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Executive Summary
Irish Water provides public water and wastewater services in Ireland. As part of its role as
economic regulator, the CRU sets the revenue Irish Water can recover to deliver water and
wastewater services over a period of time known as a ‘revenue control period’. This includes the
money that Irish Water needs to abstract, treat and distribute drinking water to homes and
businesses and to collect and treat wastewater before returning it safely to the environment. It
enables Irish Water to carry out sampling and monitoring of the water it provides and the
wastewater it treats. It also allows Irish Water to respond to incidents, provide an appropriate
level of customer service and fund its capital investments.
During each revenue control period, the CRU monitors Irish Water’s performance and delivery.
This includes monitoring Irish Water’s compliance with the CRU’s Customer Handbooks,
monitoring Irish Water’s delivery of its Investment Plan, and assessing Irish Water’s performance
against the metrics set out under the Performance Assessment Framework. The CRU reports on
Irish Water’s delivery and performance based on the findings of its monitoring activities.
The Performance Assessment Framework was first set out in 2016 as a way to monitor and
report on Irish Water’s annual performance against a number of defined metrics across five
categories: customer service, environmental performance, water supply – quality of service,
security of water supply and wastewater (sewerage) service. At that time, the CRU did not set
targets for Irish Water’s performance under each of the metrics.
The CRU has now carried out a review of the Performance Assessment Framework and set
targets for Irish Water’s expected delivery for the Revenue Control 3 period 2020 to 2024. This
consultation paper sets out the CRU’s proposed approach to setting the targets as well as some
changes to the metrics by which the CRU will monitor Irish Water’s performance in delivering on
its obligations.
The CRU requests interested parties submit responses to this consultation paper by 17th
November 2020 at the following email address: pafreview@cru.ie. To act as a guide for
respondents, questions have been provided under each metric. Any further or general feedback
is also welcome. The CRU will publish its decision on the Performance Assessment Framework
for 2020 to 2024 in Q1 2021.
A summary of the CRU’s proposed metrics together with the proposed targets by end 2024 is set
out below.
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Customer Service
The customer service metrics consider Irish Water performance across contacts, complaints and
billing. One of the major changes proposed for the customer service category is to remove one of
the metrics relating to speed of telephone response as it is deemed potentially confusing and
does not offer much in the way of understanding Irish Water’s performance. The consultation
also proposes the introduction of a metric relating to the number of unresolved complaints
submitted to the CRU.

Proposed Metric
Name

ii

Proposed Metric Definition

Proposed Update

Target
2024

Ease of telephone
contact: Speed of
telephone response

The CRU will monitor the number of calls picked up
by an agent within 20 seconds in the queue divided
by the total number of calls

No change

90%

Ease of telephone
contact: Speed of
telephone response
(2)

N/A

Discontinue

-

Ease of telephone
contact: Call
abandonment rate

The CRU will monitor 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 system

No change

1%

Ease of telephone
contact: First call
resolution

The CRU will monitor the percentage of calls dealt
with within one call without requiring a call back to
the customer from Irish Water

Change name from
First Contact
Referral

90%

a) Clarify previous
definition

70%

Billing of metered
customers

The CRU will monitor:
a) the number of bills based on a meter reading
as a percentage of bills issued to metered
accounts
b) the percentage of metered accounts billed
during the year that received at least one bill
based on a meter read carried out by Irish
Water

b) N/A - not
included in 2016
Decision

100%

No change

99.9%

Response to billing
contacts

The CRU will monitor the number of billing contacts
answered and closed out within 5 working days as a
percentage of billing contacts received

Response to
complaints

The CRU will monitor the number of complaints:
a) responded to within 5 working days, either with
a resolution or an outline plan of the proposed
resolution
b) to which a final decision is issued within 2
months

100%
No change
100%

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

Proposed Metric
Name

Unresolved
complaints submitted
to the CRU

Customer Satisfaction
Survey

Proposed
Update

Target 2024

The CRU will monitor the number of unresolved
complaints submitted to the CRU Customer Care
Team in the context of the CRU’s role under
Section 8 of Water Services Act 2014, including:
a) Unresolved complaints upheld by the CRU
Customer Care Team
b) Unresolved complaints awarded Charter
payments by the CRU Customer Care Team
or Irish Water

N/A - not included
in 2016 Decision

Better than
average
across utilities
& suppliers
monitored by
CRU CCT

The CRU will monitor Irish Water’s performance in
a survey conducted by an independent research
company engaged by Irish Water

Change name
from Call Handling
Survey, conduct
survey via method
contact was made
(telephone, email,
etc.)

85%

Proposed Definition

Security of Water Supply
There are two metrics proposed here: security of water supply and leakage.
Proposed Metric
Name

Proposed Metric Definition

Proposed
Update

Target 2024

Security of Water
Supply

The CRU will monitor an overall Security of Supply
Index, or
The CRU will monitor the number of water
resource zones in deficit and the population
served by those resource zones

Remove
performance
against target
metric, determine
most appropriate
measure

Publish
National Water
Resources
Plan by end
2021

Leakage

The CRU will monitor the amount of water lost on
the public network and the amount of water lost on
customer supply pipes, separately

Clarify previous
definition

Public: 161
Ml/day
Private: 15
Ml/day

Quality of Water Supply
The metrics in this category are intended to capture Irish Water’s performance in delivering a
continuous supply of clean drinking water to homes and businesses by looking at interruptions to
supply and drinking water quality.
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Proposed Metric
Name

Proposed Metric Definition

Unplanned
Interruptions to
Supply

The CRU will monitor number of properties
experiencing unplanned interruptions to their
supply in excess of 12 and 24 hours.

Drinking Water
Quality

•
•
•
•
•

Boil Water Notices
and Drinking Water
Restriction Notices

The CRU will monitor:
▪ The number of public supplies and the
population served on Boil Water Notices for
greater than 30 days
▪ The number of public supplies and the
population served on Drinking Water
Restriction Notices for greater than 30 days

Percentage microbiological compliance
Percentage E. coli compliance
Percentage chemical compliance
Percentage THM compliance
Percentage lead compliance

Proposed
Update
Replace >4 hours
with a ‘minutes
lost’ metric

None

Introduce 30-day
timeframe

Target 2024
>12: <0.15%
properties
>24: 0.01%
properties
• 99.9%
• 99.9%
• 99.9%
• 99.0%
• 99.48%

0

Sewer Incidents
Irish Water has not yet reported under this metric. As such, the CRU does not have a baseline
level of performance against which targets can be set. The consultation paper proposes that Irish
Water should target performance in line with utilities in the UK and requires Irish Water to report
under this metric for 2020. The CRU will then review the target performance level in 2022 as a
baseline is established.
Proposed Metric
Name

Proposed Metric Definition

Target 2024

No change

<1 property
per 10,000
connected
households

The CRU will monitor the number of properties
affected by an incident where wastewater enters a
building caused by equipment failure in a sewer,
blockage or collapse of a sewer

No change

<2.5
properties per
10,000
connected
households

The CRU will monitor 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

No change

To be
reviewed

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

Sewer Incidents
(Other Causes)

Sewer Incidents
(At Risk)

iv

Proposed
Update
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Environmental Performance
The environmental performance category was introduced by the CRU to monitor Irish Water’s
performance in dealing with wastewater and the sludge that is produced as a by-product of
treating both water and wastewater.
The CRU is proposing to remove the metric monitoring the number of agglomerations
discharging untreated wastewater into the environment, since this metric does not provide an
enduring outcome measure. The delivery of the infrastructure required at these agglomerations
will however continue to be monitored through the CRU’s capital investment monitoring.
The CRU is proposing to introduce a new metric to capture a greater proportion of Irish Water’s
wastewater activities: Compliance with the Emission Limit Values for Urban Wastewater
Licences. The licensing of wastewater treatment plants provides limits on wastewater discharges
to protect the receiving water environment where the discharge occurs. Achieving compliance
with these limits is essential to protecting water quality.
Proposed Metric
Name

Proposed Update

Target 2024

Incidents Relating to
Wastewater

The CRU will monitor the number of
incidents resulting from wastewater
collection and treatment activities

No change

Wastewater
Agglomerations
Meeting Treatment
Requirements:
Agglomerations with no
Wastewater Treatment

N/A

Discontinue from PAF
– Investment Plan
monitoring only

Compliance with the
Emission Limit Values
for Urban Wastewater
Licences

• Overall compliance with the emission limit
values for wastewater licences.
• Compliance with BOD limit values for
wastewater licences.
• Compliance with COD limit
• Compliance with Suspended Solids limit
• Compliance with Ortho Phosphate limit,
where applicable.
• Compliance with Ammonia limit, where
applicable.

N/A - not included in
2016 Decision

Establish
baseline
performance

Change name from
Agglomerations Not
Meeting the UWWTD
Standards.

100%

Change name from
Sludge Disposal

100%

Compliance with the
treatment requirements
of Urban Waste Water
Treatment Directive

Sludge Reuse and
Disposal

v

Proposed Metric Definition

The CRU will monitor the total number of
agglomerations meeting the treatment
requirements of the UWWTD

The CRU will monitor the percentage of
drinking water and wastewater sludge that
is disposed of in an unsatisfactory manner

<345 one-off
<98 recurring
0 Category 3-5

N/A
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Energy and Emissions
Irish Water is the biggest consumer of electricity in the public sector in Ireland. As a public body,
it is obligated to improve its energy efficiency and reduce its energy-related greenhouse gas
emissions as set out in the Climate Action Plan 2019. The CRU proposes to include two new
metrics in the Performance Assessment Framework, which will monitor Irish Water’s energy
consumption and CO2 emissions.
The targets for these metrics will be consistent with requirements placed on Irish Water as a
public body.

Proposed Metric Name

Proposed Metric Definition

Energy Consumption

The CRU proposes to monitor
Irish Water’s total final
consumption in GWh

Greenhouse Gas
Emissions

The CRU proposes to monitor the
energy-related CO2 emissions that
arise from Irish Water’s final
energy consumption

vi

Proposed Update

Target
2024

N/A - not included in 2016
Decision

>22 GWh
reduction

N/A - not included in 2016
Decision

TBD when
scope of
emissions
target
decided by
SEAI
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Public Impact Statement
Monitoring and reporting help to ensure that Irish Water performs to a high standard, and keeps
the public, and other key stakeholders, informed of Irish Water’s performance. It also provides
Irish Water with a reputational incentive to deliver its expected outputs and outcomes on time
and in budget. Monitoring also supports the CRU in making evidence-based decisions.
The CRU sets the outcomes that we expect Irish Water to deliver. These outcomes include, for
example, clean drinking water and the treatment of wastewater. The delivery of those outcomes
is in turn expected to deliver improvements in Irish Water’s services and performance standards
for customers.
Under the Performance Assessment Framework, the CRU measures Irish Water’s performance
across a number of key metrics and categories, including customer service, quality of water
services, security of water supply and environmental performance. Here, the CRU monitors the
experience of Irish Water’s customers in receiving water or wastewater services, as well as the
experience of those who make contact with Irish Water. This includes, for example, monitoring
the number of boil water notices and drinking water restriction notices experienced by customers,
and Irish Water’s response to complaints. The CRU also monitors other areas of Irish Water
performance, such as incidents relating to wastewater.
This consultation paper asks stakeholders to engage with the monitoring of Irish Water’s
performance under the Performance Assessment Framework. It asks that stakeholders provide
their views on the proposed metrics and associated targets to ensure the Framework suitably
monitors Irish Water’s performance.
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Glossary of Terms and Abbreviations

x

Abbreviation or Term

Definition or Meaning

CSAT

Customer Satisfaction Score

CRU

Commission for Regulation of Utilities

DMA

District Meter Area

EPA

Environmental Protection Agency

ESBN

ESB Networks

GNI

Gas Networks Ireland

HSE

Health Service Executive

IVR

Interactive Voice Recognition

IW

Irish Water

LA

Local Authority

NI Water

Northern Ireland Water

Ofwat

Water Services Regulation Authority (England & Wales)

PAF

Performance Assessment Framework

RC3

Revenue Control 3 (2020-2024)

SEAI

Sustainable Energy Authority Ireland

SIM

Service Incentive Mechanism

SPU

Single Public Utility

TFC

Total Final Consumption

TSF

Telephone Service Factor

TPER

Total Primary Energy Requirements

UREGNI

Utility Regulator Northern Ireland

WICS

Water Industry Commission Scotland

WIOF

Water Industry Operating Framework
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1. Introduction
The CRU’s primary objective as the economic regulator of Irish Water is to protect the interests
of Irish Water’s customers. In that context, Irish Water makes submissions to the CRU outlining
its view of how it is going to operate the water and wastewater system over several years known
as a revenue control period, and what it needs to spend to achieve this. The CRU reviews these
submissions and determines the amount of money that Irish Water needs to deliver its day-today operations and to deliver its Investment Plans. This allows Irish Water to fund necessary
costs and is the basis for charges1.
Irish Water’s day-to-day costs include the cost of the energy and chemicals needed to treat and
pump water and wastewater and the cost of the staff running these processes, dealing with
complaints, monitoring the quality of the treated water, and so on. Irish Water’s Investment Plans
set out the capital projects and programmes that it plans to progress and deliver during the
period. They set out the outputs and outcomes to be delivered for the investment and are integral
to maintaining and upgrading water and wastewater assets, improving quality and compliance,
providing enhanced service levels to customers, and facilitating growth.
One of the ways the CRU delivers its primary objective to protect the interest of Irish Water’s
customers is by periodically setting customer service levels, as well as challenging and outputs
and outcomes that Irish Water should delivers while reviewing, and ultimately approving, Irish
Water’s proposed costs for the delivery of these defined outcomes and outputs.
The CRU monitors Irish Water’s performance to understand how it is performing year-on-year
and to assess if it is delivering the expected improvements in performance. The CRU publishes
reports outlining Irish Water’s delivery of its Investment Plans including the spend, timelines and
the outputs delivered by the projects and programmes.
To monitor Irish Water’s performance and delivery of a high quality service to customers, the CRU
published its decision on the Performance Assessment Framework (the ‘Framework’) in November
2016. The Framework provides a structured and clear basis for the CRU to assess Irish Water’s
performance for its customers, supporting due oversight of the utility and evidence-based decisions
by the CRU. The CRU chose categories and metrics that were reflective of outputs and outcomes,
including standards of service, that the CRU requires Irish Water to deliver for its customers for the
money it allows it to spend on capital investments and on the day to day running of the utility.

