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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 Commission for Regulation of Utilities (CRU) sets the revenue Irish Water can
recover to deliver water and wastewater services over a period of time, currently five years, 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 (the Framework) was first set out in 2016 to provide a
basis for the assessment of Irish Water’s overall 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. In the period to date, the CRU
has published implementation update reports setting out Irish Water’s progress in collecting the
data to report under the metrics in the 2016 Framework and data for metrics where available.
During 2020, the CRU carried out a review of the 2016 Framework and subsequently consulted
on the proposed metrics and targets for Irish Water’s expected delivery for the Revenue Control 3
period (2020 to 2024) to support the further evolution of the Framework. This paper sets out the
CRU’s decision on the metrics and associated targets against which the CRU will monitor Irish
Water’s performance during the RC3 period. The CRU’s decisions were informed by the following
key factors:

•

the monies that the CRU has allowed Irish Water to expend on operations and capital
investments, including non-network investments such as IT systems, for the RC3 period
and the associated commitments made by the utility in that context;

•

the operational, capital and non-network capital expenditure that Irish Water has been
allowed in the period from its establishment to 2020;
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•

requirements on Irish Water in relation to customer service standards as set out in the CRU’s
Domestic and Non-Domestic Customer Handbooks1;

•

targets and performance of other utilities regulated by the CRU,

•

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

•

environmental compliance requirements, and,

•

responses to the CRU’s consultation paper.

A summary of the CRU’s decisions regarding the metrics and associated targets for the end of
2024 is set out below. Further detail, including interim targets to 2024 where these apply, is set out
in section 3 of this paper.

Customer Service
The customer service metrics consider Irish Water’s performance across customer contacts,
complaints and billing. The CRU has decided to discontinue one of the metrics relating to speed
of telephone response as it is deemed potentially confusing and, therefore, does not provide a
reliable understanding of Irish Water’s performance in that area of service. The CRU has also
introduced a new metric relating to the number of unresolved complaints submitted to the CRU
and one to establish a stakeholder panel on a pilot basis during the RC3 period in order to
subsequently monitor and assess Irish Water’s stakeholder engagement. These new metrics will
address gaps in the 2016 Framework.

1

Update to 2016
Framework

Target
2024

Metric Name

Metric Definition

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

85%

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

4%

Ease of telephone
contact:
First
call
resolution

The CRU will monitor the percentage of calls to
Irish Water that are dealt with within one phone
call

Change
name
from First Contact
Referral

90% Billing
80%
Operations

The CRU carried out a review of the Domestic and Non-Domestic Customer Handbooks and issued its decision
in October 2020. The associated documents can be viewed on the CRU’s website (ref: CRU/20/1116a and
CRU/20/117a).

ii

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

Metric Name

Metric Definition

Billing of metered
customers

The CRU will monitor:
a) the number of bills based on a meter
read 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

Update to 2016
Framework
a) Clarify
definition

previous

Target 2024

70%

b) N/A - not included in
2016 Framework

100%

No change

95%

Response
to
billing contacts

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

Response
complaints

The CRU will monitor the percentage 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

No change

Unresolved
complaints upheld
by the CRU CCT

The CRU will monitor the number of
unresolved complaints upheld by the
CRU Customer Care Team (CCT)

N/A - not included in
2016 Framework

Better than average
of utilities or
suppliers monitored
by CRU CCT

Customer
Satisfaction
Survey

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.
Set up survey to allow
for
benchmarking
against other utilities.

Establish baseline
performance under
new survey

Stakeholder
Engagement

The CRU will monitor Irish Water’s
engagement with its stakeholders
through a stakeholder panel

N/A - not included in
2016 Framework

CRU to establish
Stakeholder Panel
on pilot basis

to

100%

100%

Security of Water Supply
This category contains two metrics: security of water supply and leakage. The security of water
supply metric definition has been changed from that set out in the 2016 Framework, which had
required Irish Water to report on the Security of Supply Index (SoSI). A new measure has been
added to complement the SoSI, which will monitor the number of water resource zones in deficit
and the population served by those resource zones.
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Metric Name

Security
Supply

of

Water

Leakage

Update to 2016
Framework

Target 2024

Remove performance
against target metric.
Include new method.

Publish National
Water Resources
Plan Framework
and 4 Regional
Plans by end
2021

Metric Definition

The CRU will monitor:
a) an overall Security of Supply Index
b) the number of water resource zones
in deficit and the population served by
those resource zones

The CRU will monitor:
a) the amount of water lost on the public
network
b) the amount of water lost on customer
supply pipes

Clarify previous
definition.

Public: 161 Ml/day
reduction
Customer Supply
Pipes: 15 Ml/day
reduction

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 monitoring against targets
in relation to interruptions to supply and drinking water quality.

Metric Name

Metric Definition

The CRU will monitor the minutes of lost supply
from both planned and unplanned interruptions.
Interruptions to
Supply

The CRU will monitor the number of properties
experiencing unplanned interruptions to their
supply for greater than 12 and 24 hours.

Update to 2016
Framework

Target 2024
Minutes lost:
Establish
baseline by
2024

Replace >4 hours
with a ‘minutes of
lost supply’ metric

>12: <12%
connected
properties
>24: <3.6%
connected
properties

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

iv

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

Include
Enterococci
compliance

Introduce 30-day
timeframe

• 99.9% min.
• 99.9% min.
• 99.9% min.
• 99.9% min.
• 99.0% min.
• 98.48% min.
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Sewer Incidents
Irish Water has not yet reported under this metric as set out in the 2016 Framework, which included
the monitoring of internal sewer incidents only. As such, the CRU does not have a baseline level
of performance against which targets can be set. This decision paper requires Irish Water to report
under the internal sewer incidents metrics for the year 2020 in its next submission under the
Framework. This will allow the CRU to understand Irish Water’s baseline performance and, in that
context, determine the target performance level in 2022 for the remaining period to end 2024. The
CRU has also included new metrics to monitor external sewer incidents to better reflect the full
impact of sewer incidents.

Metric Name

v

Metric Definition

Update to 2016
Framework

Target 2024

Change name to
include ‘internal’

To be set
when baseline
performance
established in
2022

Internal 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

Internal 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

Change name to
include ‘internal’

To be set
when baseline
performance
established in
2022

Internal Sewer
Incidents
(Properties at Risk)

The CRU will monitor the number of properties
considered to be at risk of having wastewater
enter their premises, caused by overload
(banded approach)

Change name to
include ‘internal’.
Change to banded
approach.

To be set after
engagement
on target in
2022

External Sewer
Incidents (Overload)

The CRU will monitor the number of external
flooding incidents due to the overload of a sewer

N/A - not included
in 2016
Framework

Establish
baseline
performance

External Sewer
Incidents (Other
Causes)

The CRU will monitor the number of external
flooding incidents caused by equipment failure in
a sewer, blockage or collapse of a sewer

N/A – not included
in 2016
Framework

Establish
baseline
performance

External Sewer
Incidents (Properties
at Risk)

The CRU will monitor the number of properties
considered to be at risk of external sewer
incidents, caused by overload (banded approach)

N/A – not included
in 2016
Framework

Establish
baseline
performance
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Environmental Performance
The environmental performance category monitors Irish Water’s performance in dealing with
wastewater and the sludge that is produced as a by-product of treating both water and wastewater.
In its consultation paper, the CRU proposed to remove the metric monitoring the number of
agglomerations discharging untreated wastewater into the environment since this metric is outputbased and does not provide an enduring outcome measure. However, on consideration of
consultation responses, the CRU has decided to retain this metric in the Framework until such time
as this issue is addressed.
The CRU has also decided 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 waters where the discharge occurs. Achieving compliance with these limits is
essential to protecting water quality.

Metric Name

Metric Definition

Update to 2016
Framework

Target 2024

Incidents Relating to
Wastewater

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

No change

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

Wastewater
Agglomerations
Meeting Treatment
Requirements:
Agglomerations with no
Wastewater Treatment

The CRU will monitor the number of
agglomerations with no treatment or
preliminary treatment only

No change

0

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 Framework

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
Disposal

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

Change name from
Sludge Disposal

100%
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Energy and Emissions
Irish Water is the largest consumer of electricity in the public sector in Ireland2. 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 has decided to include two new
metrics in the Framework to monitor Irish Water’s energy consumption and greenhouse gas
emissions in CO2 equivalent. The targets for these metrics are consistent with requirements placed
on Irish Water as a public body.

