 IW wastewater treatment plants produced a collective total of c.58k tonnes dry solids
of wastewater sludge broken down as follows:
Wastewater Sludge
Total (TDS)

58,630

Agriculture

Compost

Landfill

Other

52,139

6,099

115

277

In PA4, IW outlined that it was reviewing all options for the development and implementation
of a Biosolids19 Quality Assurance Scheme. IW is currently reviewing as to how and if this
Scheme can be funded, a further progress will be provided in PA6.

18

Water sludge provides an alternative or complement to current raw materials being used due to its high aluminium content as
well as its similar physical and chemical characteristics.
19
Biosolids are a treated by-product of the wastewater treatment process. The production of biosolids results in a low odour
product that is not harmful to human health. They contain high levels of nutrients and are sustainably reused as an organic fertiliser
in agriculture, in compliance with EU and National regulations. Approximately 98% of biosolids produced in Ireland are reused on
agricultural land.
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3.2.3 Wastewater Treatment Works Meeting Requirements
Metric Definition: The CRU will monitor: a) agglomerations with no wastewater treatment
or preliminary treatment only, and b) the number of agglomerations not meeting the Urban
Wastewater Treatment Directive Standards.
Current Status: IW currently reports on these metrics to the EPA.
Agglomerations with no Wastewater or Preliminary Treatment Only
Year

2013

2014

2015

44

45

43

0

2

0

1

2016

2017

2018

2019

41

43

37

35

1

0

3

0

0

3

2

1

6

2

Total no. of agglomerations
with no treatment or preliminary
treatment by end year
Total no. of agglomerations
added to the list
Total no. of agglomerations
removed from the list

▪

Prior to IW becoming a national utility in 2014, a total of 44 urban areas / agglomerations
were identified by the EPA as discharging wastewater with no treatment or preliminary
treatment only.

▪

Between 2014 and 2017, IW identified a further six agglomerations with no
treatment/preliminary treatment only and added these plants to the list.

▪

Between 2014 and 2019 IW has removed a total of 15 plants from the list. This
performance is set out in the above table.

▪

The

two

agglomerations

removed

in

2019

were Passage-Monkstown

and

Courtmacsherry -Timoleague, Co. Cork to the benefit of over 8,000 population equivalent
(P.E)20.
Agglomerations not meeting the UWWTD Standards
The list and number of agglomerations subject to assessment varies from year to year, due
to two factors:

20

P.E. is a term used to indicate how much waste water is generated in an urban area. It includes the load generated by the
resident population, the non-resident population (for example, tourists) and industries. A population equivalent of one is defined
as the organic biodegradable load having a five day biochemical oxygen demand of 60g of oxygen per day.
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1. The amount of wastewater generated in a particular area / agglomeration; and
2. Inconsistencies in the methodology applied to calculate an agglomeration’s PE,
which pre-date IW’s establishment and require standardisation.
IW continuously track and report on UWWTD compliance through an internal reporting
system which interfaces with an EPA database. This sharing of monitoring data allows IW
to identify potential plant performance issues and WWTPs failing UWWTD effluent quality
standards, enabling intervention and implementation of mitigation measures to achieve
compliance. Trends in compliance have fluctuated in previous years due to agglomerations
that fall in and out of UWWTD assessment (as PE is revised annually).
Compliant and non-compliant agglomerations from 2015 to 2019.

Metric

2015

2016

2017

2018

2019

No. of
171

185

179

169

172

falling under

compliant with
UWWTD

139 of 171

145 of 185

151 of 179

148 of 169

153 of 172

(137 of 185

(144 of 179

(143 of 169

(150 of 173

TSS is

if TSS is

if TSS is

if TSS is

if TSS is

considered)(1)

considered)

considered)

considered)

considered)

32 of 171

40 of 185

28 of 179

21 of 169

19 of 172

(39 of 171 if

(48 of 185 if

(35 if TSS is

(26 if TSS is

(23 of 173 if

TSS is

TSS is

considered)

considered)

TSS is

considered)(1)

considered)

(132 of 171

if

non-compliant
with UWWTD

% Agglomeration
PE Compliant with
UWWTD

considered)

44%

43%

42%

44%

(43% if TSS

(42% if TSS

(41% if TSS

(44% if TSS

is

is

is

is

considered)

considered)

considered)

considered)

2.07m

2.16m

2.11m

2.19m

(2.04m if

(2.13m if

(2.05m if

(2.18m if

TSS is

TSS is

TSS is

TSS is

considered)

considered)

considered)

considered)

44%
(41% if TSS is
(1)

considered)

Agglomeration PE
(2.3m if TSS is
considered)(1),(2)

from annual
compliance
return; verified by
EPA Report.

from annual
compliance
return; verified by
EPA Report.
IW: calculated

annual
compliance
return.
IW: calculated
based on the

No. that failed
Effluent Quality
only (as reported

IW: calculated

based on the

2.4m

compliant

annual

IW: calculated

No. of
Agglomerations

based on the

compliance return

UWWTD

Agglomerations

Source
IW: calculated

Agglomerations

No. of

*Information

29

by EPA)(3)
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25

24

18

16

annual
compliance
return.
IW: calculated
based on the
Annual
compliance
Return.

Note 1: 2018 to 2019 IW has reported compliance with the UWWTD excluding TSS. Up to and including 2017, IW optionally
monitored TSS in conjunction with the UWWTD as it is a useful indicator of operational plant performance. To align with how
the EPA report on UWWTD Compliance, IW will continue to exclude TSS going forward for reporting purposes.