1

This includes charges for normal domestic water services use as set by the CRU which are recovered from the
Exchequer

1
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The Framework set out five categories across which Irish Water must report on to the CRU:

•

Customer service;

•

Environmental performance;

•

Water supply – quality of service;

•

Security of water supply; and,

•

Wastewater (sewerage) service.

The publication of reports under the Framework incentivises Irish Water to improve its
performance and service delivery for its customers and allows customers and other stakeholders
of the utility to monitor that performance. Since 2016, the CRU has published 4 reports outlining
Irish Water’s progress on the collation of data and its actual performance across some of these
metrics. The CRU keeps the Framework under review in order to ensure that it continues to be
capable of reporting on key areas of service delivery for citizens, customers and other
stakeholders.
In the years 2020 to 2024 (known as Revenue Control 3 or RC3), Irish Water will spend over €8
billion on water and wastewater services, on operating activities and new investments. The CRU
has now undertaken a review of the Framework and proposes the following metrics and targets
be set to monitor Irish Water’s performance for this period, so that they will appropriately reflect
the key service areas for the period 2020 to 2024 to monitor the outcomes of this spend.

Related Documents

•

CER/16/308 Irish Water Performance Assessment - Decision on Framework

•

CRU/19/146 Irish Water Performance Assessment Framework 2018 Implementation Update

•

CRU/19/146a Irish Water Performance Assessment Report No. 4

•

CRU/19/148 Irish Water Revenue Control 3 Decision Paper

•

CRU/20/085 Update to Irish Water’s Revenue Control 3 (RC3.5) – Irish Water’s Updated
Capital Investment Plan Decision Paper

•

CRU/19/081 Customer Care Team Annual Report 2018

Further information on the CRU’s RC3 decision can be found here. Irish Water’s performance
under the 2016 Performance Assessment Framework to date can be found here and Irish Water
Capital Investment Plan monitoring can be found here. Information on the CRU’s role and
relevant legislation can be found on the CRU’s website at www.cru.ie.
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2. Performance Assessment
2.1 Overview
Irish Water abstracts 1.7 billion litres of water every day from the natural environment, treats it
and delivers clean water to homes and businesses throughout Ireland. It treats and returns
almost 1.2 billion litres of wastewater to the environment every day. It operates thousands of
treatment plants, abstraction points and pumping stations throughout the country and almost
100,000 kilometres of watermains and sewers to serve around 1.6 million domestic and 185,000
non-domestic connections.
The CRU’s Performance Assessment Framework was established in 2016 to monitor and report
on Irish Water’s performance across all of its service areas. The CRU has carried out a review of
the Framework for the period 2020 to 2024. The aim of this review is to ensure that the metrics
outlined in the 2016 decision remain fit for purpose, and consistent with the CRU’s decision on
Irish Water’s allowed revenue for the period 2020 to 2024. The CRU has set out below the
service areas, specific metrics and target levels of performance it is proposing to monitor Irish
Water against.
Irish Water aims to spend over €8 billion in the five-year period 2020 to 2024. As part of this, Irish
Water has committed to delivering a range of outputs and outcomes. The Performance
Assessment Framework outlines how the CRU will monitor Irish Water’s commitments made as
part of the RC3 decision along with a range of other metrics. It specifies the categories and
metrics which should be reflective of these outputs and outcomes, including standards of service.
For consistency of reporting, and to illustrate Irish Water’s performance over time, the CRU
considers that metrics should be retained where possible. Where it is found that a metric no
longer presents meaningful information – for example due to technological advances or a change
in priorities on behalf of Irish Water or the CRU – the CRU is proposing that metrics should be
altered or discontinued as appropriate. New metrics may also be implemented where it is found
that an area of performance has either not been included in the 2016 decision or is found to be
more meaningful than the original version of the metric.
In addition to reviewing the appropriateness of the metrics, this review also sets target levels of
performance against those metrics for Irish Water to achieve. The CRU considers that targets
should be challenging but achievable. They are designed to provide a reasonable value for
money since it is different from what Irish Water delivers today and therefore may cost money to
achieve. This review marks the first time for targets to be set.

3
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For each metric, the CRU’s proposed targets were informed by considering the following:

•

requirements as laid out in the Domestic and Non-Domestic Customer Handbooks2,

•

the targets and performance by the other utilities monitored by the CRU; and,

•

the targets and performance of other water companies in neighbouring jurisdictions
(Northern Ireland, Scotland, England and Wales).

Where metrics are linked to a requirement on Irish Water as defined by the Domestic and NonDomestic Customer Handbooks, which set out required customer service standards that the Irish
Water is to uphold, targets are proposed at 100%. For metrics where comparator performance is
available, the CRU is proposing to set targets with the aim that Irish Water will ultimately perform
at a comparable level.
The impacts of COVID-19 on working practices and Irish Water’s operations have not been taken
account of in target-setting. The consultation outlines the CRU’s proposals which are informed by
the performance of comparators and by the CRU’s expectations for a utility of Irish Water’s stage
of development and annual expenditure. The targets are both aspirational and achievable. The
CRU expects Irish Water to challenge itself to reach the required level of performance. Where it
fails to do so, the CRU will take account of the reasons for this failure, and any mitigating
circumstances, when making its assessment of Irish Water’s performance.
This consultation asks stakeholders to provide their views on the proposed metrics and
associated targets to ensure the Framework suitably monitors Irish Water’s performance. The
CRU commits to considering all views and affording each respondent the opportunity to clarify
any issue raised in this paper.
In June 2020, Irish Water submitted to the CRU its views on the Customer Service metrics as
outlined in the 2016 decision paper and on potential Energy & Emissions metrics. This included
its aims in relation to target-setting. The CRU has considered and incorporated relevant aspects
of this submission in these sections below to provide further information on the proposed metrics
and associated targets for the period 2020 to 2024.
Irish Water makes annual submissions under the Framework detailing its performance under the
metrics for the previous year where available. Where data is not yet available, Irish Water
provides an update on when it expects to be in a position to report on those metrics. Irish Water
made its fifth submission to the CRU under the Framework in September 2020. This submission

2

The CRU carried out a review on the Domestic and Non-Domestic Handbooks this year and issued its
decision in October 2020.
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included 2019 data which has been incorporated into this paper where appropriate. The CRU’s
information paper regarding this submission will be published in Q4 2020. The most recent
published information papers regarding Irish Water’s performance under the PAF are available
here.

CRU Questions
1. Do you think there are any performance areas not included by the CRU in this
consultation paper that should be monitored as part of the Performance Assessment
Framework?

2.2 Customer Service
The metrics in this category are designed to capture Irish Water’s performance in providing
customer service. Monitoring this type of data aims to improve the service provided by Irish
Water to customers when dealing with communications, complaints, queries, etc., and to pinpoint
specific areas within its customer service performance to improve upon.
A number of the original customer service metrics included in the 2016 decision were subcategorised as ‘Ease of Telephone Contact’ metrics. Customers who contact Irish Water via
telephone are directed through an Interactive Voice Recognition (IVR) system. IVR systems are
commonly used by contact centres across industries, e.g. telecommunications and internet
service providers, not just within the water sector. It directs customers through a series of menus
and then places them in a queue to speak to an agent, thus enabling the company to route the
call to the most appropriate agent with the intent of increasing efficiencies in call handling.
However, as noted in the 2016 decision, it is not possible to determine if a call that is ended
within the IVR system has been successfully resolved or if it has been abandoned.
Irish Water will transition to a new customer service provider in early 2021 and stated that it “will
need to ensure that the new Contact Centre is fully established and operational prior to the
assessment of new metrics/targets which may further enhance customer operations”. Irish Water
did not suggest targets under metrics directly related to the contact centre for the years 20212024 due to this. As the decision to change customer service provider was made by Irish Water,
sufficient plans should be in place to ensure the transition takes place as smoothly as possible
and minimise the impact of this transition on the customer. Therefore, the CRU does not regard
the transition to the new contact centre when setting its proposed targets for the metrics below.

5
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Ease of Telephone Contact: Speed of Telephone Response (TSF1)
Two methods for measuring Speed of Telephone Response were included in the 2016 decision.
The first of these – referred to as Telephone Service Factor 1 (TSF1) – intended to monitor the
time taken to answer telephone calls received by Irish Water. It is calculated as follows:
Calls picked up by agent within 20 seconds in queue
Total number of calls to Irish Water

Both the Irish Water Domestic and Non-Domestic Handbooks state that “Irish Water shall make
provision to have sufficient staff trained and available to deal with such [telephone] contact from
Customers”. Therefore, customer calls in the queue should be answered within 20 seconds. This
same metric is also used by the CRU to monitor the performance of both Gas Networks Ireland
(GNI) and ESB Networks (ESBN). The CRU proposes to retain this metric as it is appropriate
given the requirement in the Handbooks and its use in other regulatory monitoring, which can be
used to compare and benchmark Irish Water’s performance.

CRU Questions
2. Please provide your views on the proposed Ease of Telephone Contact: Speed of
Telephone Response metric.

2.2.1.1

Ease of Telephone Contact: Speed of Telephone Response (TSF1) Targets

Irish Water has been reporting under Speed of Telephone Response since 2015 (see Figure 1
below). In 2019, out of the total calls made to Irish Water that were placed in the queue to speak
to an agent, 82% were answered within 20 seconds.
As stated above, Irish Water’s performance can be compared to that of GNI and ESBN under this
metric. The CRU set ESBN a target for this metric of 88% for each of the years 2018-2020.3 For
comparison, in 2018, GNI answered 94.4%4 of calls within 20 seconds compared to Irish Water’s
72%. In 2017, ESBN answered 90.9% of calls within 20 seconds5, GNI answered 93.4%6 and Irish

3

CRU/18/087 Reporting and Incentives under Price Review 4 Decision Paper Annex H: DSO Customer
Service Incentives
4
Gas Networks Ireland Customer Performance Report 2018
5
ESB Networks 2017 Performance Report
6
Gas Networks Ireland Customer Performance Report 2017
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Water answered 75%.
Irish Water aims to answer 75% of calls in less than 20 seconds for 2020. It did not propose any
targets for 2021 to 2024. After consideration of Irish Water’s performance and the performance of
other utilities under the same metric, the CRU proposes the following targets for RC3:

Figure 1: Speed of Telephone Response

The CRU considers that Irish Water should provide a customer service to a similar standard of
that provided by GNI and ESBN. However, as Irish Water’s performance has been lower than
that of the other utilities in 2017 and 2018, the CRU does not think that it is feasible for Irish
Water to achieve a consistently comparable score immediately. For this reason, the CRU
proposes that Irish Water achieve a target of 90% by the end of 2024 (i.e. Irish Water should
answer 90% of calls within 20 seconds by 2024). Annual targets have also been set. It is worth
noting that Irish Water previously achieved a score 90% in 2016.

CRU Questions
3. Please provide your views on the proposed Ease of Telephone Contact: Speed of
Telephone Response targets.
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Ease of Telephone Contact: Speed of Telephone Response (TSF2)
The second method under Speed of Telephone Response - known as Telephone Service Factor
2 (TSF2) – was introduced to monitor the service provided within the Interactive Voice
Recognition (IVR) system. It has been calculated as follows:
Calls picked up by IVR and do not progress to queue + Calls picked up by agent within 20 secs in queue
Total number of calls to Irish Water

The CRU originally included this metric in order to incentivise Irish Water to improve its IVR
system in successfully dealing with calls. This is because it will be easier for Irish Water to
answer calls within 20 seconds if fewer calls go through to the queue from 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. Calls picked up by an agent within 20 seconds in the queue also result in
an increased score under this metric.
However, due to the combination of its components, this metric is potentially confusing in its
calculation. Furthermore, the CRU and Irish Water agree that the TSF2 metric may not
accurately reflect Irish Water’s performance here. For example, where appropriate or necessary,
Irish Water plays pre-recorded messages at the beginning of calls, i.e. before customers reach
the IVR menu. These messages, which often relate to an update on an outage or weather event,
may provide the customer with the information the customer seeks; thus, the customer can
terminate the call. As this call is terminated before reaching the IVR menu and is therefore not
‘fully contained’ in the IVR system, this is measured as a ‘fail’ against this metric which means
the metric does not accurately reflect the full customer service provided by Irish Water.
In terms of historical performance under this metric, Irish Water has been reporting under TSF2
since 2015. While the score trend for TSF2 shadows that of its counterpart TSF1, Irish Water has
consistently scored at least 10% less under TSF2 compared to TSF1 (for the reasons set out
above, see Figure 2 below).
The CRU proposes that this metric be discontinued as it is potentially confusing, and it does not
fully represent the customer service provided by Irish Water to those who make telephone
contact. The TSF1 metric alone, as discussed in Section 2.2.1 above, is sufficient for monitoring
Irish Water’s performance as it directly relates to speed of telephone response.
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Figure 2: Speed of Telephone Response - TSF1 and TSF2

CRU Questions
4. Please provide your views on the CRU’s proposal to discontinue the Ease of Telephone
Contact: Speed of Telephone Response (TSF2) metric.