Metric Name

Metric Definition

Update to 2016
Framework

Target 2024

Energy Consumption

The CRU will monitor Irish Water’s Total
Primary Energy Requirement (TPER) in
GWh

N/A - not included in
2016 Framework

>40.71 GWh
reduction

Greenhouse Gas
Emissions

The CRU will monitor Irish Water’s
energy-related emissions in CO2
equivalent in line with its reporting to the
Sustainable Energy Authority of Ireland
(SEAI)

N/A - not included in
2016 Framework

To be determined
when scope of
emissions target
decided by the
SEAI

2

This is based on the SEAI annual monitoring and reporting of public bodies energy performance for the years
2018 and 2019.
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CRU Mission Statement
The CRU’s mission is to protect the public interest in water, energy and energy safety.
The CRU is guided by four strategic priorities that sit alongside the core activities we undertake to
deliver on the public interest. These are:

viii

•

Deliver sustainable low-carbon solutions with well-regulated markets and networks

•

Ensure compliance and accountability through best regulatory practice

•

Develop effective communications to support customers and the regulatory process

•

Foster and maintain a high-performance culture and organisation to achieve our vision
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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 in the interest of
customers.
The CRU sets the outcomes and outputs that we expect Irish Water to deliver. These 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 Framework, the CRU measures Irish Water’s performance across a number of key
categories, namely, customer service, quality of water supply, security of water supply,
environmental performance and energy and emissions. 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.
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. This decision
paper sets out the metrics and targets that the CRU will use to monitor and assess Irish Water’s
overall performance for this period, reflecting the key service areas for customers.

ix

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

Table of Contents
Executive Summary .................................................................................................. i
Public Impact Statement .............................................................................................................. ix

Table of Contents ...................................................................................................... x
Glossary of Terms and Abbreviations ................................................................. xiii
1. Introduction ........................................................................................................ 2
1.1
1.2

Comments Received ................................................................................................. 4
Related Documents................................................................................................... 4

2. Background ........................................................................................................ 6
2.1 Engagement with Irish Water............................................................................ 8
2.1.1
2.1.2

Timeline of Engagement ........................................................................................... 8
Irish Water Response: General Themes ..................................................................... 9

3. Performance Assessment Framework ........................................................... 14
3.1
3.2
3.2.1
3.2.1.1
3.2.2
3.2.3
3.2.3.1
3.2.4
3.2.4.1
3.2.5
3.2.5.1
3.2.6
3.2.6.1
3.2.7
3.2.7.1
3.2.8
3.2.8.1
3.2.9
3.2.9.1
3.2.10

x

Overview ................................................................................................................ 14
Customer Service ................................................................................................... 16
Ease of Telephone Contact: Speed of Telephone Response ..................................... 16
Ease of Telephone Contact: Speed of Telephone Response (TSF1) Targets ............... 17
Ease of Telephone Contact: Speed of Telephone Response (TSF2) .......................... 19
Ease of Telephone Contact: Call Abandonment Rate ............................................... 21
Ease of Telephone Contact: Call Abandonment Rate Targets ................................... 22
Ease of Telephone Contact: First Call Resolution ..................................................... 24
Ease of Telephone Contact: First Call Resolution Targets ......................................... 26
Billing of Metered Customers.................................................................................. 29
Billing of Metered Customers Targets...................................................................... 31
Response to Billing Contacts ................................................................................... 34
Response to Billing Contacts Targets ....................................................................... 36
Response to Complaints.......................................................................................... 38
Response to Complaints Targets ............................................................................. 40
Unresolved Complaints Submitted to CRU .............................................................. 43
Unresolved Complaints Submitted to CRU Targets................................................... 45
Customer Satisfaction Survey.................................................................................. 47
Customer Satisfaction Survey Targets ..................................................................... 50
Stakeholder Engagement ........................................................................................ 52

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

3.3
3.3.1
3.3.1.1
3.3.2
3.3.2.1
3.4
3.4.1
3.4.1.1
3.4.2
3.4.2.1
3.4.3
3.4.3.1
3.5
3.5.1
3.5.1.1
3.5.2
3.5.2.1
3.5.3
3.5.3.1
3.5.4
3.5.4.1
3.5.5
3.5.5.1
3.5.6
3.5.6.1
3.6
3.6.1
3.6.1.1
3.6.2
3.6.2.1
3.6.2.1.1
3.6.2.2
3.6.2.2.1
3.6.2.3
3.6.2.3.1
3.6.3
3.6.3.1
3.7
3.7.1
3.7.1.1
3.7.2
3.7.2.1
xi

Security of Water Supply........................................................................................ 55
Security of Water Supply......................................................................................... 55
Security of Water Supply Targets ............................................................................ 60
Leakage .................................................................................................................. 61
Leakage Targets...................................................................................................... 68
Quality of Water Supply ......................................................................................... 74
Interruptions to Supply ........................................................................................... 74
Interruptions to Supply Targets ............................................................................... 77
Drinking Water Quality ........................................................................................... 83
Drinking Water Quality Targets ............................................................................... 85
Boil Water Notices and Drinking Water Restriction Notices ..................................... 89
Boil Water Notices and Drinking Water Restriction Notices Targets ......................... 91
Sewer Incidents ...................................................................................................... 94
Internal Sewer Incidents (Overload) ........................................................................ 95
Internal Sewer Incidents (Overload) Targets ............................................................ 96
Internal Sewer Incidents (Other Causes) ................................................................. 98
Internal Sewer Incidents (Other Causes) Targets...................................................... 99
Internal Sewer Incidents (Properties at Risk) ......................................................... 101
Internal Sewer Incidents (Properties at Risk) Targets ............................................. 102
External Sewer Incidents (Overload) ..................................................................... 103
External Sewer Incidents (Overload) Targets ......................................................... 104
External Sewer Incidents (Other Causes) ............................................................... 104
External Sewer Incidents (Other Causes) Targets ................................................... 105
External Sewer Incidents (Properties at Risk) ........................................................ 105
External Sewer Incidents (Properties at Risk) Targets............................................. 106
Environmental Performance ................................................................................ 107
Incidents Relating to Wastewater ......................................................................... 107
Incidents Relating to Wastewater Targets ............................................................. 111
Wastewater Agglomerations Meeting Treatment Requirements ........................... 115
Agglomerations with no Wastewater Treatment ................................................... 116
Agglomerations with no Wastewater Treatment Targets ...................................... 117
Compliance with the treatment requirements of the Urban Waste Water Treatment
Directive ............................................................................................................... 119
Compliance with the treatment requirements of the UWWTD Targets .................. 121
Compliance with the Emission Limit Values for Urban Wastewater Licences ......... 124
Compliance with the Emission Limit Values for Urban Wastewater Licences Targets
............................................................................................................................. 126
Sludge Reuse and Disposal .................................................................................... 127
Sludge Reuse and Disposal Targets ....................................................................... 128
Energy & Emissions .............................................................................................. 132
Energy Consumption............................................................................................. 132
Energy Consumption Targets ................................................................................ 134
Greenhouse Gas Emissions .................................................................................. 135
Greenhouse Gas Emissions Targets ....................................................................... 136

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

4. Conclusion ..................................................................................................... 138
4.1

xii

Next Steps ............................................................................................................ 143

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

Glossary of Terms and Abbreviations
Abbreviation or Term

Definition or Meaning

CSAT

Customer Satisfaction Score

CRU

Commission for Regulation of Utilities

DMA

District Meter Area

DNO

Distribution Network Operator (UK)

DSO

Distribution System Operator

EPA

Environmental Protection Agency

ESBN

ESB Networks

GNDS

Gas Networks Distribution Systems (UK)

GNI

Gas Networks Ireland

HSE

Health Service Executive

IVR

Interactive Voice Recognition

IW

Irish Water

KPI

Key Performance Indicator

LA

Local Authority

NDTF

Non-Domestic Tariff Framework

NI Water

Northern Ireland Water

NSEEP

Networks Stakeholder Engagement Evaluation Panel

Ofwat

Water Services Regulation Authority (England & Wales)

PAF

Performance Assessment Framework

RAB

Regulated Asset Base

RC3

Revenue Control 3 (2020-2024)

SEAI

Sustainable Energy Authority Ireland

SO

System Operator

SPU

Single Public Utility

SuDs

Sustainable Urban Drainage System – a system of practices and
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control structures designed to minimise the impact of surface water
runoff by replicating, as close as possible, the natural drainage of the
site prior to the development in question
TFC

Total Final Consumption

TNO

Transmission Network Operator (UK)

TSO

Transmission System Operator

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 do so. The CRU reviews these submissions
and determines the amount of money that Irish Water needs to deliver its day-to-day operations
and to deliver its Investment Plans. This allows Irish Water to fund necessary costs and is the basis
for charges for the provision of water and wastewater services3.
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 circa 1.6 million domestic and circa 185,000 non-domestic
connections.
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 outputs and
outcomes that Irish Water should deliver 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.

3

This includes charges for domestic water services as determined by the CRU which are recovered from the
Exchequer.
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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.
The 2016 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 5 reports outlining Irish Water’s
progress on the collation of data and its actual performance across some of these metrics. To date,
the CRU has not set targets for the metrics in the Framework and therefore has not yet assessed
Irish Water’s performance. The CRU keeps the Framework under review in order to ensure that it
continues to reflect key areas of service delivery for Irish Water’s customers, citizens and other
stakeholders.
In the years 2020 to 2024 (the third revenue control or RC3 period), Irish Water plans to spend
over €8 billion on water and wastewater services, on operating activities and new investments.
The CRU carried out a review of the Framework for the RC3 period to ensure that the metrics
outlined in the 2016 Framework remain fit for purpose and reflective of the CRU’s decision on Irish
Water’s allowed revenue for the RC3 period4. In October 2020, the CRU published a consultation
paper regarding its proposals arising from that review.
Further to the consultation process and consideration of respondents’ views, this decision paper
now outlines the CRU’s decision on the Framework metrics and associated targets for the period

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
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2020 to 2024. The CRU has included decision boxes at the beginning of each sub-section of this
paper to provide a summary of the CRU’s decisions in each case. The decision boxes are not
exhaustive and further detail on the CRU’s decisions are provided in the main body of text under
each sub-section.

1.1

Comments Received

The CRU thanks respondents for their contributions to the consultation process. Submissions were
received from the following organisations:

•

Irish Water

•

The EPA

•

An Fóram Uisce

•

Dublin City Council

These responses have been published alongside this paper and can be accessed at www.cru.ie.
The CRU also received one confidential response.