Note 2: Nenagh and Roscrea were deemed compliant with Nutrient requirements in October 2016 (following EPA assessment).
More stringent treatment type (3N/3P) failures were experienced in Ennis North, Dundalk, and Tralee. Drogheda and Clonakilty
also required more stringent treatment however, in accordance with the licence; this did not take effect until the end of 201 6.
IW statistics were updated in April 2017 to take account of this. Total compliant changed from 137 to 139 (excluding TSS
Failures).
Note 3: This refers to the no. of agglomerations with secondary treatment/ more stringent treatment in place but failed to meet
BOD, COD and nutrient standards. This measure is reported on in the 2014 and 2015 EPA Annual UWWT Reports. This is
not referenced in the 2016 Annual Report. It was therefore sourced from the Annual Compliance Return Data.

The graph below illustrates the non-compliant agglomerations failing to meet UWWTD BOD
& COD effluent quality standards from 2013 to 2019.

The no. of agglomerations that failed effluent quality has reduced from 43 in 2013 to 16 by
the end of 2019. This along with the % of agglomerations that failed effluent quality has
improved year on year following operational and capital intervention at WWTPs previously
failing directive standards.
IW has corrective action plans for sites that are continuing to fail the requirements of the
UWWTD. As infrastructure upgrades are completed at larger agglomerations, compliance
with the UWWTD will increase significantly.
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3.3 Water Supply – Quality of Service
Data
Metric

Metric Definition

Available

Properties subject to unplanned
interruptions
Water Supply –
Quality of Service

Water Quality
a) Water Supplies on Boil Water
Notices
b) Water Supplies on Water
Restrictions

Current Status
Reporting capability
in place Q2 2019
Reporting in PA5
Reporting to CRU
Reporting to CRU
Reporting to CRU

Table 5: PA5 Water Supply Quality of Service Metrics

IW is responsible for providing safe, reliable and clean drinking water to all of our customers.
In relation to properties subject to unplanned interruptions, IW is aiming to reduce the number
of these interruptions over the coming years through continuous investment in the asset base,
strengthening network resilience and improving operational processes where necessary.
There are currently three ‘water supply – quality of service’ metrics required by the CRU for
inclusion in IW’s Performance Assessment. Reporting capability and 2019 data is now in place
for all metrics. ‘Properties subject to unplanned interruptions’ is being reported for the first time
in this document under the PA Framework.

3.3.1 Properties Subject to Unplanned Interruptions
Metric Definition: The CRU will monitor the number of properties experiencing unplanned
interruptions to their supply in excess of 4, 12 and 24 hours.
Current Status: Reporting capability for this metric is in place since Q2 2019; data from Q3
2019 to Q2 2020 is included in this report. To meet CRU requirements, IW has subdivided
the duration of reported supply interruptions into 4, 12 and 24 hour categories.
▪

System development and integration is complete; IW rolled out training to LAs in 2018
and 2019. This will continue in 2020 and thereafter.

▪

IW established two additional communication channels21 for both LAs and contractors to
input details of unplanned and planned interruptions. They are considered to be working

21

An Online Portal (via PC) which allows outage information to be inputted directly online and communicated directly to IW staff
and systems. A dedicated phone line (including out of hours) for LAs and/or contractors run by the IW customer contact centre
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well and have become the primary method of communication enabling IW to share
outage information with customers, LAs and other stakeholders efficiently and
effectively.
Prior to the establishment of IW there was no national standardised method of outage
reporting and data collation. While significant improvement has been made on reporting
outages, adapting to new methods and standardised practices will take time for all key
stakeholders. This improved process will lead to a more customer focused approach.
In 2019, IW developed a ‘Live Service Request Mapping’ platform, whereby water network
issues such as ‘no water’ and ‘low pressure’ directly affecting customers are displayed at
their actual geolocations22. IW will roll out the platform to both LAs and contractors in 2020;
it will represent a significant forward step in monitoring and managing all incidents.
IW also reports quarterly and the CRU monitors IW’s performance on the number of
unplanned (and planned) interruptions under the Customer Handbook reporting framework.
The CRU published its findings23 on 2019 performance which found there were fewer
interruptions to water supply, with a year-on-year decrease in unplanned interruptions of
31% (and a year-on-year decrease in planned interruptions of 18%).
The PA metric requires IW to report the number of properties experiencing unplanned
interruptions to their supply. Current processes are not sophisticated enough to capture the
exact number of properties experiencing unplanned interruptions to their supply during each
outage but are improving.
▪

IW’s methodology for recording numbers includes taking a description provided by LAs
and interpreting the information via GIS mapping. IW has taken the following steps which
have improved the process:
o

Implementation of KPI reporting requirements for mapping and district metered
area (DMA) information when reporting outages;

o

Roll-out of live GIS mapping dashboard;

o Provision of access for all users to produce high-quality mapping via integrated
GIS platform.
IW does not have the resources to physically ‘walk’ an area impacted by an unplanned
interruption in order to identify each of properties affected. In addition, at present, IW does

22
23

Geolocation: the process of determining the location of an electronic device, as a computer, mobile phone, satellite, etc.
See section 4.1.1 of the CRU’s Energy and Water Monitoring Report for 2019 here
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not have the oversight to conduct retrospective analysis including the impact and extent of
an interruption.
IW advises all vulnerable customers of a potential interruption or outage as a precautionary
measure by phone or SMS messages.
The data provided in this report for Q3 2019 to Q2 2020 is based on the estimated number
of properties experiencing unplanned interruptions as outlined in the table below:
No. of estimated properties

In excess of

In excess of

4hrs

12hrs

Q3 2019

444,271

Q4 2019

subject to unplanned

24hrs

Total

220,984

35,043

700,298

491,972

74,570

31,889

598,431

Q1 2020

306,130

53,105

35,076

394,311

Q2 2020

358,908

84,050

27,281

470,239

interruptions

Users can flag the way in which customers are likely to experience the outage whereby it is
deemed continuous or non-continuous. In turn this has enhanced IW’s capacity to report on
the nature of outage events. Seasonal impacts such as severe flooding and drought can and
have had impacts on water supply to our customers. However, there were no major weather
events over the period from Q3 2019 to Q2 2020.
▪

In excess of 4, 12 and 24 hrs from Q3 2019 to Q2 2020: the total number of estimated
properties subject to unplanned interruptions reduced from 700,298 to 470,239. We are
still reviewing the data but it appears that a number of factors may have influenced the
volatility in the numbers of properties impacted by unplanned interruptions, including
Covid-19 related works delays and process improvements by IW. Population density in
the affected areas may also be relevant.