Ease of Telephone Contact: Call Abandonment Rate
This metric measures 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 IVR system.7 This metric is
designed to shorten the length of time customers may spend in the queue. This metric applies
under all conditions (including periods of high volume of calls to the Irish Water call centre) to
ensure that Irish Water is always incentivised to improve performance.
Similar metrics are monitored by other regulators, which allows the CRU to compare Irish
Water’s performance to that achieved by other utilities. The Utility Regulator of Northern Ireland
(UREGNI) monitors the percentage of calls to Northern Irish Water (NI Water) that are not
abandoned and the Water Industry Commission Scotland (WICS) also incorporated call
abandonment rates in its Customer Experience Measure monitoring of Scottish Water’s

7

As it is not possible to determine whether calls terminated within IVR are picked up successfully or
abandoned, only the calls that progress to the queue to speak to an agent can be recorded as abandoned.
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performance. Outside of the water sector, the CRU also monitors the number of calls to GNI that
have been abandoned and ESBN provides the CRU with the percentage of calls dropped in its
Annual Performance Reports8, i.e. where the customer has terminated the call without waiting for
a response.
The CRU proposes that this metric be retained as it is a key measure of Irish Water’s customer
service provision and because of its use in other regulatory monitoring, which can be used to
compare Irish Water’s performance.

CRU Questions
5. Please provide your views on the proposed Ease of Telephone Contact: Call
Abandonment Rate metric.

2.2.3.1

Ease of Telephone Contact: Call Abandonment Rate Targets

Irish Water has reported under this metric since 2015. In 2019, 3% of calls were abandoned, an
improvement on the two previous years 2017 (4%) and 2018 (6%).
For comparison, UREGNI set a ‘calls not abandoned’ target of 99% for NI Water in the 2018-19
reporting year. NI Water achieved a score of 99.45%.9 In 2018, 1.32% of calls made to GNI were
abandoned by the caller after more than 10 seconds.10 In 2017, 2.3% of the calls made to ESBN
were terminated by the customer without waiting for a response.11 The CRU set ESBN a target of
4% under this metric for the years 2018-2020.12
Irish Water has indicated to the CRU that it aims to achieve a score of 8% under this in 2020. It
did not propose any targets for 2021 to 2024. The CRU proposes the following call abandonment
rate targets for Irish Water to achieve for the period 2020 to 2024:

8

ESBN Distribution Performance Reports are available to view on the CRU website here
NI Water Annual Information Return for Public Domain 2019 – Table 1.1 2018/19 Targets and Outputs:
Customer Service and Water
10
Gas Networks Ireland Customer Performance Report 2018
11
ESB Networks 2017 Performance Report
12
CRU/18/087 Reporting and Incentives under Price Review 4 Decision Paper Annex H: DSO Customer
Service Incentives
9
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Figure 3: Call Abandonment Rate

The CRU expects Irish Water to provide a similar customer service to that of other utilities and
water companies in neighbouring jurisdiction. Thus, the CRU proposes Irish Water regains its
previous 2016 performance of 1% by 2024.

CRU Questions
6. Please provide your views on the proposed Ease of Telephone Contact: Call
Abandonment Rate targets.

Ease of Telephone Contact: First Call Resolution
First Call Resolution monitors the percentage of calls to Irish Water that are dealt with within one
phone call as follows:
Number of calls to Irish Water dealt with within one phone call
Total number of calls to Irish Water
This was included in the 2016 decision to improve the experience for customers and also
contribute to operational efficiencies within the Irish Water business.
This metric was originally named First Contact Referral, however Irish Water’s submissions
under the Framework have only reported under the title First Call Resolution. The CRU agrees
with this name change as it more appropriately reflects what is monitored here. A similar metric is
used by the CRU to monitor ESBN’s performance, known as First Contact/Call Referral, and by
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the Utility Regulator of Northern Ireland (UREGNI) in monitoring NI Water’s performance, called
First Point of Contact Resolution.
The CRU proposes that this metric be retained as it is a key measure of Irish Water’s customer
service provision and because of its use in other regulatory monitoring, which can be used to
compare Irish Water’s performance.

CRU Questions
7. Please provide your views on the proposed Ease of Telephone Contact: First Contact
Resolution metric.

2.2.4.1

Ease of Telephone Contact: First Call Resolution Targets

Irish Water currently provides information under this metric across separate telephone lines:
domestic, non-domestic and operations. The domestic and non-domestic lines handle queries
related to household and business customers respectively. The operations line handles general
queries in relation to water and wastewater networks.
Irish Water has reported under this metric since 2017. Irish Water’s 2019 performance was 92%
for the domestic line, 87% for the non-domestic line and 77% for operations (see Figure 4
below).
Other regulators and utilities set targets across all calls, rather than by individual call line. The
CRU set ESBN a target of 10% under its First Contact/Call Referral metric for each of the years
2018-202013, i.e. that 90% of calls should be resolved on first contact. UREGNI has not yet set
targets for NI Water under First Point of Contact Resolution. NI Water’s score under this metric to
date has been 66.5% in 2016-17, 65.8% in 2017-18, and 90.0% in 2018-19.14
The CRU is proposing to set one target across all calls dealt with by Irish Water. Whilst setting
targets across all calls would be more challenging for Irish Water to achieve as it requires a level

13
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of performance across all calls regardless of the reason for the call, it would be more in line with
the performances achieved by other comparable utilities.
In its submission to the CRU, Irish Water stated it aims to achieve a score of 62% across both its
non-domestic and operations lines in 2020. Irish Water proposed to discontinue the domestic line
monitoring for this metric. Irish Water did not propose any targets for 2021 to 2024. The CRU
proposes the following targets under First Call Resolution for 2020 to 2024:

Figure 4: First Call Resolution

The CRU proposes to set a target of 90% for first call resolution under this metric as this is better
aligned with performances in other jurisdictions and utilities. Irish Water has not reported under
this metric before (i.e. across all calls), therefore the previous performance included in Figure 4,
above, is not directly comparable here.

CRU Questions
8. Please provide your views on the proposed Ease of Telephone Contact: First Call
Resolution targets.
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Billing of Metered Customers
This metric monitors the number of bills issued by Irish Water based on a meter reading as a
percentage of those issued to metered accounts. Due to the suspension of direct domestic
billing, this metric applies only to non-domestic customers at present.
In general, non-domestic customers that have meters installed should receive bills that are based
on a meter read as opposed to an estimated bill. Bills based on meter reads ensure that
customers are billed accurately. Accurate bills reduce the fluctuations that customers are subject
to when bills are based on estimated consumption. It also allows for Irish Water to recover the
costs incurred in providing its service to non-domestic customers. The CRU proposes the current
metric be retained as a strong performance here is beneficial for both customers and Irish Water.
However, this metric does not capture Irish Water’s performance under the following requirement
in The Non-Domestic Customer Handbook: “For metered customers, Irish Water will endeavour
to ensure at least one bill in any 12-month period is based on a meter read”. Therefore, a
separate metric could be introduced either to replace the existing metric above, or as a submetric to monitor the percentage of metered accounts billed during the year that received at least
one bill based on a meter read.

CRU Questions
9. Please provide your views on the proposed Billing of Metered Customers metric, including
your preference on which method to use to monitor this metric:
a. Number of bills issued by Irish Water based on a meter reading as a percentage
of bills issued to metered accounts (included in 2016 Decision)
b. Number of metered accounts that receive at least one bill based on a meter read
in a year (proposed new metric based on Customer Handbook requirement)
c.

Both metrics should be monitored

d. Other – please explain in response

2.2.5.1

Billing of Metered Customers Targets

Irish Water first reported under the current metric in 2018 with 68.58% of bills issued to metered
customers based on a meter read that year. This is in line with the number of times the CRU
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expects GNI and ESBN to read customer meters (four out of six billing periods per year; 66%).15
Irish Water did not propose any targets under this metric for the RC3 period in its submission and
believes “it is prudent not to set a target for this metric until implementation of the WIOF16
programme and IW’s transition to a SPU17 is complete”. This is due to a significant reliance on
resource intensive manual meter reading in order to generate metered bills rather than estimates
for customers. The CRU disagrees with Irish Water on this issue.
In the absence of Irish Water suggested targets, the CRU considered Irish Water’s previous
performance and the expected performance of the other utilities it regulates and proposes the
following targets:

Figure 5: Bills Issued Based on a Meter Read

The CRU proposes that Irish Water targets issuing 70% of bills based on meter reads, consistent
with Irish Water’s previous performance.
For the other potential metric – metered accounts to receive at least one bill based on a meter
read in a year – the most suitable target would be to achieve 100% each year as this is
consistent with the requirement set out in the Non-Domestic Customer Handbook (see Figure 6
below).

15
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17
Single Public Utility
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Figure 6: Metered Accounts Receiving At Least One Bill Based on a Meter Read

CRU Questions
10. Please provide your views on the proposed target of 70% each year for the existing Billing
of Metered Customers metric as included in the 2016 Decision.
11. Please provide your views on the proposed target of 100% each year for the new
proposed Billing of Metered Customers metric.

Response to Billing Contacts
This metric monitors the number of billing contacts answered and closed out within five working
days as a percentage of billing contacts received. Billing contacts are contacts from customers
that relate to bills, for example contacts regarding making a payment or changing billing details.
(They do not include complaints regarding bills – these are captured separately in the 2.2.7
Response to Complaints metric below). Monitoring this metric aims to improve customer
satisfaction through quicker response times when customers contact Irish Water with regard to
billing. UREGNI also monitors NI Water’s performance under this metric.
As stated above, only non-domestic customers are billed directly at present and so only Irish
Water’s response to non-domestic customers that make contact regarding a bill is monitored
here at present. In its submission, Irish Water suggested that domestic customers who make
contact with Irish Water regarding Excess Use Charges should not be included in this metric
under the presumption that many of those that make contact may be enquiring about the ‘First
Fix Free’ scheme which requires a visit and thus cannot be closed out in 5 days. The CRU
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disagrees with this suggestion and proposes that domestic customers be included here as other
domestic billing contacts and queries, unrelated to the ‘First Fix Free’ scheme, should also be
closed out in a timely manner.
The Irish Water Non-Domestic Tariff Framework18 decision harmonises charging arrangements
nationwide for non-domestic water services. This change from Local Authority (LA) billing means
that non-domestic bills will be classified into new bands based on their annual water consumption.
It is important that the CRU continues to monitor Irish Water’s response to billing contacts as the
CRU expects queries regarding bills as the new tariff framework comes into effect. Irish Water in its
submission to the CRU also raised that it expects an increase in billing contacts relating to the new
tariff regime.

CRU Questions
12. Please provide your views on the proposed Response to Billing Contacts metric.

2.2.6.1

Response to Billing Contacts Targets

Irish Water responded to 94.99% of its billing contacts within 5 working days during 2019, and
96.15% during 2018. For comparison, UREGNI set NI Water’s 2018-19 target at 99.9% and NI
Water achieved a score of 99.99%.19
Irish Water aims to achieve 85% under this metric in 2020 and did not propose targets for 20212024. The CRU proposes the following targets:

18

CRU/19/074 Irish Water’s Non-Domestic Tariff Framework Decision Paper
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19
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Figure 7: Response to Billing Contacts

The CRU believes that Irish Water should be providing a standard of customer service that is
comparable to that of NI Water and thus proposes a 2024 target of 99.9%. The CRU proposes a
1% increase on performance for each of the years 2020 to 2024.

CRU Questions
13. Please provide your views on the proposed Response to Billing Contacts targets.

Response to Complaints
The CRU monitors the number of complaints received by Irish Water in two ways. Those:
a) that are responded to within five working days, with either a resolution or an outline plan
of the proposed resolution; and,
b) to which a decision is issued within two months.
The Irish Water Domestic and Non-Domestic Customer Handbooks define a complaint as the
expression (through various possible channels, for example: letter, email, phone call, physical claim)
of a customer’s dissatisfaction and their explicit expectation for a response or resolution. The term
explicit denotes that the customer states they are seeking some action to address their concern, even
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if they are not able to identify and state what action is required. For clarity, a customer in this context
is defined as any person that wishes to complain to or about Irish Water.