1.2

Related Documents

•

CRU/20/119 Irish Water Performance Assessment Framework Review Consultation Paper

•

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

•

CRU/20/140 Irish Water Performance Assessment Framework 2019 Implementation
Update

•

CRU/20/140a Irish Water Performance Assessment Report No. 5

•

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/21/108 Irish Water Revenue Control 3 – Financial Incentives: Non-domestic Billing
and Leakage Decision Paper
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•

CRU/20/102 Customer Care Team Annual Report 2019

•

CRU/19/081 Customer Care Team Annual Report 2018
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Further information on the CRU’s RC3 decision can be found here. The CRU’s implementation
reports under the 2016 Framework to date can be found here. The CRU’s reports regarding Irish
Water’s delivery of its Investment Plan can be found here. Information regarding the CRU’s role
and relevant legislation can be found on the CRU’s website at www.cru.ie.
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2. Background
Irish Water plans to spend over €8 billion in the five-year period 2020 to 2024. For this expenditure
approved by the CRU, Irish Water is committed to delivering a range of outputs and outcomes for
its customers. Irish Water is also required to meet the standards of customer service set out in the
CRU’s Domestic and Non-domestic Customer Handbooks. The Framework is the basis for the
CRU’s monitoring of Irish Water’s overall performance in that context. It sets out a number of
metrics grouped into key categories designed to reflect key areas of performance for customers.
Last year the CRU carried out a review of the Framework for the period 2020 to 2024 to ensure
that the metrics outlined in the 2016 Framework remain fit for purpose and reflective of the CRU’s
decision on Irish Water’s allowed revenue for that period (termed the third revenue control or RC3
period). The CRU subsequently published a consultation paper regarding this review in October
2020. Following that consultation, this decision paper sets out the CRU’s decision on the service
areas, specific metrics and target levels of performance it will monitor Irish Water against for the
RC3 period.
For consistency of reporting, and to monitor Irish Water’s performance over time, the CRU
considers that metrics should be retained where they remain appropriate. Where it has been found
that a metric no longer presents meaningful information – for example due to technological
advances or a change in the priorities of Irish Water or the CRU – the CRU has decided to alter or
discontinue these metrics as appropriate. New or revised metrics are included where a key area
of performance has not been included in the 2016 Framework or where the revised metric is
considered to be a more meaningful basis for the measurement of performance than the original
version of the metric.
In addition to reviewing the appropriateness of the metrics, the CRU considered target levels of
performance for each metric in the Framework for Irish Water to achieve. In setting these targets
the CRU sought to strike a balance between targets that challenge Irish Water but are achievable.
In doing so the CRU considered the following:

•

the monies that the CRU has allowed Irish Water to expend on operations and capital
investments, including non-network investments such as IT systems, for the RC3 period
and the associated commitments made by the utility in that context;

•

the operational, capital and non-network capital expenditure that Irish Water has been
allowed in the period to 2020;
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•

requirements on Irish Water in relation to customer service standards as set out in the
CRU’s Domestic and Non-Domestic Customer Handbooks5;

•

targets and performance of other utilities regulated by the CRU,

•

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

•

environmental compliance requirements, and,

•

responses to the CRU’s consultation paper.

The CRU expects Irish Water to challenge itself to reach the required level of performance. If, in
exceptional circumstances, it fails to do so, the CRU will carefully consider the reasons and
evidence provided by Irish Water for this failure when assessing Irish Water’s performance against
the relevant target. The CRU notes that if Irish Water fails to reach a target in relation to a given
metric in a given year, due to exceptional circumstances, it should continue to strive to meet the
targets in the remaining years to and including 2024.
Irish Water makes annual submissions to the CRU under the Framework detailing its performance
under the metrics for the previous year where available. To date, where data is not yet available,
Irish Water provides an update on when it plans 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 was based on 2019 data which was incorporated into the consultation paper, where
appropriate, and is also included here in the decision for further context and information. The
CRU’s information paper regarding this submission was published in November 2020. The most
recent published information papers regarding Irish Water’s performance under the Framework
are available here.
As no targets have been in place to date against which to assess Irish Water’s performance, these
papers have not included the CRU’s assessment of performance. Irish Water’s first submission
under the Framework as set out in this decision paper is due in the third quarter of this year. This
submission will pertain to the year 2020. The CRU will review this submission and, for the first
time, assess Irish Water’s performance against the targets in this paper. The CRU will publish is
report on Irish Water’s performance in quarter four of this year.

5

The CRU carried out a review of the Domestic and Non-Domestic Customer Handbooks and published its
decisions in October 2020. The associated Handbooks can be viewed on the CRU’s website (ref:
CRU/20/1116a and CRU/20/117a).
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2.1 Engagement with Irish Water
2.1.1 Timeline of Engagement
The CRU sought early engagement with Irish Water in advance of commencing the review of the
2016 Framework. This early engagement was designed to facilitate full and open discussions at
an early stage with Irish Water to support meaningful engagement and full consideration of its input
in advance of consultation.
In June 2018, the CRU issued its request to Irish Water for a submission setting out its proposed
operational and capital expenditure and associated plans for the third revenue control period
(RC3). This included a request that Irish Water set out its expected performance under the metrics
in the Framework for the RC3 period. As Irish Water’s second interim revenue control was
subsequently extended to include 2019, the CRU issued a note to Irish Water in June 2019 setting
out its then ‘current thinking’ regarding the review of the Framework.
Irish Water committed to submitting its views on the metrics in the Framework and associated
targets in the first half of 2020, post the commencement of the RC3 period in January 2020. The
CRU delayed its work to consult on the 2016 Framework to accommodate this input which it wished
to set out and consider in its consultation paper. The CRU considered that doing so would allow
for a more meaningful and efficient consultation process and allow all stakeholders, including the
CRU, to consider Irish Water’s views at the outset in an open manner.
In June 2020, Irish Water submitted its views on a subset of metrics – Customer Service,
Unplanned Interruptions to Supply, and Energy & Emissions – and on targets for some of those
metrics. Whilst the CRU considered and incorporated relevant aspects of this submission in its
consultation paper, its limited nature is noted. In addition, in many cases where Irish Water did
propose targets, it did so for 2020 alone with no views expressed on targets for the years 2021 to
2024.
In December 2019, the CRU published its decision on the monies that Irish Water is allowed to
spend and recover for the RC3 period based and the associated operational and capital (network
and non-network) commitments and plans6. In doing so, given a late re-submission by Irish Water
of a revised, proposed capital investment plan with insufficient detail regarding the drivers for those
changes, the CRU could not satisfactorily assess this revised submission. The CRU allowed Irish
Water an opportunity to submit further information post the commencement of the RC3 period
(January 2020) to facilitate appropriate review of the revised, proposed investment plan. This

6
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resulted in a further decision in August of 20207. This necessitated a delay in finalising the CRU’s
consultation paper on the review of the 2016 Framework as the final, approved capital Investment
Plan informs target setting by the CRU.
The CRU published its consultation paper regarding its review of the Framework in October 2020,
with the consultation period closing on 17th November 2020. Irish Water provided a response to
the CRU’s consultation on 20th November 2020 after raising earlier that month that it may be
delayed in making its submission. Irish Water’s consultation response was accepted and reviewed
by the CRU.
Further to its submission, Irish Water requested meetings with the CRU to discuss aspects of its
submission. The CRU agreed to these meetings advising that it planned to finalise its decision in
February 2021 for publication by end of March and, therefore, such meetings should take place by
end 2020 to the extent possible. To accommodate Irish Water, the CRU agreed to meetings into
January 2021.
In February 2021, Irish Water requested to make a further final submission to the CRU in advance
of its decision. This further submission (deemed by Irish Water as its ‘addendum to response to
consultation’) was submitted on 12th April 2021. Irish Water then presented to the CRU on this
submission later that month. Irish Water proposed targets for a number of metrics for the first time
in this April 2021 submission. These submissions to the CRU’s consultation (response to
consultation, addendum to response to consultation and associated slide deck) are published
alongside this decision paper.
On 13th August 2021, Irish Water submitted a final note to the CRU regarding its concerns with
CRU’s proposals under the Performance Assessment Framework for 2020 to 2024. The
Commission has considered this note and has made the following decision set out in the remainder
of this paper.

2.1.2 Irish Water Response: General Themes
The CRU received responses to its consultation on the review of the Framework from 4
organisations listed in section 1.1, Comments Received, above. The CRU also received one

Update to Irish Water’s Revenue Control 3 (RC3.5) – Irish Water’s Updated Capital Investment Plan,
Decision Paper, CRU/20/0085, August 4th, 2020
7
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confidential response. The responses are discussed in section 3 of this paper under each relevant
metric.
In the case of Irish Water, a number of general themes run through its responses to the review
which are relevant to many, if not all, of the metrics and associated targets. It is considered useful
to set these out at the outset along with the CRU’s position in each case.