▪

The vast majority of outages experienced, are relatively short-lived and tend to be
between four and 12 hours in duration. The GIS mapping application enables IW to
track and notify customers of outage events as they occur.

▪

Unplanned interruptions in excess of 24 hours are relatively rare. The outage reporting
portal was updated in 2018 to capture this information.

▪

When 24 hours is exceeded a dropdown option will appear on the IW water supply
outage reporting portal, requiring the user to state if the outage is expected to be
continuous (as opposed to intermittent supply or low pressure).

▪

In addition users will be asked to report if the outage is likely to be a multi-day task; for
example mains replacement programmes which may lead to daily restrictions or during
drought periods when night-time restrictions may be introduced to curtail usage.
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Full implementation of a national standardised approach to report on unplanned interruptions
and incidents is needed for IW to operate effectively as a national utility. This will take time
and continuous planned investment. Significant progress has been made in recent years to
promote and maintain reporting standards, but significant work remains. The implementation
of the WIOF programme and IW’s transition to a Single Public Utility will also assist in
reporting an exact (rather than estimate) number of properties subject to unplanned
interruptions.
IW will continue to provide a quarterly Customer Handbook Data Report to the CRU that
includes information on the number of unplanned interruptions during a quarter, together
with other customer information.
In addition, IW has improved operational processes, Incident Management Procedures,
National Emergency Responses and repair capability. Improving data quality will be a
continuous process, through continued report design improvements, building of
requirements/capability, formatting and testing, validation and data completion tests. IW will
continue to invest in proactive measures and efforts to reduce the frequency and number of
unplanned interruptions.
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3.3.2 Water Quality
Metric Definition:
% Microbiological Compliance: The sum of all compliant test results for E. Coli and
Enterococci divided by the sum of all test results undertaken for E. Coli and Enterococci.

% Chemical Compliance: The sum of all compliant test results for all chemical parameters
(as defined in the Drinking Water Regulations) divided by the sum of all test results
undertaken for all chemical parameters.

% Trihalomethanes (THM) Compliance: The sum of all compliant test results for the THM
parameter divided by the sum of all test results undertaken for the THM parameter.

% Lead Compliance: The sum of all compliant test results for the lead parameters divided
by the sum of all test results undertaken for the lead parameter.

% E.Coli Compliance: The sum of all compliant test results for the E. Coli parameter divided
by the sum of all test results undertaken for the E. Coli parameter.

Current Status: IW currently reports on these metrics to the EPA. Details of results are
provided in the tables below.

Water Quality Compliance Rates Overview24
% Microbiological
Compliance:

▪

2014

2015

2016

2017

2018

2019

99.91%

99.95%

99.94%

99.89%

99.87%

99.91%

The microbiological compliance determined from the regulatory sampling programme
has remained consistently high since the establishment of IW.

▪

IW has implemented both the National Disinfection Strategy 25 and the National

24

In 2019 IW submitted over 120,000 test results for public water supplies which included microbiological, chemical and indicator
parameters.
25
The National Disinfection Strategy outlines the standard specifications for disinfection treatment infrastructure for all water
treatment plants managed by IW within Ireland.
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Disinfection Programme26.
▪

In 2019 a total of 82 water treatment site assessments were completed under the
National Disinfection Programme which is an increase from 2018 when 80 water
treatment site assessments were completed.

▪

By the end of 2019, a total of 811 water treatment site assessements were completed.

▪

Since the start of the National Disinfection Programme upgrades commenced on 255
WTPs to the end of 2019; an increase from 203 cumulative at the end of 2018. This is
along with the completion and commissioning of works at a total of 230 WTPs by the end
of 2019 in comparison to 173 in 2018.

▪

In 2019 a total of 140 assessments have been completed as part of the Reservoir
Cleaning Programme, leading to the cleaning and disinfection of 169 reservoirs. From
2016 to 2018 a total of 896 sites were inspected underneath the programme.

% Chemical
Compliance:
▪

2014

2015

2016

2017

2018

2019

99.35%

99.38%

99.46%

99.53%

99.63%

99.60%

The percentage of chemical compliance has remained consistenly high (over 99%) from
2014 to 2019.

▪

Trihalomethanes (THMs) is a key chemical parameter measured by IW through
regulatory sampling and analysis. Overall THMs compliance is outlined below.

% THMs
Compliance:

▪

2014

2015

2016

2017

2018

2019

91.38%

91.22%

93.07%

94.06%

95.10%

96.10%

There has been a steady increase in the percentage of THMs compliance from 2016 to
2019. IW has produced a National THMs strategy and has allocated funding as part of
our priority programmes to 2022.

▪

In 2019, IW successfully removed 26 water supplies from the EPA’s Remedial Action
List (RAL), benefiting a population of over 134,434. Of the 26 water supplies removed,
18 were identified as having a THM issue on the EPA’s RAL.

The European Commission commenced formal infringement proceedings against Ireland for

26

The National Disinfection Programme assesses water treatment plant performance in terms of achieving full drinking water
microbiological compliance (bacterial and viral compliance) as well as the ability/ capability of the treatment process to remove
or inactivate cryptosporidium.The programme was a Project Management Institute – Public Sector Project of the year finalist 2018.
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alleged non-compliance with THM parametric limits in July 2018. IW assisted the
Department of Housing, Planning and Local Government in preparing a response to the
European Commission which was issued in Q3 2018. The European Commission have
since issued a Letter of Reasoned Opinion to the Irish Government, which requires a
response by mid-September. IW is continuing to support the Department in preparing a
response to this reasoned opinion.
IW is striving to achieve 100% compliance with THMs standards, through the development
and roll out of priority action programmes for water supplies with persistent exceedances.
The following are examples of mitigation measures which have been rolled out by IW:
▪

Continous process optimisation of WTPs where exceedances of THMs have been
identified;

▪

Optimisation of coagulation, chlorination, storage and distribution processes at WTPs;

▪

Development of alternative groundwater sources (low THM formation potential); and

▪

New treatment processes for organic removal or THMs removal.