The Irish Water Domestic and Non-Domestic Customer Handbooks also include requirements for
the time within which Irish Water is to respond to a complaint. Irish Water must respond to
complaints within 5 working days either with a resolution or an outline plan of the proposed
resolution, and it should issue a decision within 2 months.
Other utilities’ response to complaints are monitored at varying lengths of time. For example,
UREGNI monitors the percentage of written complaints dealt with within 10 working days and set
NI Water a target of 99.5% for this metric over 2017-18. The Portuguese Water and Waste
Services Regulation Authority monitors the percentage of written complaints and suggestions
that received a written response from the utility within a period of no more than 22 working days
across both water and wastewater services. GNI also reports to the CRU on the percentage of
complaints resolved within 10 working days and the percentage of complaints resolved within 30
working days. As these utilities are expected to respond to complaints in varying timelines, it is
not possible to use these as direct comparators to Irish Water’s performance. However, the use
of similar metrics in other regulatory monitoring and reporting demonstrates the importance of
monitoring Irish Water’s response to complaints here.
As the current metric aligns with the Handbooks the CRU proposes the metric be retained as
outlined in the 2016 decision.

CRU Questions
14. Please provide your views on the proposed Response to Complaints metric.

2.2.7.1

Response to Complaints Targets

Irish Water first reported under this metric in 2018. It provides a breakdown of its response to
domestic and non-domestic customers separately. In 2019, Irish Water responded to 97.83% of
domestic complaints and 97.54% of non-domestic complaints within 5 working days with either a
resolution or an outline plan of the proposed resolution (see Figure 8 below). This same year
Irish Water responded to 92.7% of domestic complaints and 96.75% of non-domestic complaints
with a decision within two months (see Figure 9 below).
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Both Irish Water’s suggested targets and the CRU’s proposed targets are set across domestic
and non-domestic customers alike under each of the sub-metrics. Irish Water did not propose
any targets for either sub-metric over 2021-2024.
Irish Water aims to achieve a target of 85% under the 5 working days sub-metric in 2020. The
CRU proposes the following targets for RC3:

Figure 8: Response to Complaints (5 Days)

As it is a requirement under the Customer Handbooks that Irish Water is to respond to
complaints within 5 working days either with a resolution or an outline plan of the proposed
resolution, the CRU proposes a target of 100% under this sub-metric.
Irish Water aims to achieve a target of 80% under the 2 months sub-metric in 2020. The CRU
proposes the following:
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Figure 9: Response to Complaints (2 Months)

As stated under the proposed targets for sub-metric above, it is a requirement under the
Customer Handbooks that Irish Water is to respond to complaints within 2 months with a final
decision. Therefore, the CRU also proposes a target of 100% under this sub-metric.

CRU Questions
15. Please provide your views on the proposed targets for complaints responded to within five
working days (with either a resolution or an outline plan of the proposed resolution).
16. Please provide your views on the proposed targets for complaints to which a decision is
issued within two months.

Unresolved Complaints Submitted to CRU
As the previous metric, 2.2.2 Response to Complaints, does not capture all aspects of Irish
Water’s complaints handling, the CRU proposes to introduce a new metric to monitor the total
number of unresolved complaints submitted to the CRU Customer Care Team (CCT) and are:
a) upheld in favour of the customer; and
b) awarded charter payments, either by the CRU or by Irish Water.
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The CRU CCT provides an independent complaint resolution service for customers with an
unresolved dispute with Irish Water. In accordance with Section 8 of the Water Services Act
201420, a person is entitled to make a complaint to the CRU provided that:

•

they were a registered customer with Irish Water at the time to which the complaint
relates; and,

•

they have issued a written complaint to Irish Water and exhausted the Irish Water
complaints service and been issued a final decision by Irish Water on the matter.

The CRU has recently consulted on the Domestic and Non-Domestic Customer Handbooks that
provide clarity on how this process will work. Charter payments are issued when Irish Water fails
to meet its commitments outlined in its Domestic Customer Charter21.
The CRU CCT publishes annual reports on its complaint resolution service.22 It reports on the
total number of complaints upheld against each supplier and network company. It also
represents this data per 10,000 customers (for suppliers) and by number of sites (for network). In
2019, the CRU CCT upheld 9 (31%) of the 29 Irish Water complaints investigated, while 20
(69%) of the complaints were not upheld.

CRU Questions
17. Please provide your views on the proposed Unresolved Complaints Submitted to CRU
metric.

2.2.8.1

Unresolved Complaints Submitted to CRU Targets

As stated above, in 2019, the CRU’s CCT upheld 9 out of 29 of the complex complaints it
investigated that year. The CRU proposes that Irish Water’s performance here be monitored in
line with the other energy suppliers and network companies that have had unresolved complaints
escalated to the CRU CCT and are upheld during the year.

20
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In its Annual Reports, the CCT compares the performance of energy suppliers by looking at the
number of upheld complaints per 10,000 customers. For energy network companies (ESBN and
GNI), the CCT compares the number of complaints upheld per 10,000 sites. As Irish Water falls
into both the network and supplier categories, its performance in both is relevant.
The CRU proposes that Irish Water’s target for this metric (complaints lodged to the CRU and
upheld in favour of the customer), should be that the number of complaints lodged against Irish
Water and upheld is ‘better than the average’ of those upheld against other suppliers and
network companies monitored by the CRU CCT when calculated to account for the customer
base or number of sites as appropriate.

CRU Questions
18. Please provide your views on the proposed targets for the new Unresolved Complaints
Submitted to CRU metric.

Customer Satisfaction Survey
This metric was first introduced in 2016 as a customer call-back survey to measure the
satisfaction of customers who contacted Irish Water via telephone. This survey is conducted by
an independent research company engaged by Irish Water. Monitoring this type of metric gives
the CRU a clear view of how Irish Water operates its call centre in terms of helpfulness and
efficiency from a customer perspective. In order to efficiently monitor performance, the CRU
included in its 2016 decision that the survey should be conducted to take account the following:

•

That an appropriate number of call-backs to customers are completed (so that results
taken from the sample are representative).

•

That the customers selected for call-backs are selected randomly; ensuring a cross
section of customers is selected based on:
o

time of day when call was made by the customer to Irish Water (morning,
afternoon, evening, night);

o

purpose of call to Irish Water (for example, supply problem, meter reading); or,

o

handling of call by Irish Water (on-call resolution, requiring referral).

Customer satisfaction surveys are commonly used by regulators to measure a utility’s customer
service performance. While these may not be directly comparable to Irish Water’s performance
due to the methods in which they are conducted and calculated, the use of surveys by other
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regulators and utilities proves the importance of measuring customer satisfaction. The CRU
monitors ESBN’s performance via a customer call-back survey. UREGNI introduced an annual
omnibus Customer Satisfaction Survey that represents views of all NI Water customers, including
the ‘silent majority’ that do not contact NI Water during the year. Ofwat measures customer
satisfaction with water companies in England and Wales via a survey conducted as part of the
Service Incentive Mechanism (SIM). The survey asks customers how satisfied they are with their
water company’s handling of queries and resolving issues, with which the customers give a
rating out of 5.
When the Framework was introduced, many of Irish Water’s contacts were made through the
contact centre telephone lines. However, some customers favour alternative methods of contact.
Irish Water provides links on its website to social media accounts for customers to interact with
on Facebook, Twitter, and Boards.ie. Customers may also fill out enquiry forms on the Irish
Water website. In 2019, 12,280 complaints were lodged with Irish Water through telephone,
1,455 through email, 318 by post, 272 through Twitter and 21 via Boards.ie.
For this reason, it is proposed that the survey be updated and expanded so that the satisfaction
of all customers who contact Irish Water - not just those who telephone - are represented. Thus,
the survey should be conducted through the channel in which the contact was made (email,
telephone, social media, etc.). In the 2016 decision, the CRU provided four examples of
questions Irish Water was using at the time for its call-back survey. These questions have since
been changed by Irish Water. In order to ensure consistency in reporting, and to confirm the
customer satisfaction score is captured sufficiently, the CRU will engage with Irish Water and the
independent research company to set the customer satisfaction survey questions that contribute
to a score under this metric.

CRU Questions
19. Please provide your views on the proposed Customer Satisfaction Survey metric.
20. Please provide your views on the CRU’s proposal to expand the survey to represent other
forms of contact (e.g. email, social media).

2.2.9.1

Customer Satisfaction Survey Targets

Irish Water has reported under this metric (as a telephone survey alone) since 2015. Irish Water
has informed the CRU that a customer is deemed ‘satisfied’ under this metric when they give a
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score of between 7-10 for the survey question. Irish Water’s lowest score here was 64% in 2015.
In 2019, Irish Water achieved a customer satisfaction score of 73%.
As mentioned in Section 2.2.9 above, other surveys are not directly comparable to Irish Water
due to the method in which they are conducted and calculated. However, the CRU provides this
information here for context. In 2018-19, Ofwat asked customers to rate their water companies
on a scale of 1-5 on how satisfied they are with their water company’s handling of queries and
resolving issues. The 18 water companies received scores ranging from 4.11 to 4.61, with an
average score of 4.39.23 UREGNI has not yet set a target for NI Water under its Customer
Satisfaction Survey, which also includes the views of those who do not contact NI Water during
the year. NI Water’s scores here to date are as follows: 80.3% in 2016-17, 92.4% in 2017-18,
81.6% in 2018-19. The CRU set ESBN a target of 83% under its customer satisfaction survey
metric for each of the years 2018-2020.24
Irish Water aims to achieve 70% customer satisfaction in 2020 and did not propose any further
targets for 2021-2024. The CRU proposes Irish Water achieve the following:

Figure 10: Customer Satisfaction Survey

The CRU expects Irish Water to provide customer service of a similar standard to that of other
utilities. By the end of 2024, Irish Water should be outperforming all previous scores under this
metric and aiming for a customer satisfaction score in line with that of other utilities. While these
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utilities may not be directly comparable to Irish Water’s performance here, they can indirectly
inform the level of service expected of Irish Water. The CRU therefore proposes a target of 85%
by 2024 and sets annual targets (as shown in Figure 10 above) as an interim glidepath to this.

CRU Questions
21. Please provide your views on the proposed Customer Satisfaction Survey targets.

2.3 Security of Water Supply
The metrics in this category are designed to capture Irish Water’s performance in maintaining a
secure water supply. Small changes can have a big impact on the amount of water we use, the
bills we pay, and ultimately the amount of water that Irish Water needs to abstract from the
environment. Irish Water has an important role to play in reducing the amount of water it
abstracts by reducing leakage but also by promoting water conservation in homes and
businesses.
Reducing water use and addressing leaks means that less water is abstracted from the
environment which can lead to positive environmental and social impacts and to reduced costs. It
can help to ensure that Irish Water can provide a reliable supply of water while facilitating social
and economic growth.

2.3.1

Security of Water Supply

One of Irish Water’s roles is to ensure that the water available for use in its water resource zones
can meet the demand for water. The maximum amount of water that can be supplied in each
water resource zone is affected by licences, environmental impacts, water quality and ecological
considerations, the abstraction and treatment capacity of the infrastructure in place and water
losses during treatment. Demand for water comes from homes and businesses, water used by
Irish Water and others, for example fire services, and from leaks on the public and private
network.
Irish Water can address security of supply issues by, for example, reducing demand through its
leakage reduction programme and water conservation campaigns, by managing its water
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supplies throughout the year and sharing water across supply zones or by increasing the amount
of water it takes from the environment by developing a new supply source.
Irish Water’s first National Water Resources Plan will set out how Irish Water intends to provide a
safe, secure and reliable water supply over the next 25 years, while considering any impacts on the
environment and the impact of climate change, growth and future demand. The National Water
Resources Plan identifies any existing and potential shortfalls in meeting water demand under
normal and critical weather conditions in all of Irish Water’s water resource zones.
Demand fluctuates during the year with peaks during both the winter and the summer, mainly
because of an increase in pipe bursts in the winter and from increased customer demand during
hot, dry weather in the summer. For the purposes of water resources planning, Irish Water
assesses demand during these peak periods so that it can plan to meet the demand for water
throughout the entire year.
In addition to the peaks that occur, Irish Water includes an allowance for headroom to account
for risk and uncertainty for water resource planning purposes. This provides a buffer to allow for
faster growth than had been expected, poor data, shocks to the system and so on.
Later this year Irish Water will be publicly consulting, through its National Water Resources Plan,
on its proposed approaches to both identifying supply-demand deficits and to developing
approaches to address those deficits.
The Plan will outline the supply-demand balances across the country in each of Irish Water’s
water resource zones. There are a number of options that the CRU can use to assess Irish
Water’s performance in ensuring it can meet all reasonable demands for water.
In the 2016 decision, the CRU proposed the use of a security of supply index which has been
used by other utilities and regulators to provide an indication of the degree to which a utility can
guarantee continued service to all of its customers.
The security of supply index looks at whether there is a deficit between the headroom that Irish
Water is targeting and the water that is available for supply in each water resource. Where there
is a deficit, the magnitude of that deficit is expressed as a percentage of the total demand and
weighted based on the population served by that resource zone. By using the square of the
deficit in the calculation of the index, it allows large deficits in small resource zones to be given
greater weight.
The formula for deriving the security of supply index, can be expressed as:
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𝑊𝑅𝑍 539

(1 −

∑ (% 𝑑𝑒𝑓𝑖𝑐𝑡 2 𝑥 % 𝑊𝑅𝑍 𝑝𝑜𝑝𝑢𝑙𝑎𝑡𝑖𝑜𝑛 𝑥 100)) 𝑥 100
𝑊𝑅𝑍 1

This approach has the benefit of providing a single, company-wide score for Irish Water out of
100. However, it is potentially confusing and there is potential for either large deficits or large
population centres to dominate the overall index.
An alternative approach is to express the security of supply by reporting the total number of
supply zones that are in deficit and the percentage of the population served by those zones. For
example:
X of 539 water resource zones, serving Y% of Irish Water’s customers, are in deficit.
This approach is potentially clearer but does not provide an indication of the size of the deficits in
each of the resource zones.