No Targets for 2020: Irish Water considers it inappropriate to set performance targets for 2020
as the year has concluded. The CRU’s RC3 decision informed target-setting for the metrics in the
Framework for the RC3 period which runs from 2020-2024 (inclusive). As this decision was
delayed due to a resubmission from Irish Water of its proposed capital investment plan, the CRU
could not consult on the review of the Framework until the RC3 decision had been made.
The CRU considers that Irish Water continues to spend money on day-to-day operations and
capital investments throughout the 2020-2024 period as allowed under the RC3 decision for the
delivery committed to in that context. In addition, relevant legal and regulatory requirements on
Irish Water which are leveraged in setting targets in this decision paper persist during the full period
2020-2024 in the absence of targets under the Framework. For example, Irish Water is required to
comply with EU legislation regarding drinking water and wastewater and it must comply with the
requirements set out in the CRU’s Domestic and Non-Domestic Customer Handbooks regarding
standards of customer service. In addition, targets are set for the full period 2020-2024 thus, should
Irish Water fall short of a given target in 2020, it should still strive to meet targets in the remaining
years of RC3. Given the above, the CRU considers it appropriate to set targets for Irish Water’s
performance for the full period 2020-2024.

COVID-19: Irish Water repeatedly raised the impact of COVID-19 on targets in its pre-consultation
submission to the CRU in June 2020 and throughout the consultation phase. Irish Water maintains
that the COVID-19 emergency has had a severe impact on Irish Water’s revenues, operational
activities and capital programmes and thus targets to 2024 should consider this. However, in
updates to the CRU on its business emergency planning, Irish Water is stating that COVID-19 is
no longer an issue in its day-to-day operations. The CRU understands from these updates that,
whilst the Government’s initial guidelines issued in response to COVID-19 pandemic from March
2020 to mid-May 2020 required the suspension of work on construction sites, re-commencement
work has since continued under subsequent lockdowns as it is hence considered ‘essential’ under
Government guidance.
In the consultation paper, the CRU set out that the impacts of COVID-19 on working practices and
Irish Water’s operations were not taken account of in target-setting. The CRU considers that
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working with COVID-19 has been ‘business as usual’ for some time as reflected in the reports to
CRU. As targets incentivise delivery over the RC3 period (2020 to 2024), Irish Water should strive
to make up for any shortfalls relative to target in earlier years during the remaining period to end
2024. Should Irish Water ultimately fall shy of any of the 2020 targets, the CRU will carefully
consider the reasons and evidence provided for this, and monies spent as allowed under the
CRU’s RC3 decisions, when assessing Irish Water’s performance.

Transition to a New Contact Centre: In March 2020, Irish Water relayed its planned transition to
a new contact centre in early 2021 to the CRU and highlighted its view of the potential impacts this
transition may have on Irish Water’s performance under the customer service category of metrics
in the Framework. In its submissions to the CRU, Irish Water raised the fact that significant training
and resource demands would be required during the transition period, which will have an impact
on Irish Water reflecting any new metrics or carrying out enhancements to systems and processes
to facilitate new metrics under the Framework during the transition phase.
The CRU considers that the transition to a new contact centre was a planned event on Irish Water’s
behalf and hence Irish Water is best placed to manage this transition to minimise risks to customer
service or standards of same. The new contact centre is contracted by Irish Water, with Irish Water
tendering and designing the contract to reflect the required level of service from the service
provider. In addition, Irish Water’s submission states that 350 staff from the previous contact centre
have moved over to the new contact centre, which should mitigate the impact of the transition on
the service provided to Irish Water’s customers. The CRU is not persuaded by the arguments
presented and, therefore, does not consider this issue as raised to be a reason to consider when
setting targets under the customer service category in the Framework for the period 2020-2024.

Non-Domestic Tariff Framework Implementation: The implementation of the Non-Domestic
Tariff Framework8 will harmonise water and wastewater services tariffs for Irish Water’s nondomestic customers. The CRU’s decision regarding the new Non-Domestic Tariff Framework of
July 2019 set out the new basis for non-domestic charges for public water and wastewater
services. This includes information regarding customer classes for charging and charges arising
which allows customers to see the upcoming impact on their bills. The implementation of the NonDomestic Tariff Framework was first planned for 1st May 2020. However, due to the impacts of
COVID-19, the CRU has decided to defer implementation to 1st October 2021. Both the CRU and
Irish Water expect that there will be an increase in the number of billing contacts, and by extension

8

CRU/19/074 Irish Water’s Non-Domestic Tariff Framework Decision Paper
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a potential increase in complex billing contacts, when it is implemented. Irish Water has submitted
that this increase could impact on its customer service performance and should be considered
when setting targets for the period 2020-2024.
The CRU considers that Irish Water should always aim for a consistent, quality standard of
customer service, including and especially during periods of increased contacts. The CRU
considers that as this is a planned event which Irish Water has had extended time to prepare for,
Irish Water is well placed to proactively engage with customers and to ensure that its internal
systems and processes are appropriate to reduce the potential for any impacts on its performance
here.

Not Comparable to Other Utilities: In its consultation paper the CRU included examples of
performance of other CRU regulated entities and of water services companies in the UK to provide
context in relation to proposed targets for the RC3 period. In response, Irish Water claims that it
cannot be compared to comparators included in the CRU’s consultation paper. In the case of ESB
Networks (ESBN) and Gas Networks Ireland (GNI), Irish Water contends that it is both a supplier
and network company, thus comparison to network-only companies is not appropriate. In the case
of UK water companies, Irish Water contends that it is not a Single Public Utility (SPU) yet and
therefore cannot be compared to those companies, and that these comparisons do not take into
account the legacy issues faced by Irish Water.
Benchmarking is a common regulatory practice used by the CRU and by other regulators when
setting performance standards. It is appropriate to consider how other regulated utilities perform
in relation to similar metrics to provide context and identify best practice. Regarding the question
of comparing Irish Water to network only companies, the CRU notes that Irish Water is funded as
a vertically integrated utility and performance targets are determined in that context. It is, therefore,
possible to compare Irish Water’s performance to that of network-only utilities for defined metrics
that are relevant to both company structures.
The CRU has considered the targets set for, and associated performance of, other regulated utility
companies when determining targets under the Framework as part of its review. However, in doing
so, the CRU also considered other factors relevant to the metric in question. This includes, for
example, what Irish Water is committed to delivering for the monies the CRU is allowing it to spend
during the RC3 period, the standards of performance that Irish Water is required to meet in relation
to customer service under the CRU’s Customer Handbooks, and Irish Water’s performance to date
where available.
On the question of legacy issues, the CRU notes that Irish Water is now in existence since 2013
and that allowed expenditure for the RC3 period builds on that allowed in the period to end 2019.
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In setting targets for the metrics in the Framework, the CRU has considered Irish Water’s
performance to date in the context of that expenditure, including expenditure allowed to maintain
and upgrade Irish Water’s asset base and to capture and interpolate data regarding asset
performance to inform decision making regarding where to target investment to best protect
services to customers in an efficient manner.

Single Public Utility: In its response to consultation, Irish Water stated that it is constrained in
terms of improving its performance under a number of metrics until such time as it transitions to a
Single Public Utility (SPU). Irish Water stated that, for these metrics, it cannot commit to targets
without centralised control over staff. In discussions, Irish Water explained that the Service Level
Agreements (SLAs) are impacting on the rollout of nationwide data systems and training of staff.
Thus, improvements in performance here is constrained.
Since 2013, Irish Water is the utility with responsibility for the delivery of public water and
wastewater services. In the transition period to the full delivery of the SPU model, Irish Water is
delivering these services in partnership with local authorities. Here, each local authority is
contracted by Irish Water under an SLA to deliver defined public water and wastewater services.
In 2014, Irish Water and the Water Services Transition Office agreed a 2014-2017 Transformation
Plan which contains initiatives and measures to standardise and improve operations, asset
management, customer service, procurement practices and asset data intelligence.9 Each SLA is
supported by an Annual Service Plan. The transformation process is continuing under the Water
Industry Operating Framework (WIOF) programme, with the CRU allowing Irish Water to spend
money on this process. In doing so, the CRU has imposed efficiency challenges on the utility to
incentivise increased value for Irish Water’s customers arising from the investment in
transformation to an SPU. The CRU has considered the timelines for the completion of the
transformation when imposing these efficiency challenges. Whilst that process is still on-going,
Irish Water continues to be the party with responsibility for the provision of water and wastewater
services to its customers and to expend monies allowed by the CRU under each revenue control
decision, the most recent of which is the RC3 decision.
Given the above, the CRU is of the view that the absence of full transformation to the SPU is not
material in the setting of performance targets for Irish Water. In addition, Irish Water has not
provided the CRU with its assessment of the impact of the completion of the transformation to a
SPU on its view of Framework target levels or its ability to achieve same.

9

Shaping the Future of Water Services, Plans to Transform the Water Industry, Ms. A Costello, Irish Water,
Water Services Training Group Conference 2014
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3. Performance Assessment Framework
3.1 Overview
The 2016 Framework set out five categories across which Irish Water has been required to report
on to the CRU to date:

•

customer service,

•

security of water supply,

•

water supply – quality of service,

•

sewerage service, and

•

environmental performance .