% Lead
Compliance:

2014

2015

2016

2017

2018

2019

97.93%

98.59%

97.83%

98.37%

98.86%

97.81%

▪

IW published its Lead in Drinking Water Mitigation Plan27 in May 2017.

▪

By the end of 2019, IW removed appproximately 32,641 lead service connections under
the Lead in Drinking Water Mitigation Plan (accumulative) and treated a further 1,607 28.

▪

There was a slight decrease in 2019 but lead compliance (close to 98%) remains high29.
% E. Coli
Compliance:

2014

2015

2016

2017

2018

2019

99.93%

99.96%

99.98%

99.89%

99.93%

99.93%

The compliance rate has remained unchanged for this parameter from 2018 to 2019; it is
expected that compliance with this parameter will continue to benefit from the roll out of the
National Disinfection Programme30.

27

Lead in mitigation plan can be found on IW’s website www.water.ie
This is the estimated total number of properties with possible Lead Service being supplied by Orthophosphate dosed water for
longer than 6 months.
29
The slight decrease may be contributed to the random nature of the Regulatory Monitoring Programme including the sampling
and testing of drinking water supplies at customers’ properties, this includes private side lead issues.
30
See here for more information on the National Disinfection Programme.
28
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3.3.3 Water Supplies on Boil Water Notices and/or Water Restrictions
Metric Definition:31 The CRU will monitor: the number of public supplies on Boil Water
Notices (BWNs); the number of public supplies on Water Restrictions (WRs); and the
population served by public supplies on BWNs and WRs.

Current Status: During 2019, IW focused on improving drinking water quality by reducing
the number of customers on boil water notices while addressing and removing “at risk”
schemes from the RAL. IW has continuously reduced the number of baseline water supply
zones on the RAL from 121 in 2015 to 46 at the end of 2017, 29 at the end of 2018 and 19
at the end of 2019.
The CRU requires IW to report on “The number of public supplies on BWN (End of Year)”
for this report and for all future Performance Assessment reports. IW currently measures
and reports on the new metric to the EPA as part of our annual environmental returns.
Boil Water Notices

Total Number of Boil Water Notices (End
of year).
Total Population Served by the notices
(End of year).

2014

2015

2016

2017

2018

2019

21

19

8

5

8

19

23,191

8,799

5,340

19

889

16,051

A boil water notice is a formal notice issued to all properties in an area advising that drinking water from the public mains is
not safe to drink unless it is boiled and cooled beforehand. IW will only issue a Boil Water Notice after consulting with the
Health Service Executive (HSE), the statutory authority on public health matters.

Note: The metrics presented in this section may vary slightly than those contained in the EPA Drinking Water Report for Public
Water Supplies for 2014, 2015, 2016, 2017, 2018 and 2019 where there is pending clarification of the ownership/responsibility
of a number of small water supplies.

▪

In 2019, IW issued 56 BWNs for water supplies which served a combined population of
over 1.3 million people (driven by two large-scale incidents at the Leixlip WTP in late
2019, which affected over 600,000 people on both occasions). BWNs were issued due
to identification of treatment deficiences, monitoring results failures and extreme weather
events. 45 BWNs in total were rescinded (including both BWNs for populations served
by Leixlip WTP) in 2019.

▪

The total population remaining on BWN at the end of 2019 was higher than previous
years. A BWN was issued on the Lough Talt supply on 11th January 2019. This notice
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affects a population of 12,576. The notice contributes significantly to the overall
population remaining on a BWN. There is currently no Cryptosporidium barrier for this
supply however works to address this are in progress.
▪

Obtaining planning permission to progress a project at this site was a very challenging
process. IW has progressed an infrastructure project at this site in 2020 which is
expected to complete by December 2020.

▪

The rollout of the National Disinfection programme has been pivotal in identifying sites
with inadequate chlorine contact time. In 2019, 38 notices were imposed on supplies due
to a contact time issue (following consultation with the HSE). Eight of these notices
remained in place at the end of 2019.
Water Restriction Notices

Total No. of Water Restrictions
(End of year) Excluding Lead.

2014

2015

2016

2017

2018

2019

3

1

1

1

2

0

9

3

51

51

485

0

8

6

5

6

7

4

3,666

4,039

3,947

3,950

4,384

Total Population Served by the
restrictions. (End of year)
Excluding Lead.
Total No. of Water Restrictions
(End of year) (including lead).
Total Population Served by the
restrictions. (End of year

3,689

including lead)
A water restriction notice is an instruction issued to the public if the water supply within a certain area is not guaranteed
to be at the quality standards required by the European Union Drinking Water Regulations 2014 and either not safe to drink
or use, as boiling it will have no effect on removing the contaminant. There are several different types of water restriction
notices that may be issued e.g. Do Not Consume Notices are issued where water should not be used for drinking or cooking
but can be used for personal bathing or household cleaning activities etc.

Note: The metrics presented in this section may vary slightly than those contained in the EPA Drinking Water Report for
Public Water Supplies for 2014, 2015, 2016, 2017, 2018 and 2019 where there is pending clarification of the
ownership/responsibility of a number of small water supplies

▪

In 2019, 6 WRs were rescinded, benefitting a population of 9,442.

▪

Each Quarter, IW provides an update to the EPA, the HSE and the CRU on the National
Lead Mitigation Plan and its progress to date.