CRU Questions
22. Please provide your views on the proposed Security of Supply metric, including your
views on which approach is most appropriate:
a. Using the security of supply index (SoSi) method
b. Using the supply zones in deficit method
c.

Other – please explain in your response

2.3.1.1 Security of Supply Targets
Irish Water has not yet reported under this metric. Irish Water is finalising its National Water
Resources Plan, which will consult on the methodology for assessing supply-demand balances
and the approach to choosing the interventions to address any identified deficits. The outcome of
this consultation could have an impact on which resource zones are considered to be in deficit
and on the approach to appraising the options to address any identified need.
Once this framework for assessing supply-demand balances and for developing approaches to
addressing identified needs has been completed, Irish Water will then apply the methodology
and publish four regional water resources plans that identify the preferred approaches to
ensuring a secure and sustainable water supply for each water resource zone.
The CRU will review the National Water Resources Plan when it is published, ensuring there is

28

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

consistency between that Plan and Irish Water’s Investment Plan and the objectives of ensuring a
secure, sustainable supply of water and the conservation of water resources. The CRU will then
engage with Irish Water to incorporate any targets for security of supply that fall out of the Plan.
In the interim the CRU is proposing to set a target for the publication of the final National Water
Resources Plan by the end of June 2021 and of the subsequent four Regional Water Resource
Plans by the end of 2021.

CRU Questions
23. Please provide your views on the CRU’s proposed targets for publication of the National
Water Resources Plan and the Regional Water Resources Plan.

2.3.2

Leakage

In place of reporting to the CRU on leakage, Irish Water has been providing a figure for
‘unaccounted-for-water’. In arriving at this number, Irish Water provided an estimate of the water
demanded by domestic and non-domestic customers (this includes water lost to leaks on the
customer’s property) and an estimate of the water it uses on its network to clean and flush its
watermains. Irish Water had categorised the remainder of the water that is put into the network
as unaccounted-for-water.
The unaccounted-for-water numbers for 2014 to 2018 includes:

•

•

Unbilled water including;
o

All water used by Irish Water.

o

Water used by fire services and other unbilled use.

Apparent losses;
o

Water used at connections not recorded on Irish Water’s system.

o

Under-recorded use by customers because of, for example, broken water meters and
data handling errors.

•

Real Losses on the public network from leaks and overflows, commonly referred to as
network leakage.

Real losses on Irish Water’s network, commonly referred to as leakage, includes leaks on trunk
mains and distribution pipes, leaks on service connections and leaks and overflows at storage
reservoirs.
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Figure 11: Components of a Water Balance

In 2019, Irish Water made some changes to how it reported water losses to the CRU. An
estimate of the water used by Irish Water in its own buildings and treatment plants was included
in the non-domestic demand figures. An estimate of the water used by fire services, other
unbilled use and water used at connections that are not recorded on Irish Water’s system were
removed from unaccounted-for-water and reported as unrecorded use. Under-recorded use at
homes and businesses, resulting from old and broken meters and data errors, was also removed
from unaccounted-for-water and included in the domestic and non-domestic demand figures,
respectively.
The reduction in unaccounted-for-water from 781 million litres of water per day in 2018 to 712
million litres of water per day in 2019 is a result of a combination of this recategorization, data
improvements arising from Irish Water’s new leakage management system and Irish Water’s
leakage reduction activities during the year.
While there are still improvements to be made in how Irish Water is reporting, the unaccountedfor-water figure for 2019 gives a better indication of the amount of water that is lost to leaks on
Irish Water’s network compared with previous reports. With the roll out of its leakage
management system, Irish Water will now be in a position to report, with greater accuracy and
clarity, water losses resulting from leaks on its network
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The CRU also requires that Irish Water provides an estimate of how much of the water delivered
to customer properties is lost to leaks on the customer supply pipe.
Total leakage is commonly reported in other jurisdictions as the total of amount of real losses on
both the public network and on customer supply pipes. However, since the economics of
reducing leakage on these two sections of the network vary significantly and since Irish Water
does not have complete control over reducing leaks on customer supply pipes, the CRU is
proposing to set two separate targets.
Leaks on domestic customer’s external customer supply pipe (see Figure 12 below) may qualify
for a free repair by Irish Water under the First Fix Free Scheme. Under the scheme Irish Water
notifies metered domestic customers when it suspects a leak is occurring within the boundary of
their property. A leak alarm notifies Irish Water that there is a constant flow of six or more litres of
water per hour for a continuous period of 48 hours or more.

Figure 12: Pipe Responsibility Under the First Fix Free Scheme

The leak alarms on Irish Water’s domestic meters, the location of the meters at the boundary of
properties and the extent of metered properties throughout the country provides Irish Water with
significant data relating to water use. When taken together with Irish Water’s experiences
through the first fix free scheme, the data collected through its new leakage management system
and information available from international comparators, Irish Water can develop a robust
estimate of the total amount of water that is being lost to leaks on customer supply pipes. As with
network leakage, this will then be used as the baseline to assess the net reduction in the amount
of water lost on customer supply pipes.
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CRU Questions
24. Please provide your views on the CRU’s proposal to monitor the amount of water lost on
the public network and the amount of water lost on customer supply pipes, separately,
under the Leakage metric.

2.3.2.1 Leakage Targets
A significant reduction in the amount of water lost on Irish Water’s network is not only achievable
but is required from conservation, environmental and economic perspectives. Irish Water’s
Investment Plan for the years 2020 to 2024 has proposed a spend of almost €400m to deliver its
leakage reduction targets on the public and private networks. This includes investment in
pressure management, finding and fixing leaks, programmed replacement of watermains and
responding to bursts.
Leaks are inevitable on an aging network with 63,000 km of mains, thousands of kilometres of
service pipes and customer supply pipes, and millions of joints, valves, pumps and connections.
Leakage must be actively managed just to prevent it from increasing.
The rate of new leaks and bursts is influenced by factors such as the maintenance of the pipes, the
water pressure in the system, pressure surges, the quality of the materials used, the quality of the
installation, the ground conditions, and, how cold it is. Reducing leakage is a continuous activity,
not a one-off exercise. Leakage targets typically consider the annual volume of unavoidable water
losses and the economics of getting as close to that level of leakage as possible.
Irish Water has targeted reducing the amount of water lost to leaks on the public network by 161
million litres per day by 2024 and the amount of water lost on customer supply pipes by 15
million litres per day by 2024.
In setting the annual targets there are several factors to consider. The CRU could set targets that
require Irish Water to reduce the level of leakage by a higher amount in the early years of the
revenue control period, with less aggressive targets in later years, as illustrated in Figure 13,
below. This recognizes that the economics of finding and fixing leaks are more favourable when
leakage levels are high and ‘low-hanging-fruit’ is available.
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Figure 13: Public Side Leakage Reduction Glidepath – Option 1

Alternatively, given that Irish Water has only recently established its leakage management
system, targets could be set which allow Irish Water to ramp-up its leakage reduction activities in
the later years of the revenue control period. This recognises the potential benefits of allowing
Irish Water to better understand its network and potentially make more cost-effective decisions in
managing its leakage levels.

Figure 14: Public Side Leakage Reduction Glidepath – Option 2
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The CRU proposes to set Irish Water’s annual public side leakage targets in line with the
glidepath provided as Option 1 above (Figure 13) as it considers this to be more appropriate. In
terms of the private side, the CRU is proposing to set Irish Water a target of a net reduction in the
annual average amount of water being lost on customer supply pipes of 15 million litres of water
per day by the end of 2024. The CRU is proposing a straight-line target of a reduction in the
annual average amount of water leaking on customer supply pipes of 3 million litres of water per
day, in each of the years 2020 to 2024.

CRU Questions
25. Please provide your views on the proposed Leakage targets.

2.4 Quality of Water Supply
The metrics in this category are intended to capture Irish Water’s performance in delivering a
continuous supply of clean drinking water to homes and businesses.

2.4.1

Unplanned Interruptions to Supply

This metric measures the amount of properties connected to Irish Water’s network that suffer a
supply interruption that was not planned by Irish Water. An example of a planned interruption is
where Irish Water warns a customer in advance that their water supply will be shut off for
maintenance work. These planned interruptions could happen, for example, where Irish Water is
carrying out repairs in an area where there have been repeated bursts or as part of Irish Water’s
leakage reduction activities. Under the Customer Handbooks, Irish Water is required to provide
48 hours’ notice for a planned interruption.
In the 2016 decision on the Performance Assessment Framework, unplanned interruptions were
banded into time periods of 4, 12 and 24 hours. This was to provide an indication of how quickly
Irish Water responded to its customers’ loss of service.
The CRU is now proposing to remove the 4-hour time band and to replace it with a metric that
measures the average duration of all supply interruptions, planned and unplanned, referred to in
this section as ‘minutes of lost supply’. This is more in line with metrics used by water companies
in neighbouring jurisdictions.
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The metric will provide a measure of both how often supplies are interrupted and how quickly
Irish Water restores supply to the affected properties. The proposed metric will include all
interruptions, both planned and unplanned, that have a duration of greater than three hours.
In calculating this new ‘minutes of lost supply’ metric, Irish Water should multiply the total
duration of any supply interruption that lasts longer than three hours by the number of properties
impacted by the interruption. This is then divided by the total number of properties served by Irish
Water to provide a ‘per property’ measure of performance, as outlined below:

∑

(𝑇𝑜𝑡𝑎𝑙 𝑑𝑢𝑟𝑎𝑡𝑖𝑜𝑛 𝑜𝑓 𝑠𝑢𝑝𝑝𝑙𝑦 𝑖𝑛𝑡𝑒𝑟𝑟𝑢𝑝𝑡𝑖𝑜𝑛 𝑜𝑓 ≥ 180 𝑚𝑖𝑛𝑢𝑡𝑒𝑠) 𝑥 (𝑁𝑢𝑚𝑏𝑒𝑟 𝑜𝑓 𝑝𝑟𝑜𝑝𝑒𝑟𝑡𝑖𝑒𝑠 𝑖𝑚𝑝𝑎𝑐𝑡𝑒𝑑)
𝑇𝑜𝑡𝑎𝑙 𝑛𝑢𝑚𝑏𝑒𝑟 𝑜𝑓 𝑝𝑟𝑜𝑝𝑒𝑟𝑡𝑖𝑒𝑠 𝑠𝑒𝑟𝑣𝑒𝑑

When measuring the duration of an interruption, the starting point for the length of time a supply
has been interrupted should be the earliest of either the first customer contact stating there is no
water or data from Irish Water’s network management showing a pressure drop that would result
in a supply interruption. The time should be recorded up to the latest of a customer informing
Irish Water that normal pressure has been restored or data from Irish Water’s network
management indicating that a normal supply has been restored.
In the event of a supply being intermittently interrupted, the CRU is proposing that where supply
is restored for more than 60 minutes before it is again interrupted, this should be considered as
two separate interruptions. However, if the length of time between interruptions is less than 60
minutes, the duration of the interruption will be timed from the beginning of the first to the end of
the last interruption. For example, where a supply is interrupted for 3 hours and supply is
restored for 50 minutes before it is interrupted for a further 3 hours, this should be considered as
one supply interruption with a duration of 6 hours 50 minutes.
As noted above, for planned interruptions, Irish Water is required to provide advanced warning of
48 hours to affected properties. Where Irish Water provides advanced notice of an interruption of
less than 48 hours, this will be considered an unplanned interruption to supply. In addition, where
there are overruns to planned interruptions, this will be considered an unplanned interruption
which begins at the time the planned interruption was expected to end.
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CRU Questions
26. Please provide your views on the proposed definition of Unplanned Interruptions to
Supply?
27. Please provide your views on the CRU’s proposal to introduce a new metric which
provides a measure of the minutes lost per customer supply interruptions greater than 3
hours in duration.

2.4.1.1 Unplanned Interruptions to Supply Targets
Irish Water has provided data on the estimated number of properties affected by an unplanned
interruption to supply from Q3 2019 to Q2 2020 (one-year data). This is the first time Irish Water
has reported under this metric. The number of properties estimated to have experienced an
unplanned interruption to supply during this time period, in excess of 4, 12 and 24 hours are as
follows:
Table 1: Number of Estimated Properties Experiencing an Unplanned Interruption to
Supply (Q3 2019-Q2 2020)

Length of Interruption

Estimated No. of Properties

> 4 hours

1,601,281

> 12 hours

432,709

> 24 hours

129,289

Irish Water is planning to spend almost €500m between 2020 and 2024 on water network
management. This should see Irish Water’s performance iteratively improve over those five years
as it replaces old watermains, installs water meters and pressure reducing valves and as it
develops a better understanding of its network and improves its ability to respond to incidents.
Irish Water did not propose any targets for this metric for 2020 to 2024 as it deems it important to
complete, at least, a couple of annual reporting cycles prior to proposing performance targets.
The CRU has used performance by Scottish Water and Northern Ireland to suggest targets for
Irish Water during the period. For comparison purposes the number of properties impacted by
interruptions is expressed as a percentage of the total number of connected properties. In
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addition, to allow direct comparison, performance is only considered for supply interruptions of 12
hours or longer.