In its consultation paper regarding the review of the Framework10, the CRU proposed including a
sixth category:

•

energy and emissions

Each of these categories includes a number of metrics. The consultation paper set out the CRU’s
review of the Framework and associated proposals. Here, each of the metrics was discussed in
turn, definitions clarified and proposed target levels of performance for the current revenue control
period 2020-2024 set out. In addition, a number of new metrics were proposed to ensure that the
Framework continues to be appropriately comprehensive to allow for assessment of Irish Water’s
overall performance for customers. This decision paper follows the same structure.
In addition to asking respondents for their views on each of the individual metrics set out in the
consultation paper, the CRU asked respondents for any other potential metrics they considered
would be useful to monitor as part of the Framework. These suggestions are discussed under the
relevant categories or metrics in the remainder of this section.
Outside of the categories set out by the CRU in its consultation paper, An Fóram Uisce suggested
the inclusion of a ‘value for money’ metric. An Fóram Uisce expressed the view that this would
allow for greater transparency regarding Irish Water’s capital investment programmes and
operational costs. Such a metric would provide potential opportunities to educate the consumer on
the costs of providing water and wastewater services in a real and tangible way and it would allay

10

Irish Water Performance Assessment Framework 2020-2024: Metric Review and Target Setting,
Consultation Paper, CRU/20/119, June 10th, 2020
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fears and accusations of inefficiencies in service delivery. Providing transparency here would
reassure the public that Irish Water is maturing and rising to the challenges that are required of it.
In considering An Fóram Uisce’s suggestion, the CRU notes the existing revenue control process.
This is the process by which the CRU determines ‘value for money’. During a revenue control
process, the CRU considers Irish Water’s operational and capital investment plans for a defined
period (typically 5 years) and associated proposed expenditure and makes decisions regarding
what it deems to be an efficient level of spend. In doing so, the CRU sets efficiency challenges
regarding Irish Water’s operational and capital expenditure, essentially requiring Irish Water to do
more with less where this is considered appropriate. The expenditure allowed by the CRU for
delivery of Irish Water’s operational and capital Investment Plans, including defined outcomes and
outputs within the period and progression of plans and projects that will deliver for customers in
future revenue control periods.
The CRU monitors and reports on Irish Water’s performance during each revenue control period.
This includes reporting under the Framework and reporting on Irish Water’s delivery of the
approved Investment Plan. The CRU also monitors, audits and reports on Irish Water’s compliance
with the customer service requirements set out in the CRU’s Customer Handbooks. Monitoring
and reporting on Irish Water’s delivery and performance during each revenue control period
provides transparency regarding its delivery for customers for the monies it is allowed to spend
and reflect in charges for its services. Towards the end of each revenue control period, the CRU
reviews the efficiency of Irish Water’s delivery over the revenue control period, leveraging the
evidence collected in the course of its monitoring work. Here, the CRU can decide to disallow
expenditure where it is considered inefficient.
The above process is the means by which the CRU assesses ‘value for money’. The Performance
Assessment Framework is part of that process. On that basis, the CRU is not introducing a
separate, additional metric as part of the Framework to measure this.
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3.2 Customer Service
The metrics in this category are designed to capture Irish Water’s performance in providing
customer service. Monitoring and reporting on Irish Water’s performance under metrics in this
category allows the CRU and other stakeholders to understand how Irish Water is performing
across key areas of customer service, for example, communication with customers and addressing
customer complaints. In addition, this category includes a metric to measure customer satisfaction
with Irish Water’s customer service. The information regarding Irish Water’s performance is also
of value to the utility itself as it will highlight areas where performance needs to improve and areas
where good performance needs to be maintained.
Each of the metrics in this category is discussed in turn in the remainder of this section.

3.2.1 Ease of Telephone Contact: Speed of Telephone Response
CRU Decision:
•

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

Background and Consultation
Two methods for measuring Speed of Telephone Response were included in the 2016 Framework.
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”. For that reason, customer calls in the queue should typically 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).
In its consultation paper, the CRU proposed to retain the metric as previously set out in the 2016
Framework.
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Consultation Responses
In response to the consultation, Irish Water agreed with the proposal to retain the metric as it
provides an important insight into the functioning of Irish Water’s contact centre.

CRU Decision
On consideration of consultation responses, the CRU has decided to retain this metric noting the
requirement in the Customer Handbooks and that it is a key measure of Irish Water’s customer
service provision. Its use in other regulatory monitoring means that Irish Water’s performance here
can be compared and benchmarked against other utilities.

3.2.1.1 Ease of Telephone Contact: Speed of Telephone Response (TSF1) Targets
CRU Decision:
•

Irish Water is to target at least 85% of calls answered by an agent within 20 seconds
of being in the queue for each of the years 2020-2024

Background and Consultation
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.
In its consultation paper, the CRU proposed that Irish Water should achieve 90% under this metric
by 2024 and proposed linear annual targets towards this target in the interim. The CRU based this
figure on the performance of other regulated entities, including a CRU target of 88% for ESBN
during 2018-2020, and Irish Water’s performance in the year 2016 where it achieved 90% under
this metric.

Consultation Responses
In response to the consultation, Irish Water disagreed with the target of 90%, stating that
achievement of this target would require an estimated increase of 10-15% on the operational costs
of the contact centre. This increase in costs would be a result of Irish Water requiring more agents
to be available to take calls. Irish Water also stated that there was no evidence to suggest that
customers are dissatisfied with current speed of telephone response, suggesting instead that
improvements in other customer service areas are more important to customers. Irish Water cited
a paper from the Customer Contact Management Association which stated that, traditionally,
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customer contact centres target 80% of calls answered within 20 seconds. In its addendum to its
response to the CRU’s consultation Irish Water suggested a target of 80% for this metric.

CRU Response and Decision
The CRU considers that Irish Water should be set a target that reflects an appropriate standard of
customer service given requirements in the Customer Handbooks, previous Irish Water
performance in this area, the targets and performance of other utilities for this metric, and customer
feedback regarding areas for improved customer service.
Having considered the responses to the consultation on this issue, the CRU is of the view that its
previous proposal of 90% merits reconsideration as it may not be an appropriate target at this time.
From further engagement with Irish Water, the CRU understands that Irish Water achieved this
level of performance in 2016 as it had staff standing by in the call centre to take increased call
volumes that were anticipated in the context of a number of planned initiatives. The CRU
understands the need to consider the additional benefits against the costs of having staff on
standby in this context along with the need to put resources into areas for improvement that have
been identified by customers.
Regarding the target to answer 80% of calls within 20 seconds quoted by Irish Water in its response
as the target set traditionally by customer contact centres, the CRU has reviewed the cited report
from the Customer Contact Management Association and notes that this figure is provided in the
report as one option for target setting, rather than a recommended target based on assessment of
industry best practice. The CRU notes that the same paper states that some contact centres have
increased their target to 90% of calls answered within 15 seconds.
Given Irish Water’s performance to date under this metric, including that of 82% in 2019, the CRU
considers that 85% is more appropriate target for this revenue control period. This will challenge
Irish Water to improve and maintain its performance throughout the period to 2024, bringing it
closer to targets set by the CRU for ESBN.
The CRU’s decision to set Irish Water a target of 85% for each of the years during RC3 means
that Irish Water should answer 85% of calls within 20 seconds in the queue (see Figure 1 below)
and maintain this level of performance throughout the RC3 period. The CRU will review Irish
Water’s performance against this target later in the RC3 period and in doing so will consider putting
in place higher targets for the next revenue control period (2025-2029).
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Figure 1: Speed of Telephone Response

3.2.2 Ease of Telephone Contact: Speed of Telephone Response (TSF2)
CRU Decision:
•

The CRU will discontinue monitoring this metric as and from Irish Water’s 2020
performance

Background and Consultation
The second metric under Speed of Telephone Response in the 2016 Framework – known as
Telephone Service Factor 2 (TSF2) – was introduced to monitor the service provided within the
Interactive Voice Recognition (IVR) system. The TSF2 metric has been calculated to date 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

Customers who contact Irish Water via telephone are directed through an 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. An IVR system 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.
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
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within 20 seconds if fewer calls go through to the queue from the IVR system. Calls that are picked
up by the IVR system 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, as noted in the 2016 decision regarding the Framework, 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. Therefore, the TSF2 metric may not accurately reflect Irish Water’s performance.
For example, where appropriate or necessary, Irish Water plays pre-recorded messages at the
beginning of calls, i.e., before customers reach the IVR system’s 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 system’s 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).
Given the potential for this metric to not accurately reflect Irish Water’s performance as set out
above, the CRU proposed to discontinue this metric in the consultation paper on the review of the
Framework.

Figure 2: Speed of Telephone Response - TSF1 and TSF2
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Consultation Responses
In response to the consultation, Irish Water agreed with the CRU’s proposal to discontinue the
TSF2 metric for the reasons outlined in the CRU’s consultation paper.

CRU Decision
The CRU has decided to discontinue this metric as it may not accurately represent the customer
service provided by Irish Water to those who make telephone contact with the utility. The CRU
considers that the first Speed of Telephone Response metric alone, as set out in section 2.2.1
above, is sufficient for monitoring Irish Water’s performance here as it directly relates to speed of
telephone response.

3.2.3 Ease of Telephone Contact: Call Abandonment Rate
CRU Decision:
•

The CRU will monitor the percentage of calls abandoned in the queue to speak to an
agent having been directed through the Interactive Voice Recognition system

Background and Consultation
This metric measures the percentage of calls that are abandoned while callers are waiting in the
queue to speak to an agent having been directed through the IVR system.11 This metric is designed
to incentivise Irish Water 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.
As similar metrics are monitored by other economic regulators, the CRU can 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 Ireland Water (NI Water) that are not abandoned, and
the Water Industry Commission Scotland (WICS) also incorporated call abandonment rates into
its Customer Experience Measure which it uses to monitor Scottish Water’s performance. Outside
of the water sector, the CRU also monitors the number of calls to GNI that have been abandoned

11

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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after 10 seconds and ESBN provides the CRU with the percentage of calls dropped in its Annual
Performance Reports12, i.e., where the customer has terminated a call without waiting for a
response.