This metric has been amended from “The number of public water supplies on Boil Water Notices (BWNs) greater than 200
days”, as outlined in the PA3 report. As requested by the CRU.
31
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3.4 Security of Water Supply
Data

Metric

Metric Definition

Current Status
Available

Leakage
Security of
Water Supply

Security of Supply: Absolute
Performance
Security of Supply:
Performance against target

Reporting to the CRU – UFW only
In progress - due 2020

In progress - due 2020

Table 6: PA5 Leakage and Security of Supply Metrics

Prior to the establishment of IW, the calculation of leakage rates across the country varied
widely depending on the methodology used and the quality of available data. To enable robust,
consistent reporting on this metric, IW has implemented a new National Leakage Management
System (LMS). The LMS will provide IW with accurate and timely leakage information required
to target and prioritise leakage reduction, along with the ability to report on the effectiveness
of leakage reduction activities. Full implementation of the LMS was completed in Q4 2019, the
reporting capability is now in place nationally across all 31 LAs.
The LMS will enable IW to report on national leakage under the Performance Assessment
Framework, once at least a year of data is available for review, estimated from 2021 and in the
next report PA6. However continuous data improvement is essential for the LMS system to
achieve full LMS functionality.
In the interim, IW proposes reporting 2019 unaccounted for water (UFW) in this report. UFW
represents the difference between “net production” (the volume of water delivered into IW’s
network) and “consumption” (the volume of water that can be accounted for by legitimate
consumption, whether metered or not). The difference includes water losses due to leaks.
The Security of Supply Index (SOSI) metrics refer to the ability of IW to comply with
commitments of continuous water supply to our customers both in the short and long term. IW
is developing the first National Water Resources Plan (NWRP) which will identify existing
issues or where any future issues may occur and is a key input to delivering reporting capability
for the SOSI metrics. The plan will outline how IW will move towards a sustainable, secure,
and reliable drinking water supply over the next 25 years whilst safeguarding our environment.
The NWRP consultation, which was due to start in April 2020, is delayed due to the COVID19 emergency. Section 9 of the COVID-19 Emergency Measures Act put an extension on all
statutory time limits in the planning acts, amongst other legislation. This is because members
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of the public need to have sufficient access to the documents required for a full complete public
consultation.
The NWRP is now estimated to be published for public consultation in late Q3/Q4 2020. As a
result IW now expects to deliver SOSI reporting capability from H2 2020 and report on the
SOSI metrics under the Performance Assessment Framework from 2021, i.e. in the next report
PA6.
3.4.1 Leakage
Metric Definition: The CRU will monitor leakage rates relating to IW network.
Current Status:
Reporting capability for leakage is delivered; development of Ireland’s first integrated
national LMS is complete and it is now deployed in all LA areas. The LMS roll out
commenced in Q4 2018 on a phased basis and was fully implemented in all 31 LAs by Q4
2019. The core requirement of the LMS is to implement a leakage calculation and reporting
system that will
a) allow IW to determine leakage levels across the country and prioritise areas for leakage
reduction, and
b) allow the automatic generation of reports for use by IW.
In order for IW to report nationally on leakage, data quality and completeness is essential.
IW requires at least one year of data for review prior to reporting a national leakage figure.
In the interim IW proposes reporting UFW to the CRU as part of the PA reporting framework.
In order to calculate UFW, IW subtracts the following factors of consumption from net
production or distribution input (DI) to IW’s water network:
▪

Water Delivered to Customers: an estimate of the water demanded by domestic and
non-domestic customers; includes measured and unmeasured demand, water lost
to leaks on the customer’s property, under registration of water use due to old or
broken meters and water used on IW sites and treatment plants (water taken legally).

▪

Distribution system operational use: IW’s estimate (DI multiplied by 1) of water it uses
on the distribution system, for example to clean and flush water mains.

▪

Water taken legally unbilled: estimate of water used by fire services, and other
unbilled use.
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IW categorises the remainder of the water put into the distribution network as UFW. The
UFW reported by IW includes a number of components including:
1. Unbilled water: use of water by IW to flush mains and other unbilled use (in excess
of estimated usage).
2. Apparent Losses: includes unauthorised water use, for example illegal use of
standpipes, and under-recorded use by customers because of incomplete data.
3. Real losses: loss of water on the distribution network from leaks and burst mains,
known as network leakage.
In 2019, the average daily amount of unaccounted for water was 712 million litres per day
(MLD), a reduction from 782 (MLD) in 2018. Full implementation of the LMS, in particular
the migration of data reporting from LA databooks32 to the LMS and improvements brought
about by taking a national, standardised approach, is allowing for a more accurate
measurement of leakage and contributing to improved performance. Two CRU reports33
published in 2020 also note the reduction in UFW from 2018 to 2019; attributing it to a
combination of: a recategorisation of water use from unaccounted-for-water to domestic and
non-domestic demand; data improvements arising from IW’s new LMS, and; IW’s leakage
reduction activities during the year.
With the roll out of the LMS, IW is in a position to report, with greater accuracy and clarity,
water losses resulting from leaks on our network. These improvements are evident in the
UFW figure for 2019 which gives a good indication of the amount of water that is lost to
leaks. However in order for the LMS to have full capacity and to enable IW to transition from
reporting on UFW to national leakage figure, data availability and quality is essential.
Stakeholder engagement with the LAs has been key to the successful roll out and
implementation of the LMS processes and technology. This engagement is facilitating
continuous data improvement which is essential to achieving full LMS functionality and
accuracy as the LA staff have the primary local knowledge to configure the LMS when there
have been network changes. We will continue to see the robustness of the national leakage
figure improve as these data improvements are made over the coming years.
IW will continue to report on UFW until at least a year of national leakage data is available
for review. IW will continue to review the status of delivery of national leakage data with the
CRU and plan to report on 2020 national leakage as part of the next report, PA6.