Figure 15: Unplanned Interruptions to Supply - NI Water and Scottish Water Comparison

Taking performance from July 2019 to June 2020 as an annual average, Irish Water’s
performance is significantly worse than its comparators. As a percentage of connected
properties, Irish Water’s performance would be expressed as 24% compared to less than 0.15%
for Scottish Water and Northern Ireland Water within an equivalent timeframe since regulation
began.
By the end of 2024 the CRU expects that both the number of interruptions and the time taken to
restore service will be reduced. As noted above, Irish Water will be spending almost €500m on
the water network between 2020 and 2024. Its planned maintenance activities should reduce the
number of pipe bursts and leaks contributing to unplanned interruptions while its spend on
reactive maintenance and on understanding its assets should see its responsiveness improve
and the average length of time customers are subjective to an unplanned interruption should be
reduced. Similarly, Irish Water has assessed supply-demand deficits across the country and
should be targeting interventions to improve the resilience of its supplies and reduce the
likelihood that it needs to restrict supply at short notice.
The CRU considers that Irish Water should target bringing its performance in line with that of
Northern Ireland Water and Scottish Water. However, for Irish Water to bring its performance in
line with its comparators it would be required to reduce the number of unplanned interruptions to
supply lasting more than 12 hours by a factor of 200; from over 400,000 to just over 2,000.
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Figure 16: Unplanned Interruptions to Supply - Required Improvements to Match
Comparators
Similarly, in proposing targets in line with comparator performance relating to unplanned supply
interruptions lasting more than 24 hours, the CRU would require that less than 170 properties are
impacted by an unplanned interruption with a duration of greater than 24 hours.

CRU Questions
28. Please provide your views on whether it is appropriate or not to set Unplanned
Interruptions targets for Irish Water in line with comparator performance.

2.4.2

Drinking Water Quality

Irish Water is responsible for ensuring drinking water meets the quality standards set out in the
Drinking Water Regulations25. Where there is a failure to meet these standards, or where there is
a public health risk, Irish Water must consult with the Health Service Executive (HSE). Irish
Water must submit its water quality results to the EPA. The EPA is the drinking water regulator

25

http://www.irishstatutebook.ie/eli/2014/si/122/made/en/print
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and enforces the Drinking Water Regulations. The EPA audits Irish Water’s monitoring to ensure
it is fit for purpose. Where there is a water quality failure, the EPA oversees Irish Water’s
investigation and action.
There are almost fifty individual parameters that must be monitored under the European Union
Drinking Water Regulations and these are grouped under the headings of microbiological,
chemical and indicator parameters.
The CRU’s Performance Assessment Framework currently looks at five metrics relating to
compliance with the drinking water parameters, including the broader ‘overall microbiological
compliance’26 and ‘overall chemical compliance’27:

1. Overall microbiological compliance;
2. E. coli compliance;
Microbiological parameters are the most important health indicators of drinking water quality,
particularly E. coli. The presence of bacteria in drinking water can indicate that the disinfection
treatment process is not working properly or that contamination has entered either the water
reservoir or distribution pipes after treatment.

3. Overall chemical compliance;
4. Lead;
Lead is found in drinking water if it dissolves from lead pipework, fittings and connections. Irish
Water has estimated that there are 40,000 backyard lead service connections which loop off the
mains and run through backyards serving a number of properties. Irish Water has estimated that
there are also 140,000 individual lead service connections.

5. Trihalomethane compliance.
Trihalomethanes are formed when organic matter in water reacts with chlorine used in the
disinfection process.
The CRU proposes to continue monitoring these parameters as they are key indicators of the
quality of drinking water provided by Irish Water.

26
27

Note that E. coli compliance is a sub-set of overall microbiological compliance
Note that lead and trihalomethane compliance are sub-sets of overall chemical compliance
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CRU Questions
29. Please provide your views on the proposed Drinking Water Quality metric and
parameters.

2.4.2.1 Drinking Water Quality Targets
The EPA’s Drinking Water Quality for Public Supplies 2019 Report28, highlighted that “water
quality across each of the three parameter categories (microbiological, chemical and indicator)
has remained consistently high since Irish Water became responsible for public water supplies in
2014”.
In 2019, microbiological compliance was 99.91% and chemical compliance was 99.60%.
Compliance with the E. coli parameter was 99.93%. Compliance with the lead parameter, which is
10 µg/l, was 97.81% in 2019. Figure 17, below, shows that there has been a general increasing
trend in trihalomethane compliance. Irish Water compliance with this metric in 2019 was 96.10%.

Figure 17: Drinking Water Quality Actual Performance
Irish Water is investing heavily in water treatment infrastructure, is developing drinking water
safety plans for its supply zones and has established standard operating procedures and policies

28

EPA Drinking Water Quality in Public Supplies 2019
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relating to the operation of its treatment plants. Given the different compliance levels and
investment requirements for each of the metrics there are different timelines expected to reach
that level of service. The CRU’s proposed targets across each of the five drinking water quality
parameters for 2020 to 2024 are as follows:

Figure 18: Drinking Water Quality Proposed Targets

The CRU proposes that Irish Water maintains microbiological and E. coli compliance at a
minimum of 99.9% from 2020 to 2024. While increased compliance under the chemical
parameter is, in part, linked to increased compliance under lead and trihalomethane compliance,
the CRU expects Irish Water to aim for 99.9% under chemical compliance by 2024.
The CRU has proposed a lead compliance target of 98% for 2020 and 2021 as it is in line with
both previous performance here and Irish Water’s plans as set out in the Lead in Drinking Water
Mitigation Plan29. In this Irish Water aims to increase the lead compliance rate to 98% by the end
of 2021 and then to 99% by the end of 2027. Thus, the CRU has set interim annual targets in line
with this. The CRU proposes that Irish Water continue its trend in increasing compliance under
the trihalomethane parameter to reach 99% compliance here by 2024.

29

Irish Water Lead in Drinking Water Mitigation Plan
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CRU Questions
30. Please provide your views on the proposed Drinking Water Quality targets.

2.4.3

Boil Water Notices and Drinking Water Restriction Notices

Where Irish Water identifies that the drinking water it is supplying may pose a health risk to its
customers it must consult with the Health Service Executive (HSE). If this consultative process
concludes that public health may have been compromised, then Irish Water may be required to
issue a boil water notice or a drinking water restriction notice30.
Boil water notices can be issued where micro-organisms such as E. coli or Cryptosporidium are
detected. Boil water notices can also be issued as a precaution where there is, for example, a
temporary process failure at a water treatment plant. A drinking water restriction notice is an
instruction issued to the public if the water supply within their area is either not safe to drink or
use and boiling it will not remove the risk.
In 2016 the CRU decided it would monitor the number of supplies on boil water notices for
greater than 200 days and it would monitor all supplies on a water restriction notice.
Subsequently, the CRU decided to also monitor all supplies on boil water notices and water
restriction notices, regardless of the length of time these are imposed. The CRU also monitors
the population served by these notices.
The EPA distinguishes between notices as either short-term (less than 30 days) or long-term
(greater than 30 days). Where a notice is imposed for greater than 30 days it indicates that the
issue may require capital intervention to resolve. As Irish Water continues investment to improve
the quality of the drinking water it produces, and as it better understands its assets and
maintenance requirements so that it can make smart investment choices and prevent new
drinking water compliance issues, the number of notices and the length of time they are in place
should continue to fall. This should result in an improved, more responsive service for the homes
and businesses it supplies.
Therefore, CRU proposes to monitor the number of boil water notices and drinking water
restriction notices that are imposed for greater than 30 days and the population served by these
notices.

30

Drinking water restriction notices are also referred to as ‘Do Not Consume’ notices
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CRU Questions
31. Please provide your views on the proposed Boil Water Notices and Drinking Water
Restriction Notices metric.
32. Do you think the 30-day timeframe for Boil Water Notices and Drinking Water Restriction
Notices is appropriate?

2.4.3.1 Boil Water Notices and Drinking Water Restriction Notices Targets
As reported in the EPA’s Drinking Water Quality for Public Supplies 2019 Report31, 59 boil water
notices issued remained in place for more than 30 days. No domestic properties were impacted
by a new drinking water restriction notice for more than 30 days in 2019.32
Figures 19 and 20, below, illustrate the population affected by boil water notices and drinking
water restriction notices in place for greater than 30 days since the start of 2017. Almost 13,000
of the population affected by a long-term boil water notice at the beginning of 2020 related to the
Lough Talt Water Supply Scheme. Irish Water has targeted completing work on this scheme by
the end of 2020.

Figure 19: Population Impacted by Long-Term Boil Water Notices (2017 to 2019)

31

EPA Drinking Water Quality in Public Supplies 2019
Note that the Kiltegan Public Supply – serving a population of 281 – was issued a water restriction notice
on 24/12/18 and was lifted on 10/07/19
32
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Figure 20: Population Impacted by Long-Term Drinking Water Restriction Notices
(2017 to 2019)

The CRU proposes a target of no homes or businesses to be impacted by a boil water notice or
drinking water restriction notice imposed for greater than 30 days by the end of 2021. This is to
allow for work to be completed at sites that have resulted in a long-term boil water notice that is
still in place. Irish Water should continue its approach to risk-based prioritisation of its
investments and maintenance activities to ensure that no new long-term boil water notices or
drinking water restriction notices are required in the period to 2024.

CRU Questions
33. Please provide your views on the proposed Boil Water Notices and Drinking Water
Restriction Notices targets.

2.5 Sewer Incidents
Incidents can occur on a sewer network for a number of reasons including severe rainfall, broken
or collapsed sewers, poor maintenance or poor operation of the network. In designing the
performance assessment in 2016 the CRU determined that wastewater entering a building would
be used as the outcome measure when considering Irish Water’s performance and that the
number of incidents would then be split into the cause of the flooding event.
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In other jurisdictions, external flooding – flooding within the curtilage of a property – is also
commonly monitored and reported on by utilities and regulators and includes, for example,
flooding of gardens, sheds, outbuildings and detached garages.

2.5.1

Sewer Incidents (Overload)

Sewers carry wastewater from homes and businesses and, in the case of combined sewers, may
also carry rainwater that runs off from rooftops, pavements, roads and so on. Population growth,
reductions in green spaces and changes in rainfall patterns can all result in more wastewater and
rainwater entering the sewer and can lead to flooding, particularly during intense rainfall events.
Under this metric the CRU will monitor the number of properties impacted by events of
wastewater entering a building because a sewer is overloaded. This metric includes internal
flooding of, for example, domestic, business, commercial, industrial community and public
buildings. It includes wastewater entering, for example, conservatories, porches, basements,
stairwells, lift shafts, lobbies and garages and studios or workshops with an adjoining door to the
occupied building.

CRU Questions

34. Please provide your views on the proposed Sewer Incidents (Overload) metric.

2.5.1.1 Sewer Incidents (Overload) Targets
Irish Water has not yet reported to the CRU on its performance relating to wastewater entering a
building as a result of flooding from over overloaded sewers.
While wastewater entering a property is highly undesirable, the CRU recognises that Irish Water
faces significant deficits in both its understanding of its wastewater network assets and in the
condition of those assets. Irish Water must continue to address the investment requirements on
its network and its knowledge gaps relating to its sewers.
Irish Water has stated that it will report under this metric, for the first time, in 2021. The CRU is
proposing that Irish Water should establish a baseline of performance by the end of 2022.
In the interim, Irish Water should target its operational and maintenance activities so that that
incidents of internal flooding resulting from overloaded sewers is between 0 and 1 property per
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10,000 connected properties by the end of 2024. This would bring Irish Water in line with the
performance of Northern Ireland Water and Scottish Water. The CRU is also proposing that
target will be reviewed next year when Irish Water first reports under the metric and again after
the second and third reporting cycles.

Figure 21: Sewer Incidents (Overload) - NI Water and Scottish Water Comparison

CRU Questions
35. Please provide your views on whether it is appropriate to set Irish Water a target based on
comparator performance in Scotland and Northern Ireland.
36. Please provide your views on the CRU’s proposal to revisit this target when a baseline of
performance is established in 2022.

2.5.2

Sewer Incidents (Other Causes)

Under this metric the CRU will monitor the number of properties impacted by events of
wastewater entering a building because of a failure of the sewer such as equipment failure,
sewer collapse or as a result of operational failure.
Sewer blockages are another common form of failure. Sewers can become blocked when there
has been a build-up of things being flushed down toilets or poured down sinks that interrupt the
flow of wastewater in the sewer.

46

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

The CRU is proposing to require Irish Water to report on sewer incidents under the overall ‘other
causes’ heading, but to also provide the breakdown of those causes.

CRU Questions
37. Please provide your views on the proposed Sewer Incidents (Other Causes) metric.

2.5.2.1 Sewer Incidents (Other Causes) Targets
Irish Water has not yet reported to the CRU on its performance relating to wastewater entering a
building as a result of a failure of Irish Water’s assets or how they have been maintained or
operated.
As above the CRU acknowledges that there are deficits in Irish Water’s wastewater network
assets and in Irish Water’s understanding of those assets.
The CRU is proposing that Irish Water should establish a baseline of performance by the end of
2022 and is setting an interim target that Irish Water should ensure that incidents of internal
flooding is below 2.5 properties per 10,000 connected households by the end of 2024, in line with
performance of comparable utilities. Again, the CRU is also proposing that target will be reviewed
next year when Irish Water first reports under the metric and again after the second and third
reporting cycles.