Consultation Responses
In response to the consultation, Irish Water agreed with retaining this metric as, along with Speed
of Telephone Response, it provides an important insight into the functioning of Irish Water’s contact
centre.

CRU Decision
Having considered responses to the consultation on this issue, the CRU has decided to retain this
metric as it continues to be an appropriate measure of Irish Water’s customer service provision. In
addition, its use in other regulatory monitoring regimes means that Irish Water’s performance here
can be compared and benchmarked against that of other regulated utilities.

3.2.3.1 Ease of Telephone Contact: Call Abandonment Rate Targets
CRU Decision:
•

Irish Water is to target a call abandonment rate of 4% or less for each of the years
2020-2024

Background and Consultation
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%).
The CRU set a target of 4% under this metric for ESBN during the period 2018-202013 and has
continued to apply this target for the years 2021-202514. ESBN outperformed this target in 2017

12

ESBN Distribution Performance Reports are available to view on the CRU website here.
CRU/18/087 Reporting and Incentives under Price Review 4 Decision Paper Annex H: DSO Customer
Service Incentives
14
CRU/21/054 PR5 Regulatory Framework, Incentives and Reporting 8 Annex - DSO Customer Service
Incentives
13
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and 2018, achieving a call abandonment rate of 2.3% and 2.74% respectively.15 ESBN also
outperformed this target in 2019, with 2.57% of calls abandoned that year.16
In the consultation paper, the CRU proposed Irish Water target a call abandonment rate of 1% by
2024 and set interim linear annual targets for the intervening years. In proposing the above the
CRU considered the performance of other regulated entities under similar metrics and previous
Irish Water performance.

Consultation Responses
In response to the consultation, An Fóram Uisce agreed with the CRU’s proposed annual targets
under this metric. Irish Water, however, disagreed with the CRU’s proposal and suggested a target
of 5% stating that this is in line with the mean average performance level across a number of UK
customer contact centres in 2017.17 To support its position, Irish Water referred to an online article
by Persado, a company providing artificial platform solutions to companies in a number of sectors
including banking, insurance, retail, and telecommunications. This Persado article included the
views that contact centre target call abandonment rates will likely rise from a target 2-5% to over
10% during the COVID-19 pandemic.18

CRU Response
In deciding on the target to apply for this metric the CRU has reflected on the submissions received.
The CRU does not think it appropriate for Irish Water to aim for the average performance of a
number of UK customer contact centres in one year (2017). The CRU does not consider one party’s
view regarding the potential impact of the COVID-19 pandemic on contact centre target call
abandonment rates to be sufficiently persuasive to require the CRU to consider this as a factor
which would lead to a reduced target in the years 2020-2024 for Irish Water. The CRU has set out
its views regarding the wider arguments presented by Irish Water regarding the COVID-19
pandemic in its responses to the consultation on the Framework earlier in this paper (section 2.1.2
above). However, the CRU notes that Irish Water’s performance to date in relation to this metric
has been somewhat erratic (see Figure 3), illustrating that customers are not receiving a consistent
standard of service here.

15

ESB Networks 2018 Annual Performance Report
ESB Networks 2019 Annual Performance Report
17
UK Contact Centre Decision-Makers Guide 2017-2018 (15th Edition)
18
Call Centres Brace for COVID-19 Volume: How Language Can Help, Persado, 27th March 2020
16
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CRU Decision
In considering all of the above, the CRU has decided to set Irish Water a call abandonment rate
target of 4% annually during the period 2020 to 2024 (see Figure 3 below). This will afford Irish
Water time to show stable and consistent performance for customers under this metric at the same
level that the CRU has set for ESBN for call abandonment rate for the years 2021-2025. The CRU
will consider Irish Water’s performance under this metric against this target during the RC3 period,
and the targets and performance of other utilities, when setting targets for the next revenue control
period (RC4).

Figure 3: Call Abandonment Rate

3.2.4 Ease of Telephone Contact: First Call Resolution
CRU Decision:
•

The CRU will monitor the percentage of calls Irish Water that are dealt with within one
phone call

Background and Consultation
Under this metric the percentage of calls to Irish Water that are dealt with within one phone call as
monitored using the following formula:

Number of calls to Irish Water dealt with within one phone call
Total number of calls to Irish Water
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This metric, originally entitled First Contact Referral, was included in the 2016 Framework to
monitor customer service in this area, incentivise improvements for customers and operational
efficiencies within Irish Water. To date, Irish Water’s submissions under the Framework have
referred to this metric as First Call Resolution. The CRU agrees with this name change as it more
appropriately reflects what is monitored here. Similar metrics are used by the CRU to monitor
ESBN’s performance (known as First Contact/Call Referral) and by UREGNI in monitoring NI
Water’s performance (called First Point of Contact Resolution).
To date, Irish Water 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 plans to phase out the domestic
line as these calls account for 7% of total calls made to Irish Water and the majority of these are
transferred to other lines to be resolved. The CRU also understands that the phase-out of the
domestic line is aligned with how the Irish Water provides contact numbers on its website: billing19
phone line and operations phone line. The CRU accepts this change as domestic customers will
continue to be served by the remaining contact lines and Irish Water’s ability to resolve domestic
contacts on the first call will continue to be monitored under the remaining lines.

Consultation Responses
In response to the consultation, Irish Water welcomed the CRU’s proposal to accommodate the
name change and the CRU’s proposal to retain the metric.

CRU Decision
On consideration of consultation responses, the CRU has decided to retain this metric as it is a
key measure of Irish Water’s customer service provision. Its use by other economic regulators to
monitor performance of regulated utilities means that Irish Water’s performance here can be
compared and benchmarked against other utilities.

19

As domestic customers are no longer billed directly, the billing phone line deals with contacts from nondomestic customers only at present.
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3.2.4.1 Ease of Telephone Contact: First Call Resolution Targets
CRU Decision:
•

Irish Water is to target at least the following percentages of calls to be resolved on the
first call for each of the years 2020-2024 for the following phone lines:
o Billing line: 90%
o Operations line: 80%

Background and Consultation
Irish Water has reported under this metric since 2017. As stated above, Irish Water currently
provides information under this metric across separate telephone lines: domestic, non-domestic
and operations. Irish Water’s 2019 performance was 92% for the domestic line, 87% for the nondomestic line and 77% for the operations line (see Figure 4 below).
Other regulators, for example UREGNI in the case of NI Water, and the CRU in the case of ESBN,
set targets across all calls rather than by individual call line. In the consultation paper regarding the
review of the Framework, the CRU proposed setting one annual target of 90% across all calls dealt
with by Irish Water (see Figure 4 below). Whilst setting targets across all calls would be more
challenging for Irish Water to achieve as it requires a level of performance across all calls regardless
of the reason for the call, the CRU considered it would be more in line with the performances
achieved by other comparable utilities and the basis for measuring performance.

Figure 4: First Call Resolution – Consulted Targets
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Consultation Responses
An Fóram Uisce agreed with the proposed targets and considered 90% an appropriate target for
Irish Water. Irish Water, however, disagreed with the proposed targets and the proposal to set one
target across all lines. Irish Water contends that it is not appropriate to combine the non-domestic
and operations line and set a target similar to that for ESBN operations line as ESBN is solely a
network utility whereas Irish Water is both a network utility and a supplier. It also contends that NI
Water’s increased score from 66% to 90% within one year of reporting may not be sustainable.
Irish Water provided benchmarking data in its response, highlighting that the average score across
contact centres in a variety of sectors in the UK under this metric was 72% in 2019 and 74% the
year before.
Irish Water also highlighted that the trends in industry benchmarks indicate that customers are only
calling where they have complex queries which they cannot resolve through self-serve channels,
for example via a relevant website. Here, Irish Water referenced a Talkdesk blog post20 which
states that customer calls that are more complex are more likely to be escalated, transferred to a
more skilled agent and more likely to be returned, thereby decreasing First Call Resolution
performance.

CRU Response
The CRU has set out its views regarding the wider arguments presented by Irish Water in its
responses to the consultation on the Framework, including that of Irish Water’s view that it is not
comparable to other utilities, earlier in this paper (section 2.1.2 above).
In response to Irish Water’s reference to the Talkdesk blog post, the CRU has not seen evidence
from Irish Water of any trend in the percentage of calls to Irish Water being classified as ‘complex’
versus ‘simple’. The CRU has also not been provided with evidence of this impacting on Irish
Water’s performance to date (see Figure 5, below).
However, further to the consultation process, the CRU appreciates that it is worth monitoring the
scores of the billing and operations lines separately at this time. As Irish Water is phasing out its
dedicated domestic line, the CRU considers it appropriate to continue monitoring the billing and
operations phone lines for a period to allow for visibility of any impact on performance for each line
as what were previously ‘domestic’ calls will now be served on these lines.

20

Talkdesk 16 Factors Influencing First Call Resolution. Talkdesk is a company that provides IT solutions
for contact centres.
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CRU Decision
The CRU has decided to set a target of 90% annually for calls to the billing line (previously referred
to as the ‘non-domestic’ line) and 80% annually for those to the operations line to be resolved on
the first call (see Figure 5 below). The CRU expects Irish Water to improve its performance on both
lines and maintain this improvement to the end of the period. It is anticipated that the move to take
domestic queries should help Irish Water improve its scores on the billing and operations lines
considering the high percentage of domestic queries that are observed as resolved on the first call.
The CRU requires that Irish Water provides the total number of calls received under both lines
separately in its annual submissions to the CRU under the Framework to provide more context to
these scores. The CRU will use this to consider if a single target, i.e., one target across all calls, is
appropriate for the RC4 period.