32

LA databooks: excel spreadsheets used to collate data
See section 2.4.1 of the IW Capital Investment Plan 2017 to 2021 Monitoring Report No. 3 here and section 14.2.1 of the
Energy and Water Monitoring Report for 2019 here
33
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3.4.2 Security of Supply: Absolute performance

Metric Definition: The CRU will monitor an overall Security of Supply Index (SoSI).
Current Status: A public consultation on the NWRP Strategic Environmental Assessment
Scoping Report was carried out in November 2017. Review of the consultation feedback
was carried out in Q1 2018 and all relevant feedback will be incorporated into the draft
NWRP - Methodology and associated environmental reports.
IW presented a progress update on the NWRP to the CRU in October 2018 and a further
update in July 2019.
The first phase of the NWRP will include the assessment of the SOSI and the identification
of vulnerabilities in available headroom in each Water Resource Zone (WRZ), this includes:
▪

The establishment of 539 Water Resource Zones (WRZs), including approximately
74734 Water Supply Zones; and

▪

Commencement of headroom analysis for each of the 539 WRZs.

Since early June 2019 IW has engaged in an extensive consultation process with the 31
LAs, to review and finalise the Supply Demand Balance in the 539 WRZs throughout the
country.
The draft NWRP was revised in late 2019 and early 2020 to take account of the revised data
from this LA consultation process.
The NWRP consultation, due to start in April 2020, is delayed due to the COVID-19
emergency. Section 9 of the COVID-19 Emergency Measures Act put an extension on all
statutory time limits in the planning acts, amongst other legislation. This is because for
effective public consultation members of the public need to have sufficient access to the
documents. The NWRP is now expected to be published for public consultation in late Q3/Q4
2020; IW now expects to deliver reporting capability from H2 2020 and report on the SOSI
metrics under the Performance Assessment Framework from 2021, i.e. in the next report
PA6.

34

Due to IW review of data, the number of WRZ has increased from 535 to 539, this has resulted in the number of water supply
zones to decrease from 800 to 747. The reduction in water supply zones, is due to rationalisation of water supplies along with
water network consolidation.
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3.4.3 Security of Supply: Performance against target

Metric Definition: The CRU will monitor an assessment of how the SoSI performance
compares to a target (which is agreed in advance).
Current Status: The calculation and implementation of the ‘Performance against Target
SoSI’ metric cannot be put into place until the ‘SoSI - absolute performance’ metric is first
determined. The CRU will determine the relevant target in accordance with this metric.
The NWRP is a key input to delivering reporting capability for both SOSI metrics. The NWRP
consultation is delayed due to the COVID-19 emergency and is now (as of September 2020)
estimated to be published for public consultation in H2 2020; IW now expects to deliver
reporting capability from H2 2020 and report on both SOSI metrics under the Performance
Assessment Framework from 2021, i.e. in the next report PA6.
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3.5 Sewerage Service
Data

Metric

Metric Definition

Current Status
Available
Reporting capability in
place Q4 2019

Sewer Incidents (overload)

Estimated to report in
PA6
Reporting capability in

Sewerage
Service

place Q4 2019
Sewer Incidents (other causes)

Estimated to report in
PA6
Reporting capability in
place Q4 2019

Sewer Incidents (at risk)

Estimated to report in
PA6

Table 7: PA5 Sewerage Service Metrics

Prior to the establishment of IW, there was no systematic method of gathering evidence
relating to the occurrence of flooding incidents. IW is putting in place a National Sewer Flooding
Register (NSFR) to record information on flooding events. This will be used to:
▪

catalogue the extent, frequency, and cause of flooding;

▪

inform the investment plan to prioritise areas that flood more frequently; and,

▪

develop plans to reduce incidents caused by blockages, collapses and equipment failures.

The Sewerage Service metrics included in the CRU’s Performance Assessment are set out
below. Reporting capability for each of the metrics is in place since Q4 2019.
3.5.1 Sewerage Service
Metric Definition:
Sewer Incidents (overload): The CRU will monitor the number of properties affected by
incidents where wastewater enters a building due to the overload of a sewer.
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Sewer Incidents (other causes): The CRU will monitor the number of properties affected by
incidents where wastewater enters a building caused by equipment failure in a sewer,
blockage or collapse of a sewer.
Sewer Incidents (at risk): The number of properties considered to be at risk of having
wastewater enter their premises caused by overload more frequently than once in 10 years.
These properties are defined as properties that have suffered or are likely to suffer repeat
incidents at a determined reoccurrence interval due to wastewater from public foul or
combined sewers.
Current Status Overview
Phase 1 – Wastewater Blockage and Flooding Project has been completed:
The processes and data system are in place. In order for this system to have full capability,
data availability and quality are essential. While the processes and system are working well,
a number of data challenges have been identified which IW is continuing to address:
▪

Completeness of data required to identify causes of flooding;

▪

Accuracy of co-ordinates – exact location of sewer incidents; and

▪

Accuracy of investigation resolution codes selected to close an incident.

IW strives to continuously improve both data quality and data collation processes and has
made a number of changes to data specifications, such as improving and amending the
options available for crews when collating data. This has lead to more specific information
being collated. IW is currently developing a number of new projects and programmes to
improve data quality as follows:
▪

Upcoming Appropriate information project to review data received and data collation
processes with any identified changes or amendments to be prioritised.

▪

New mobile platform programme – IW is currently working on procuring a new mobile
platform and associated technology. This is required to address data completeness and
improve the accuracy of co-ordinates collected by field crews out on site. Development
of the new platform is estimated to begin in 2021; however this is dependent on the
procurement process going ahead in 2020.