Figure 22: Sewer Incidents (Other Causes) - NI Water and Scottish Water Comparison
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CRU Questions
38. Please provide your views on whether it is appropriate to set Irish Water a target here
based on comparator performance in Scotland and Northern Ireland.
39. Please provide your views on the CRU’s proposal to revisit this target when a baseline of
performance is established in 2022.

2.5.3

Sewer Incidents (At Risk)

In its 2016 decision, the CRU proposed to monitor the number of properties at risk of having
wastewater enter a building more frequently than once every ten years because of an overloaded
sewer. Monitoring the number of properties at risk provides an indication of the outcome of Irish
Water’s investment and maintenance activities targeting improvements in the wastewater
network.
Irish Water has developed a National Sewer Flooding Register, which helps it to manage, assess
and report on flood incidents and to understand the risk of property flooding from its wastewater
infrastructure.
There are several ways the number of properties at risk of flooding from sewers can be
expressed. The measure of flooding once every ten years, adopted by the CRU in 2016,
provides an estimate of the number of properties that have flooded and are deemed to be at risk
of flooding more than once every ten years. It is not uncommon for the risk to be assessed as the
number of properties at risk of flooding twice in ten years or once in twenty years. However, the
CRU is proposing not to change this metric.

CRU Questions
40. Please provide your views on the proposed Sewer Incidents (At Risk) metric.

2.5.3.1 Sewer Incidents (At Risk) Targets
Irish Water has not yet reported under this metric. The CRU is proposing a target that requires
Irish Water to provide an estimate of the number of properties at risk of sewer flooding in its next
submission under the Performance Assessment Framework.
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The CRU will then engage with Irish Water to understand its approach to mitigating the risk faced
by those properties, in advance of setting targets for reducing the numbers.

CRU Questions
41. Please provide your views on the CRU’s proposal to set Irish Water a target to provide an
estimate of the number of properties at risk of sewer flooding in its next submission under
the Performance Assessment Framework.

2.6 Environmental Performance
The environmental performance category was introduced by the CRU to monitor Irish Water’s
performance in dealing with wastewater and the sludge that is produced as a by-product of
treating both water and wastewater.
Irish Water’s role in treating wastewater and in ensuring that water and wastewater sludge is
reused or disposed of in compliance with all relevant waste management legislation, plays an
important role in helping to protect Ireland’s environment.

2.6.1

Incidents Relating to Wastewater

The CRU monitors two metrics relating to wastewater incidents. The first looks at the number of
incidents resulting from wastewater collection and treatment activities, broken down by category
and, the second looks at the number of recurring incidents.
The Environmental Protection Agency (EPA) classifies33 an incident as:

•

any discharge that does not comply with the requirements of a wastewater discharge
licence, or;

•

any occurrence at a wastewater works with the potential for environmental contamination
or requiring an emergency response.

Incidents are categorised from 1 (minor) to 5 (catastrophic) depending on the potential impact to

33

Urban Waste Water Treatment in 2017 available at:
www.epa.ie/pubs/reports/water/wastewater/Final%20report%20for%20website.pdf
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the receiving environment and/or human health. A recurring incident is one that is likely to recur
until the underlying cause of the incident is resolved.

CRU Questions
42. Please provide your views on the CRU’s proposal to monitor the number of one-off
incidents resulting from wastewater collection and treatment activities, broken down by
category.
43. Please provide your views on the CRU’s proposal to monitor the number of recurring
incidents resulting from wastewater collection and treatment activities, broken down by
category.

2.6.1.1 Incidents Relating to Wastewater Targets
The EPA’s Urban Waste Water Treatment in 2018, reported that 18% of the recurring incidents in
2018, and 52% of the one-off incidents, do not require major upgrades to treatment plants and
could be solved by changes to the operation and management of the plants. While 66% of the
recurring incidents in 2018 were caused by a lack of treatment capacity at the plant and are likely
to require longer timeframes to solve.
The CRU proposed targets, outlined below, are based on a mix of the required timelines to
deliver capital interventions and the premise that Irish Water should be targeting zero incidents
relating to the operation and management of its assets and that these issues can typically be
resolved in shorter timeframes.
However, the CRU expects Irish Water to manage its activities to meet these targets regardless
of the cause of the incident. The CRU’s proposals see the overall number of incidents, both oneoff and recurring, more than halve during the period of RC3.
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Figure 23: Number of One-off Incidents Relating to Wastewater During the Year

Figure 24: Number of Recurring Incidents Relating to Wastewater at Year End

The EPA categorises incidents in 5 categories depending on the potential impact to the receiving
environment and/or human health:

1. Minor
2. Limited
3. Serious
4. Very Serious
5. Catastrophic
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Within the overall target reduction of incidents relating to wastewater, outlined above, Irish Water
should be targeting zero incidents within Categories 3, 4 or 5 during RC3.

CRU Questions
44. Please provide your views on the proposed Incidents relating to Wastewater targets for
both:

a. the number of one-off incidents resulting from wastewater collection and
treatment activities.

b. the number of recurring incidents resulting from wastewater collection and
treatment activities.
45. Please provide your views on the CRU’s proposal to set Irish Water a target of zero
incidents within Categories 3, 4 and 5?

2.6.2

Wastewater Agglomerations Meeting Treatment Requirements

A wastewater agglomeration is an area where the population or economic activities (or both) are
sufficiently concentrated for wastewater to be collected and brought to a treatment plant.
This metric consists of two sub-metrics:

•

agglomerations with no wastewater treatment or preliminary treatment only, and;

•

agglomerations not compliant with the treatment and effluent quality standards of the
Urban Waste Water Treatment Directive.

The objective of Urban Waste Water Treatment Directive is to protect the environment from the
adverse effects of wastewater discharges from large urban areas. The Directive sets quality
standards that urban wastewater must meet before it is discharged into the environment based
on the size of the agglomeration and the type of waterbody the treated wastewater is being
discharged to. However, not all of the agglomerations served by Irish Water fall under the
Directive.
All of Irish Water’s wastewater discharges to the environment requires a wastewater discharge
licence or certificate of authorisation from the EPA. The wastewater licences set out the
conditions attached to wastewater discharges to help ensure the treated effluent does not
negatively impact on the environment.
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The CRU is proposing to introduce a new metric to capture a greater proportion of Irish Water’s
activities:

•

Compliance with the Emission Limit Values for Urban Wastewater Licences

This new proposed metric is outlined in Section 2.6.2.3 below.

2.6.2.1 Agglomerations with no Wastewater Treatment
In 2013 there were 50 agglomerations in Ireland that were discharging untreated wastewater into
the environment and providing treatment at these sites remains a priority. However, since this
metric does not provide an enduring performance commitment – once treatment is provided the
metric falls away – the CRU is proposing to remove it from the Performance Assessment
Framework and to continue monitoring delivery through the Investment Plan monitoring that CRU
also carries out every year.

Figure 25: Agglomerations with No Treatment or Preliminary Treatment Only

CRU Questions
46. Please provide your views on the CRU’s proposal to monitor the Agglomerations with No
Wastewater Treatment metric through Investment Plan monitoring only.
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2.6.2.2 Compliance with the treatment requirements of the Urban Waste Water Treatment
Directive (UWWTD)
The Urban Waste Water Treatment Directive sets requirements for the collection and treatment
of wastewater from large urban areas to protect the environment. The Directive sets quality limits
that the treated wastewater must meet depending on the size of the urban area and the type of
water body the treated wastewater is discharged to. The number of agglomerations that are
subject to the requirements of the Directive can change from year-to-year because of changes to
wastewater loads or the classification of water bodies.
The CRU monitors Irish Water’s compliance with the treatment requirements of the Directive on
the basis that this is the ultimate outcome of Irish Water’s wastewater treatment activities at
these locations. While this captures the majority of Irish Water’s treatment activities it does not
include wastewater treatment in smaller agglomerations.

CRU Questions
47. Please provide your views on the proposed Compliance with the Treatment Requirements
of the Urban Waste Water Treatment Directive metric.

2.6.2.2.1

Compliance with the treatment requirements of the UWWTD Targets

In 2019, 173 agglomerations fell under the Directive. 154 of these were compliant, while the
remaining 19 agglomerations were non-compliant (see Figure 26 below).

Figure 26: Agglomerations Compliant with the Treatment Requirements of the UWWTD
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However, the 154 agglomerations compliant with the UWWTD treat just 44% of the wastewater
load (see Figure 27 below). This means that the 19 agglomerations found to be non-compliant treat
the majority of the population equivalent (56%).

Figure 27: Percentage of Agglomeration Population Equivalent
Compliant with the Treatment Requirements of the UWWTD

The CRU is proposing a target that requires Irish Water to achieve compliance with the treatment
requirements of the UWWTD at the 19 agglomerations that are non-compliant by the end of
2024.
Irish Water should continue its approach to risk-based prioritisation of its investments and
maintenance activities to ensure that no new agglomerations become non-complaint with the
treatment requirements of the Directive in the period to 2024. This means that the CRU is
challenging Irish Water to be 100% complaint with the treatment requirements of the Urban
Waste Water Treatment Directive by the end of 2024.

CRU Questions
48. Please provide your views on the proposed Compliance with the Treatment Requirements
of the Urban Waste Water Treatment Directive targets.
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2.6.2.3 Compliance with the Emission Limit Values for Urban Wastewater Licences
As mentioned above, all of Irish Water’s wastewater discharges to the environment requires a
wastewater discharge licence or certificate of authorisation from the EPA. The wastewater
licences set out the conditions attached to wastewater discharges to help ensure the treated
effluent does not negatively impact on the environment.
The licensing of wastewater treatment plants provides limits on wastewater discharges to protect
the receiving water environment where the discharge occurs. Achieving compliance with these
limits is essential to protecting our water quality. Similarly, to the drinking water quality metric in
section 2.4.2, this metric looks at specific, key parameters to provide an overview of Irish Water’s
performance.
There are six proposed metrics. The first metric captures the overall compliance with all emission
limit values and the remaining five focus on specific parameters which will capture variations in
compliance with different parameters.

•

Overall compliance with the emission limit values for wastewater licences.

•

Compliance with Biological Oxygen Demand (BOD) limit values for wastewater licences.

•

Compliance with Carbon Oxygen Demand (COD) limit values for wastewater licences.

•

Compliance with Suspended Solids (SS) limit values for wastewater licences.

•

Compliance with Ortho Phosphate limit values for wastewater licences, where applicable.

•

Compliance with Ammonia limit values for wastewater licences, where applicable.

CRU Questions
49. Please provide your views on the proposed new Compliance with the Emission Limit
Values for Urban Wastewater Licences metric.

2.6.2.3.1

Compliance with the Emission Limit Values for Urban Wastewater Licences
Targets

As Irish Water has not yet reported to the CRU under this proposed new metric, the CRU does
not propose any targets for the period 2020 to 2024. Instead, the CRU proposes that Irish Water
establishes a baseline of performance by 2024 so that appropriate targets can be set in the
future.
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CRU Questions
50. Please provide your views on the CRU’s proposed target for Irish Water to establish a
baseline performance by 2024 for the proposed new Compliance with the Emission Limit
Values for Urban Wastewater Licences Targets metric.

2.6.4

Sludge Reuse and Disposal

Depending on the treatment process, sludge is commonly produced when water and wastewater
are treated. The sludge produced from wastewater is rich in nutrients and organic matter and is
commonly reused through agriculture, composting and energy recovery through anaerobic
digestion. Drinking water sludge can be reused in cement and clay-brick manufacturing but has
traditionally been sent to landfill or discharged to sewer.
The use and disposal of sludge must conform with all relevant waste and environmental
legislation. The reuse and disposal of sludge is considered satisfactory where it complies with the
relevant legislation.
The name of the sludge disposal metric has been updated to better reflect the disposal pathways
and end-uses of sludge. The metric will monitor the percentage of sludge that is reused and/or
disposed of in a satisfactory manner.

CRU Questions
51. Please provide your views on the proposed Sludge Reuse and Disposal metric.

2.6.4.1 Sludge Reuse and Disposal Targets
The CRU is proposing to monitor the proportion of Irish Water’s water and wastewater sludge
that is beneficially reused while setting a target of 100% compliance with relevant waste and
environmental legislation.
Irish Water has begun reporting to the CRU on water sludge reuse and disposal this year. Irish
Water has reported that in the period from Q3 2018 to Q4 2019, the proportion of drinking water
sludge being used for landfill capping dropped from 59% to 22%. This was met with an increase
in the proportion of sludge being reused, for example in cement manufacturing.
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The CRU proposes the following targets for satisfactory drinking water sludge reuse and
disposal:

Figure 28: Drinking Water Sludge Targets

Irish Water has stated that reporting on the percentage of wastewater sludge reused or disposed
of in a satisfactory manner will begin in 2022. The CRU is setting a target that Irish Water must
report under the wastewater sludge metric by 2022. Until then, the CRU will monitor the amounts
of wastewater sludge produced by Irish Water and how it is disposed of/it’s final destination to
provide context to Irish Water’s sludge disposal routes (see Table 2 below). From 2022 onwards,
the CRU proposes the same target for wastewater sludge as drinking water sludge (see Figure
29 below).