Figure 5: First Call Resolution – Decided Targets21

21

As the calls previously catered to via the domestic line will be transferred to the other lines, billing and
operations performance is not directly comparable to previous years.
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3.2.5 Billing of Metered Customers
CRU Decision:
•

The CRU will monitor:
o the number of bills based on a meter read as a percentage of bills issued to
metered accounts
o the percentage of metered accounts billed during the year that received at least
one bill based on a meter read

Background and Consultation
This metric, as set out in the 2016 Framework, measures the number of bills issued by Irish Water
based on a meter reading as a percentage of bills issued to metered accounts. Due to the
suspension of 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 in a timely manner. In the consultation paper
regarding the review of the Framework, the CRU proposed maintaining this metric.
However, the CRU also noted in the consultation paper that the original metric did 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”. On this basis, the CRU proposed that a separate metric could
be introduced to monitor the percentage of metered accounts billed during the year that received
at least one bill based on a meter read. The CRU set out in its consultation paper that this new
metric could either replace the existing metric above or be introduced as an additional metric.

Consultation Responses
In response to the consultation, An Fóram Uisce suggested both options should be tracked under
this metric. It also stated that bills should include information regarding water conservation.
Dublin City Council suggested that both the metric in the 2016 Framework and the CRU’s
proposed, additional metric should be tracked and questioned why there was no reference in the
CRU’s consultation paper to the billing of unmetered non-domestic customers. Dublin City Council
also suggested potential new metrics relating to billing of customers which would monitor the
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percentage of functional meters, matched/operational meters, businesses billed, and businesses
metered and billed. Dublin City Council proposed targets of 100% under these metrics by 2024.
Irish Water suggested that only the original metric should be monitored here, citing that the use of
the word "endeavour” in the Handbook requirement is not a firm commitment for Irish Water to
ensure all metered accounts receive at least one bill based on a meter read in a year, nor is it
feasible, or possible, to do so.

CRU Response
In response to the suggestion that information on water conservation should be included on bills,
the CRU recognises the importance of conservation and, indeed, is required to have regard to the
need to conserve water resources when carrying out its functions under governing legislation.22 As
requirements regarding information that must be included on bills to customers are set out in the
Domestic and Non-Domestic Customer Handbooks23, this suggestion will be considered by the
CRU in that context outside of the review of the Framework.
Regarding the potential metrics put forward by Dublin City Council, the CRU did not refer to the
billing of unmetered non-domestic customers in its consultation paper as this metric is designed to
ensure that data is leveraged and maximised where meters are in place to ensure that bills issued
are accurate. The CRU is aware that there is a small portion of non-domestic customers that are
unmetered at present and that Irish Water should be incentivised to address any metering issues
and associated billing matters as outlined in Dublin City Council’s response. The CRU has allowed
expenditure in the Investment Plan approved under the RC3 decision to support the installation of
meters. The CRU monitors the number of non-domestic meters installed, including to replace
existing meters, as part of its work to monitor Irish Water’s capital Investment Plan delivery. The
CRU will consider the efficiency of Irish Water’s capital expenditure during RC3 towards the end
of the period as part of the ‘lookback’ process and can disallow expenditure where it is considered
inefficient. Therefore, the CRU will not be including a metric regarding these matters in the
Framework at this time as they are addressed elsewhere in the overall economic regulatory
framework for Irish Water.
In relation to the proposed new metric, given its presence in the Non-Domestic Customer
Handbook, the CRU considers that Irish Water should strive to ensure at least one bill in any 12month period is based on a meter read. This is consistent with the CRU’s decision regarding the

22
23

Section 39, Water Services (No. 2) Act 2013
The CRU’s Domestic and Non-Domestic Customer Handbooks are available on the CRU website.
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2020 review of the Non-Domestic Customer Handbook where the CRU clarified that Irish Water is
expected to make an attempt to obtain one meter read by a representative of Irish Water at the
customer’s premises once every 12 months.24

CRU Decision
On consideration of these responses, the CRU has decided that it will monitor both metrics as set
out in the consultation paper, i.e., monitor both the percentage of bills issued to metered accounts
during the year that are based on a meter read and the percentage of customers who receive at
least one bill based on a meter read in a year 25. This decision aims to provide a more
comprehensive view of Irish Water’s performance in billing metered customers.

3.2.5.1 Billing of Metered Customers Targets
CRU Decision:
•

Irish Water is to target the following for each of the years 2020-24:
o 70% of bills issued to metered accounts during the year to be based on a meter
read
o 100% of metered accounts billed during the year to receive at least one bill
based on a meter read

Background and Consultation
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. In 2019, Irish Water reported a score of 70%. This is
broadly in line with the number of times the CRU expects GNI and ESBN to read customer meters
(four out of six billing periods per year; 66%).26
The CRU consulted on the following targets for the two metrics under Billing of Metered Customers:

24

CRU/20/117b Commission for Regulation of Utilities Irish Water Non-Domestic Customer Handbook
October 2020
25
26

Here, meter read refers to a meter read by Irish Water.
CRU Customer Information: Your Meter
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Figure 6a: Bills Issued to Metered Accounts Based on a Meter Read

Figure 6b: Metered Accounts Receiving At Least One Bill Based on a Meter Read
Targets proposed for the first metric (the percentage of bills issued to metered accounts based on
a meter read) were based on Irish Water’s previous performance and the expectation of other
utilities, while those for the second metric (metered accounts receiving at least one bill based on a
meter read in a year) were aligned with the relevant requirement in the Non-Domestic Customer
Handbook.
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Consultation Responses
In response to the consultation, An Fóram Uisce agreed with the consulted targets for both metrics
for this revenue control period. It highlighted the importance of all customers receiving a bill based
on a meter reading at least once per a year at a minimum, but that the aim should be that all bills
are based on meter readings. This would ensure that customers are provided a statement of their
water usage often for conservation reasons, as well as to identify leaks and protect against bill
shock. An Fóram Uisce also considers that accurate readings will assist Irish Water in developing
a database with daily and seasonal demand needs alongside regional supply requirements.
Dublin City Council suggested that targets under the original metric should rise to about 90% by
2024 and agreed with the 100% targets under the new metric.
In its addendum to its response to the consultation, Irish Water agreed with the 70% target under
the original metric, but suggested it be delayed to 2022. It highlighted that COVID-19 will have an
impact on meter reads and that transition to an SPU is required to enable Irish Water to have full
control of performance as it is reliant on Local Authority (LA) partners to carry out meter reads for
its non-domestic customer base.
In its response Irish Water stated that it cannot commit to the 100% target at present for the new
metric due to the reliance on LA partners to carry out meter reads. It contends that as some of Irish
Water’s LA partners only carry out meter reading activities once a year, it is unrealistic to expect a
100% success rate for these areas, especially when access rates are considered (e.g., the
customer is not present when the meter read is being carried out and therefore cannot grant access
to the meter).

CRU Response
The CRU does not consider it appropriate to raise targets under the first metric to 90% at this time.
Raising the target to the level suggested would require a significant increase in Irish Water’s
performance over that reported to date. In addition, setting the target at the suggested level would
not be in line with expectations the CRU has of other utilities it regulates. However, the CRU will
consider increasing this target for the RC4 period given CRU thinking regarding the targets for
other utilities that it regulates and Irish Water’s performance during the RC3 period.
The CRU has set out its views regarding the arguments presented by Irish Water in relation to
COVID-19 earlier in this paper (see section 2.1.2). In that context, the CRU sees no reason to
delay setting targets until 2022 for the first metric here, noting also that Irish Water is already
reporting on its performance here. The CRU considers that legacy LA practices are not a sufficient
reason to set lower targets under the second metric. As it is a requirement in the Non-Domestic
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Handbook since 2015, this is the level of service Irish Water should be targeting. It has been, and
continues to be, a matter for Irish Water to reflect these requirements in its Annual Service Plans
with each LA partner. Irish Water should target providing all metered customers with at least one
bill based on a meter read in a year as this is beneficial to both Irish Water and the customer.

CRU Decision
Further to consideration of these responses, the CRU has decided to set Irish Water the targets
as outlined in the consultation paper, i.e., Irish Water should target issuing 70% of bills based on
meter reads each year and target 100% of metered accounts receiving at least one bill based on
a meter read in a year.

3.2.6 Response to Billing Contacts
CRU Decision:
•

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

Background and Consultation
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. 27
Monitoring and reporting on this metric supports increased customer satisfaction by incentivising
quicker response times when customers contact Irish Water with regard to billing matters. UREGNI
also monitors NI Water’s performance under a similar metric.
The CRU’s decision regarding the Irish Water Non-Domestic Tariff Framework28 (NDTF)
harmonises charging arrangements nationwide for non-domestic water and wastewater services.
This change from LA tariffs means that non-domestic customers will be classified into new bands
based on their annual water consumption. It is important that the CRU continues to monitor Irish

27

Billing contacts do not include complaints regarding bills. Billing complaints are captured as part of the
Response to Complaints metric below.
28
CRU/19/074 Irish Water’s Non-Domestic Tariff Framework Decision Paper

34

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

Water’s response to billing contacts as queries regarding bills are likely to be placed as the new
tariff framework comes into effect later this year29.
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.
The CRU proposed in its consultation paper to extend this metric to include Irish Water’s response
to domestic customers who enquire regarding bills relating to Excess Use Charges30.