Phase 2 - Post Flooding Investigation App Project (Q1 2018 – Q3/Q4 2020) is in progress:
▪

Phase 2 involves the creation of a new ‘post flooding survey application’ (‘App’) to obtain
data on flooding incidents, including flooding extents, type of assets involved, and
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individual properties surveyed. It is intended that the App Survey will be completed by
Operational Staff using mobile handheld units.
▪

IW worked with 3 LAs on a proof of concept trial from Q1 2018 to Q1 2019 to test
feasibility and engage on the use of the App.

▪

Feedback and lessons learned from the testing were collated and updates applied to the
App.

▪

The App was tested by a team of IW office based users and was migrated to the IW IT
system in Q4 2018.

Prior to national go-live of the App, a follow-on Technical Proof of Concept trial will take
place at the earliest35 in Q4 2020 (delayed from Q4 201936) with three LAs37 to:
▪

Prove the functionality is fully operational and suitable for all users;

▪

Ensure the process and solution meets the reporting needs; and

▪

Debrief following the proof of concept trial, gather feedback, and implement lessons
learned. Sign off will follow before proceeding to national rollout.

In order for IW to successfully begin the trial, participant LA staff will require training in order
to use the new mobile devices. This delay in the ‘App’ Technical Proof of Concept trial taking
place has delayed delivery of reporting data for sewer incidents (overload and other causes).
Phase 3 - National Sewer Flooding Register (NSFR) Project.
The key purpose of this project is to develop a single reliable and accurate NSFR. The aim
of which is to:
▪

Introduce upgraded systems to manage, assess and report on flood incidents;

▪

Confirm the root causes of flooding incidents;

▪

Identify potential flooding risk to customers, for example potential frequency of
flooding re-occurrences;

▪

Enhance reporting of risk categorisation due to better data; and

▪

Identify the number of properties at risk of flooding from public wastewater
infrastructure.

Information feeding in to the NSFR includes:

35

The timeline will remain under review based on Government COVID-19 health guidelines
The trial was originally delayed from Q4 2019 to Q1 2020 due to procurement delays. The impacts of the COVID-19
emergency (e.g. remote working and travel restrictions) means the trial was further delayed until at least Q4 2020
37
Waterford City and County Council, Monaghan County Council and Galway City Council
36
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▪

Workshops held with all LAs (operational staff) to collate information on key sewer
incident locations, where there has been a history of repeat incidents.

▪

Data collected as part of the Drainage Area Plan (DAP) process (see below).

▪

Data collated via existing handheld devices used by LAs (operational staff)
responding to reported sewer incidents. IW is analysing this data in order to identify
and focus on areas (nationally) where repeat incidents are occurring on the
wastewater network. The data indicates that the majority of incidents relate to
blockages (with and without flooding) on the gravity sewer network.

This data and information collated has helped IW to prioritise its investigative survey work
both under the DAP process and under separate investigative programmes.
These surveys are required to help to determine or identify the potential root causes of
repeat incidents. This enables IW to overcome some of the challenges with respect to
understanding root causes where they are reported on site as ‘unknown’.

Figure 1: Location of incidents for an agglomeration

Drainage Area Plans (DAP)
A DAP refers to an assessment of a sewer system’s performance and condition,
investigating hydraulic, operational, structural and environmental performance for current,
short-term and long-term development scenarios.
The DAP model enables IW to assess likelihood and consequence of failure using a
hydraulic model. The DAP process which is being implemented across 43 sub-catchments/
agglomerations has identified areas which suffer repeat flooding due to suspected hydraulic
overload. IW has carried out the following:
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▪

Based on the data collated by IW a total of 193 areas have been identified to date (as of
the end of July 2020). These areas include customers who have experienced flooding
and where model predicted flooding has been identified;

▪

Another 95 areas (nationally) remaining to be assessed under the DAP process.

▪

IW has completed asset surveys & flow/rainfall monitoring for 104 flood risk areas.

Challenges remain in identifying the extent of premises being flooded, whether it is internal
or external flooding, or both. For IW to collate this information to and to resolve these
challenges, the rollout of the App is required.
IW has engaged with customers directly in the identified flood risk areas by undertaking
customer surveys. Customer survey templates were created and initially issued to individual
properties within the larger 10 flood risk areas identified. Based on the returned information
346 properties have been identified as having suffered repeat flooding.
These properties have been also verified through our predicted flood model. Based on the
valuable detail and data provided by customers from the larger 10 flood risk areas IW is
continuing to engage with customers in the other flood risk areas. This is enabling IW to
gather evidence in terms of scale of impact, number and dates of previous occurrences.
The DAP model process has been used to develop intervention options and costs to reduce
flood risk to acceptable levels in 15 flood prone areas.
The assessment outputs from the DAP process has provided the first evidence-based
assessments to enable IW to populate the NSFR. However, the full development of the
NSFR is dependent on “go live” and deployment of the App (post additional Technical Proof
of Concept Trial) to all operational end users in IW and the LAs.
IW anticipates that data for the sewerage service metric will be available post go-live and
deployment of the App and first reporting under this metric will issue to the CRU in PA6.
IW proposes to amend the metric descriptor for ‘Sewer Incidents (at risk)’ in order to better
align with the UK approach on risk. IW proposes to remove the reference to once in 10 years
and to include properties banded within risk levels. IW will engage further with the CRU to
better align this metric descriptor for the next PA6 report.
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Appendix
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Appendix A Customer Service
Customer Charter for Domestic Customers
Codes for Domestic Customers

Codes for Non Domestic Customers

Customer Communication

Customer Communication

Metering

Metering

Billing

Billing

Vulnerable Customers
Network Operations

Network Operations

Complaint Handling

Complaint Handling

Terms & Conditions of Supply
Customer Charter and Codes of Practice as outlined by the CRU in the IW Customer Handbook
CER/17/319 & CRU18/041
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Response to Billing Contacts 2019
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Call Abandonment Rate (%) 2015 and 2016

Call Abandonment Rate (%) 2015
35%
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Call Abandonment Rate (%) 2017 and 2018