Table 2: Wastewater Sludge Reuse and Disposal Reporting to 2022
Wastewater Sludge
Total Sludge Produced
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Figure 29: Wastewater Sludge Proposed Targets

CRU Questions
52. Please provide your views on both the proposed Drinking Water Sludge Reuse and
Disposal and Wastewater Sludge Reuse and Disposal targets.

2.7 Energy & Emissions
Irish Water is the biggest consumer of electricity in the public sector.34 As a public body, it is
obligated to achieve targets to improve its energy efficiency and reduce its energy-related
greenhouse gas emissions as set out in the Climate Action Plan 2019. Thus, the CRU proposes
to include two new metrics in the Performance Assessment Framework relating to energy
consumption and CO2 emissions.
Irish Water was the largest consumer of electricity in the public sector in 2018, accounting for
21% of public sector electricity consumption.35 That same year, Irish Water’s primary energy
consumption equated to 210,636,132 kgCO2 of energy-related CO2 emissions.36

34

SEAI Annual Report 2019 on Public Sector Energy Efficiency Performance
Irish Water News: Irish Water commits to a new strategic energy initiative in partnership with SEAI
36
SEAI Annual Energy Statement 2018 for Irish Water
35
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In June 2019, the Government published the Climate Action Plan 2019 which included targets for
public sector bodies (including Irish Water) to achieve 50% energy efficiency improvements and
30% greenhouse gas emissions reduction by 2030.37 The Department of Housing, Planning and
Local Government reinforced in its Water Services Policy Statement 2018-202538 that water
services providers must play their part by reducing greenhouse gas emissions, energy usage
and carbon impacts in line with the Government set targets for public bodies.
Performance monitoring towards the targets as set out in the Climate Action Plan 2019 is
undertaken by the Sustainable Energy Authority Ireland (SEAI). The CRU proposes that Irish
Water’s performance here should also be monitored and reported as part of the Framework as it is
of importance to customers and is in line with the the CRU’s commitment to help deliver a secure,
low carbon future. In addition, Irish Water invests in capital projects and programmes and in
operational improvements that will serve to increase its energy efficiency and reduce greenhouse
gas emissions – funding which is allowed by the CRU as part of the revenue control process.

2.7.1

Energy Consumption

Irish Water was the highest single public user of energy in 2018.39 As a public sector body, Irish
Water is obligated to achieve a 33% improvement in energy efficiency by 202040 and a further 50%
improvement in energy efficiency by 203041 when compared to a 2009 baseline. The first target is
currently monitored and reported by the SEAI in its Annual Report on Public Sector Energy
Efficiency Performance42 and relates to an improvement in Irish Water’s primary energy usage.
The second target will then subsequently be monitored by the SEAI.
Energy consumption as reported to the SEAI can be expressed as either Total Primary Energy
Requirements (TPER) or Total Final Consumption (TFC). TPER is a measure of energy
consumption that also accounts for energy consumed and/or lost beyond an organisation’s
boundary, i.e. reflects the electricity generated and distributed to enable electricity use by the end
customer. TPER is what is used by the SEAI in monitoring public sector performance as it is more
appropriate in this instance.

37

Department of Communications, Climate Action and Environment Climate Action Plan 2019
Department of Housing, Planning and Local Government Water Services Policy Statement 2018-2025
39
SEAI Annual Energy Statement 2019 for Irish Water
40
Department of Communications, Energy and National Resources The National Energy Efficiency Action
Plan 2009 – 2020
41
Department of Communications, Climate Action and Environment Climate Action Plan 2019
42
SEAI Annual Report 2019 on Public Sector Energy Efficiency Performance
38
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TFC refers to the energy consumption recorded on an organisation’s meter and/or bill. As this is in
line with how Irish Water currently provides energy-related data to the CRU, and is more
appropriate for the CRU’s purposes, the CRU proposes to monitor Irish Water’s total final
consumption in GWh.

CRU Questions
53. Please provide your views on the proposed new Energy Consumption metric.

2.7.1.1 Energy Consumption Targets
Irish Water’s total final energy consumption in 2019 is in the process of validation. In its RC3
submissions and its submission under the Framework review, Irish Water included a 22 GWh
reduction in energy consumption in relation to upgrades and replacements of inefficient assets
through its Energy Efficiency Programme alone. The CRU proposes the following targets as part
of the PAF:
Table 3: CRU Proposed Energy Reduction Targets

Energy
Reduction
Targets

2020

2021

2022

2023

2024

Total

4.4 GWh

4.4 GWh

4.4 GWh

4.4 GWh

4.4 GWh

22 GWh

The CRU considers that the 4.4 GWh/yr target is a minimum target for Irish Water. Irish Water
should challenge itself to continually deliver energy improvements in how it is operating in its
assets and to continue to implement energy efficient design for all its projects and programmes.

CRU Questions
54. Please provide your views on the proposed Energy Consumption targets.
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2.7.2

CO2 Emissions

Irish Water’s primary energy consumption in 2018 equated to 210,636,132 kgCO2 of energyrelated CO2 emissions.43 As a public sector body, Irish Water is obligated to achieve a 30%
absolute reduction in energy-related greenhouse gas emissions by 2030 as outlined in the
Climate Action Plan 2019. This metric has not yet been monitored by the SEAI. Public sector
performance monitoring and reporting by the SEAI will begin in 2021, after the scope of the
greenhouse gas emissions target for 2030 has been decided.
Irish Water reports annually to the CRU on greenhouse gas emissions as part of the Capex
Monitoring reporting framework. The CRU proposes to include a similar metric in the Framework
that will monitor the energy-related CO2 emissions that arise from Irish Water’s final energy
consumption in tonnes CO2 equivalent. The metric should be consistent with the SEAI’s
methodology in calculating energy-related CO2 emissions as this is methodology will be used in
reporting to Government. Using this will allow for the comparison of Irish Water’s performance to
reduce energy-related CO2 emissions in line with the targets set out in the Climate Action Plan
2019.

CRU Questions
55. Please provide your views on the proposed new CO2 Emissions metric.

2.7.2.1 CO2 Emissions Targets
Irish Water is currently in consultation with the SEAI in relation to the target of 30% absolute
reduction in energy-related greenhouse gas emissions by 2030. For the Performance Assessment
Framework, the CRU is proposing its target should include the CO2 emissions related to the 22
GWh energy reduction target, in line with SEAI monitoring.

CRU Questions
56. Please provide your views on the proposed CO2 Emissions targets.

43

SEAI Annual Energy Statement 2018 for Irish Water
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3. Conclusion
This paper outlines the CRU’s proposed changes to the Irish Water Performance Assessment
Framework. The CRU has reviewed the appropriateness of the metrics and sets target levels of
performance against those metrics for Irish Water to achieve. This review marks the first time
that targets have been proposed.
For consistency of reporting, and to illustrate Irish Water’s performance over time, the CRU
considers that metrics should be retained where possible. Where it is found that a metric no
longer presents meaningful information, the CRU is proposing that metrics should be altered or
discontinued as appropriate. New metrics may also be implemented where it is found that an
area of performance has either not been included in the 2016 decision or is found to be more
meaningful than the original version of the metric.
The CRU’s proposed targets were informed by considering requirements as laid out in the
Domestic and Non-Domestic Customer Handbooks, the targets and performance by the other
utilities monitored by the CRU, and the targets and performance of other water companies in
neighbouring jurisdictions (Northern Ireland, Scotland, England and Wales).
A summary of the CRU’s proposed metrics together with the proposed targets by end 2024 is set
out in Table 4, below.
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Table 4: Summary of the CRU’s proposed changes to the Performance Assessment Framework

Customer Service

Proposed Metric Name

Proposed Update

Target
2024

Ease of telephone
contact: Speed of
telephone response

The CRU will monitor the percentage of
calls picked up by an agent within 20
seconds in the queue

No change

90%

Ease of telephone
contact: Speed of
telephone response (2)

N/A

Discontinue

-

Ease of telephone
contact: Call
abandonment rate

The CRU will monitor 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

No change

1%

Ease of telephone
contact: First call
resolution

The CRU will monitor the percentage of
calls dealt with within one call without
requiring a call back to the customer from
Irish Water

Change name from
First Contact
Referral

90%

a) Clarify previous
definition

70%

Billing of metered
customers

The CRU will monitor:
c) the number of bills based on a meter
reading as a percentage of bills issued
to metered accounts
d) the percentage of metered accounts
billed during the year that received at
least one bill based on a meter read
carried out by Irish Water

b) N/A - not included
in 2016 Decision

100%

No change

99.9%

Response to billing
contacts

The CRU will monitor the number of billing
contacts answered and closed out within 5
working days as a percentage of billing
contacts received

Response to
complaints

The CRU will monitor the number of
complaints:
c) responded to within 5 working days,
either with a resolution or an outline
plan of the proposed resolution
d) to which a final decision is issued
within 2 months

Unresolved complaints
submitted to the CRU

Customer Satisfaction
Survey

64

Proposed Metric Definition

100%
No change
100%

The CRU will monitor the number of
unresolved complaints submitted to the
CRU Customer Care Team in the context
of the CRU’s role under Section 8 of Water
Services Act 2014, including:
c) Unresolved complaints upheld by the
CRU Customer Care Team
d) Unresolved complaints awarded
Charter payments by the CRU
Customer Care Team or Irish Water

N/A - not included in
2016 Decision

Better than
average
across
utilities &
suppliers
monitored
by CRU
CCT

The CRU will monitor Irish Water’s
performance in a survey conducted by an
independent research company engaged
by Irish Water

Change name from
Call Handling
Survey. Conduct
survey via method
contact was made
(telephone, email,
etc.)

85%

Sewer Incidents

Quality of Water Service

Security of Water Supply
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Security of Water
Supply

The CRU will monitor an overall Security of
Supply Index, or
The CRU will monitor the number of water
resource zones in deficit and the
population served by those resource zones

Remove
performance against
target metric,
determine most
appropriate measure

Publish
National
Water
Resources
Plan by end
2021

Leakage

The CRU will monitor the amount of water
lost on the public network and the amount
of water lost on customer supply pipes,
separately

Clarify previous
definition

Public: 161
Ml/day
Private: 15
Ml/day

Unplanned
Interruptions to Supply

The CRU will monitor number of properties
experiencing unplanned interruptions to
their supply in excess of 12 and 24 hours

Replace >4 hours
with a ‘minutes lost’
metric

Drinking Water Quality

•
•
•
•
•

Boil Water Notices and
Drinking Water
Restriction Notices

The CRU will monitor:
▪ The number of public supplies and the
population served on Boil Water Notices
for greater than 30 days
▪ The number of public supplies and the
population served on Drinking Water
Restriction Notices for greater than 30
days

Introduce 30-day
timeframe

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

No change

<1 property
per 10,000
connected
households

Sewer Incidents
(Other Causes)

The CRU will monitor the number of
properties affected by an incident where
wastewater enters a building caused by
equipment failure in a sewer, blockage or
collapse of a sewer

No change

<2.5
properties
per 10,000
connected
households

Sewer Incidents
(At Risk)

The CRU will monitor 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

No change

To be
reviewed

Incidents Relating to
Wastewater

The CRU will monitor the number of
incidents resulting from wastewater
collection and treatment activities

Percentage microbiological compliance
Percentage E. Coli compliance
Percentage chemical compliance
Percentage THM compliance
Percentage lead compliance

No change

No change

>12: <0.15%
properties
>24: 0.01%
properties

• 99.9%
• 99.9%
• 99.9%
• 99.0%
• 99.48%

0

<345 one-off
<98 recurring
0 Category
3-5

Energy & Emissions

Environmental Performance

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

Wastewater
Agglomerations
Meeting Treatment
Requirements:
Agglomerations with
no Wastewater
Treatment

N/A

Discontinue from
PAF – Investment
Plan monitoring only

N/A

Compliance with the
Emission Limit Values
for Urban Wastewater
Licences

• Overall compliance with the emission limit
values for wastewater licences.
• Compliance with BOD limit values for
wastewater licences.
• Compliance with COD limit
• Compliance with Suspended Solids limit
• Compliance with Ortho Phosphate limit,
where applicable.
• Compliance with Ammonia limit, where
applicable.

N/A - not included in
2016 Decision

Establish
baseline
performance

Compliance with the
treatment requirements
of Urban Waste Water
Treatment Directive

The CRU will monitor the total number of
agglomerations meeting the treatment
requirements of the UWWTD

Change name from
Agglomerations Not
Meeting the
UWWTD Standards.

100%

Sludge Reuse and
Disposal

The CRU will monitor the percentage of
drinking water and wastewater sludge that
is disposed of in an unsatisfactory manner

Change name from
Sludge Disposal

100%

Energy Consumption

The CRU will monitor Irish Water’s total
final consumption in GWh

N/A - not included in
2016 Decision

>22 GWh
reduction

Greenhouse Gas
Emissions

The CRU will monitor the energy-related
CO2 emissions that arise from Irish Water’s
final energy consumption

N/A - not included in
2016 Decision

TBD when
scope of
emissions
target
decided by
SEAI

3.1 Next Steps
The CRU requests interested parties submit responses to this consultation paper by 17th
November 2020 at the following email address: pafreview@cru.ie. To act as a guide for
respondents, questions have been provided under each metric. Any further or general feedback
is also welcome. The CRU will publish its decision on the Performance Assessment Framework
for 2020 to 2024 in Q1 2021.

66