Abandonment Rate (%) 2018
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Call Abandonment Rate (%) 2019
Abandonment Rate (%) 2019
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1%
0%

56 | IW | Performance Assessment report No.5

Customer Satisfaction Score for 2017

CSAT Score 2017
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Customer Satisfaction Score for 2018
CSAT Score 2018
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Customer Satisfaction Score for 2019
CSAT Score 2019
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Telephone Service Factor 1 for 2015 and 2016
Telephone Service Factor 1 (%) 2016

Telephone Service Factor 1 (%) 2015
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Telephone Service Factor 1 for 2017 and 2018

Telephone Service Factor 1 (%) 2017
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Telephone Service Factor 1 (%) 2019
100%
90%
80%
70%
60%
50%
40%

58 | IW | Performance Assessment report No.5

Telephone Service Factor 2 for 2015 and 2016

Telephone Service Factor 2 (%)
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Telephone Service Factor 2 for 2017 and 2018
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December
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Telephone Service Factor 2 for 2019
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Ease of Telephone Contact - 2019
The graph below details the number of calls received each month in 2019.

Calls Received 2019
39,000
37,000
35,000
33,000
31,000
29,000

27,000
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First Call Resolution – breakdown to non-domestic, domestic and operations
for 2018
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Aug Sep Oct Nov Dec

First Call Resolution – breakdown to non-domestic, domestic
and operations for 2019
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100.0%
98.0%
96.0%
94.0%
92.0%
90.0%
88.0%
86.0%
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Domestic
FCR - Non-Domestic 2019
100.0%

95.0%
90.0%
85.0%

80.0%
75.0%
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Non Domestic

FCR - Operations 2019
100.0%
80.0%
60.0%
40.0%
20.0%
0.0%
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Operations

62 | IW | Performance Assessment report No.5

Appendix B – Environmental Metrics
Ranking

Classification

Impact on the environment & health

1

Minor

•
•
•
•

2

Limited

•
•
•

3

Serious

•
•
•
•
•
•

4
5

Very Serious
Catastrophic

•
•

No contamination, localised effects;
Minor effect on air quality as evidenced by dust or odour complaint(s);
Emission Limit Value breaches;
An emission which does not comply with the requirement of the
licence/Certificates of Authorisation (A pattern of repeated minor
incidents should be taken into account when considering the level of
response).
Simple contamination, localised effects of short duration;
Local limited impact to water, land and air;
Notification to and short term closure of potable water extractors
required.
Simple contamination, widespread effects of extended duration;
Significant effects on water quality;
Major damage to an ecosystem (e.g. significant impact on fish
population);
Longer term closure of potable water extractors;
Significant reduction in amenity value;
Significant damage to agriculture or commerce; significant impact on
man.
Heavy contamination, localised effects of extended duration.
Very heavy contamination, widespread effects of extended duration.

Environmental Impact Assessment Criteria

Data
No. of agglomerations subject to
assessment
No. Compliant with Sampling
requirements
No. Compliant with BOD & COD (& SS)
No. Compliant with BOD, COD, TN/TP
(&SS)
No. Compliant with BOD, COD, TN/TP,
Treatment Type (& SS)
No. ‘Non-Compliant’ with BOD, COD,
TN/TP, Treatment type (& SS)
Agglomeration P.E Compliant (if SS
considered)
% Agglomerations P.E Compliant (if SS
considered)

2016

2017

2018

2019

185

179

169

172

185

179

169

172

149 (141)

155 (147)

151 (145)

156 (152)

147 (139)

154 (146)

150 (144)

155 (151)

145 (137)

151 (144)

148 (143)

153 (150)

40 (48)

28 (35)

21 (26)

19 (22)

2.07m

2.16m

2.11m

2.18m

(2.03m)

(2.13m)

(2.05m)

(2.17m)

44% (43%)

43% (42%)

42% (41%)

44% (44%)

WWTD Compliance in 2016, 2017, 2018 & 2019 source: IW Annual Return verified by the EPA Urban
Wastewater Treatment Report.
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Agglomerations not meeting the Urban Wastewater Treatment Directive
Standards.

Treatment Type: The level of treatment required at wastewater treatment plants is generally dependent
on the p.e (size) of the agglomeration served and the sensitivity of the receiving waters the effluent
enters, as detailed below.

Treatment Type

Agglomeration P.E (collected)

More stringent treatment (Tertiary 3P/3N/3PN)
Secondary Treatment

>/ = 10,000 P.E (Sensitive Waters)
>/ = 2000 P.E (Freshwater & Estuarine); >/
= 10,000 P.E (Coastal)
< 2000 P.E (Freshwater & Estuarine
Inland); < 10,000 PE (Coastal)

Appropriate Treatment

Effluent Quality: Effluent quality is assessed against the emission limit values (ELVs) for chemical
parameters specified in the UWWTD. The parameters are Biological Oxygen Demand (BOD), Chemical
Oxygen Demand (COD), Total Suspended Solids (TSS), (optional) Total Phosphorous (TP) and/or Total
Nitrogen (TN) (where applicable). The ELV requirements are set out in the table below.

Parameter

Concentration

Agglomeration P.E (Collected)

cBOD
COD
TSS

25 mg/l O2
125 mg/l O2
35 mg/l
2 mg/l P (10, 000 – 100,00 PE)
1 mg/l P (>100,000 PE)
15 mg/l P(>100,000 PE)

≥ 2000 P.E ( Freshwater & Estuarine
Inland);≥ 10,000 P.E (Coastal)

TP
TN

>10,000 P.E (Sensitive)

Sample Numbers: The number of samples required is based on the size of the wastewater treatment
plant within these agglomerations. Requirements are detailed in the table below.

Number of samples required

WWTP Size (P.E)

12 samples (4 samples in subsequent years if
compliant in previous years)
12 samples
24 samples

2000 - 9999 P.E
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10000 – 49999 P.E
50000 P.E or over