Consultation Responses
In response to the consultation, An Fóram Uisce agreed that customers with a bill query should be
dealt with within 5 working days. It also considered it reasonable for Irish Water to provide a timely
response to domestic customers with queries around Excess Use Charges.
Irish Water also agreed that the metric should be retained as it allows the CRU to sufficiently
monitor billing contacts, including customer billing queries issued to Irish Water. However, it
disagreed with the proposal to monitor its responses to contacts from domestic customers in
relation to bills for excess use charges under this metric, stating that it is not an appropriate
measure of Household Water Conservation (Excess Use Charge) policy performance. Irish Water
considers that this policy performance is better monitored and measured using the KPIs already
agreed with the CRU as part of this policy decision, and not through the Performance Assessment
Framework.

CRU Response
The CRU is of the view that domestic customers who receive an excess use charge in the future
are entitled to a similar level of service from Irish Water in relation to the timeline for responding to
contacts regarding their bills as non-domestic customers are. The CRU considers that the proposal
to include these domestic queries under this metric is distinct from the matters that the CRU will
continue to monitor under its Household Water Conservation (Excess Use Charge) decision. For
example, the KPIs included by the CRU in its Household Water Conservation (Excess Use Charge)
decision are designed to assess whether the excess usage charge is successful in delivering water
conservation outcomes, which serves a differing purpose to the metric included in the Framework
here.

Non-Domestic Water Charges will now be introduced on 1st October 2021. For further information please
see the CRU’s announcement on this matter which is available here.
30
CRU/19/086 Irish Water’s Household Water Conservation Proposal (Excess Use Charges) CRU Decision
and Response to Comments Paper
29
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CRU Decision
Further to consideration of consultation responses, the CRU has decided to continue to monitor
the percentage of billing contacts answered and closed out within 5 working days. This metric will
include billing contacts from non-domestic customers and will extend to include those from
domestic customers who query bills in relation to Excess Use Charges once they take effect.

3.2.6.1 Response to Billing Contacts Targets
CRU Decision:
•

Irish Water is to target at least 95% of billing contacts answered and closed out within
5 working days for each of the years 2020-2024

Background and Consultation
Irish Water responded to 94.99% of its billing contacts within 5 working days in 2019, and 96.15%
in 2018. For comparison, UREGNI set NI Water’s 2018-19 target at 99.9% and NI Water achieved
a score of 99.99%.31 In its consultation paper, the CRU proposed that a target at a level comparable
to that of NI Water by 2024 i.e., 99.9%, and proposed linear targets to this for each year 20202024 (see Figure 7 below).

Figure 7: Response to Billing Contacts – Proposed Targets

NI Water Annual Information Return for Public Domain 2019 – Table 1.1 2018/19 Targets and Outputs:
Customer Service and Water
31
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Consultation Responses
In response to the consultation, An Fóram Uisce agreed with the gradual increase in the target of
1% improvement annually as billing queries are likely to increase significantly when the NDTF is
implemented. It also noted that the CRU proposed target for 2024 would ultimately bring Irish
Water in line with other comparator utilities.
Irish Water, however, outlined a number of concerns relating to this target of 99.9%. Firstly, Irish
Water stated that the implementation of the NDTF will lead to an increase in billing contacts from
when customers receive their first information letters. Irish Water stated that it expects this increase
to continue as customers receive bills for the first time under the new regime. Secondly, the water
company included by the CRU in its consultation paper for comparison (NI Water) operates under
a different definition for this metric, thus is not readily comparable to Irish Water. In the case of NI
Water, substantive or holding responses can be issued to customers and count as meeting the
target. Irish Water, however, must close out the query within 5 working days. Thirdly, Irish Water
raised that performance under this metric relies upon the LAs as the LAs carry out meter reads,
which may be required to close out a query. Finally, Irish Water receives billing queries related to,
for example, meter mix-ups, location of meters, and leakage. In some instances, these may require
site visits and not just Irish Water back-office work to close out the query.
In its addendum to its response to the consultation, Irish Water proposed a target of 90% in 2021,
increasing to 95% by end 2024.
CRU Response
As stated in section 2.1.2 of this paper, the CRU does not consider implementation of the NDTF and
the associated expectation of increased billing contacts as a reason to set lower targets or to
postpone setting targets that maintain/increase performance under the relevant metrics. As Irish
Water is aware of the implementation and has had time to prepare for queries that are likely to arise,
it should be able to adequately handle its response to billing contacts. In addition, Irish Water has
had extended time to prepare for both the introduction of the NDTF and the Excess Use Charges
and to communicate with customers to mitigate an influx of queries post issue of first bills.
The CRU also does not consider it appropriate to target a decrease in performance of such
magnitude as suggested by Irish Water in its addendum to its response to the consultation. At a
minimum, the CRU considers that Irish Water should strive to maintain its performance under this
metric to the end of the revenue control period.
However, the CRU acknowledges that there is validity in the argument that not all billing contacts
can necessarily be closed out within 5 working days as some will require a site visit, either to
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establish leaks or the location of meters, or to carry out meter reads to ensure the customer
receives the most appropriate response to their query. The CRU also accepts that the performance
of NI Water is not directly comparable here given that the metric used is defined to allow for a
holding response to issue in the relevant timeframe.

CRU Decision
Given the above, the CRU has decided to set an annual target of 95% for Irish Water under this
metric (see Figure 8 below). This approach also provides Irish Water the opportunity to meet and
maintain a consistent level of performance under this metric for a period. The CRU will consider
Irish Water’s ability to maintain this target over the RC3 period when setting targets for RC4.

Figure 8: Response to Billing Contacts – Decided Targets

3.2.7 Response to Complaints
CRU Decision:
•

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

Background and Consultation
The CRU currently monitors the percentage of complaints responded to by Irish Water as follows:
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a) complaints that are responded to within five working days, with either a resolution or an
outline plan of the proposed resolution, and
b) complaints to which a decision is issued within two months.
The Irish Water Domestic and Non-Domestic Customer Handbooks currently 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’ here means that, for a contact to be classified as a complaint under
the Handbooks, the customer must state they are seeking some action to address their concern,
even if they are not able to identify and state what action is required.
The Irish Water Domestic and Non-Domestic Customer Handbooks also include requirements for
the timeframe 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. As the current metric aligns with the
requirements under the Handbooks, the CRU consulted on retaining this metric as outlined in the
2016 decision regarding the Framework.

Consultation Responses
In response to the consultation, An Fóram Uisce supported a Response to Complaints metric that
reflects the requirements set out in the Domestic and Non-Domestic Customer Handbooks. Irish
Water also agreed with retaining the complaint metrics as originally set out in the 2016 decision
regarding the Framework.
In its response to the consultation, the EPA raised concerns that there is a risk that the number of
complaints is currently underestimated due to the definition in the Handbooks as it requires a
customer’s explicit statement that they expect a response or resolution.

CRU Response
The CRU considers that the EPA’s response merits further consideration to ensure that the
definition of complaints captures all relevant customer contacts. The CRU notes that the definition
of a complaint is the same in the Customer Handbooks for Irish Water and those for electricity and
gas suppliers. This supports consistency of approach across the sectors that are regulated by the
CRU and allows for comparison between the performance of utilities in energy and water in that
context. Should the CRU decide to amend the definition, for example, to remove the requirement
for an explicit statement that a response or resolution is expected as raised by the EPA, this would
have to be reflected in all Customer Handbooks.
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CRU Decision
On consideration of consultation responses, the CRU has decided to continue monitoring Irish
Water’s response to complaints within 5 working days, with either a resolution or an outline plan of
the proposed resolution, and to which a final decision is issued within 2 months, as set out
previously.

3.2.7.1 Response to Complaints Targets
CRU Decision:
•

Irish Water is to target the following percentage of complaints to be responded to for
each of the years 2020-2024:
o 100% of complaints to be responded to within 5 working days, either with a
resolution or an outline plan of the proposed resolution
o 100% of complaints to be issued a final decision within 2 months

Background and Consultation
Irish Water first reported under this metric in 2018. In reporting, 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 9 below). This
same year Irish Water responded to 92.7% of domestic complaints and 96.75% of non-domestic
complaints with a decision within 2 months (see Figure 10 below).
In its consultation paper, the CRU proposed setting targets of 100% under both metrics and across
both domestic and non-domestic customers for RC3, given requirements in the Domestic and NonDomestic Customer Handbooks.

Consultation Responses
In response to the CRU’s consultation paper, An Fóram Uisce considered the targets to be
reasonable but noted that performance under the second metric requires ambition on Irish Water’s
behalf.
Irish Water raised concerns in its response regarding the 100% targets, stating that the Customer
Handbook requirements refer to ‘under normal conditions’, wording that was not specified in the
definitions in the Framework metrics. Irish Water stated that some complaints such as those
regarding the implementation of the NDTF or the Household Water Conservation charge (the
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Excess Use Charge), may need additional meter read cycles to close out. In its addendum to its
response to the consultation, Irish Water proposed targets under both metrics of 90% by 2021,
increasing to 95% by end 2024. Irish Water also stated in its response to the consultation that there
is a possibility that a target of 100% “might drive Irish Water actions which in the round, do not
deliver best customer service.”, i.e., that it might result in a perverse incentive. For example, in the
case where a customer does not have a voicemail set up, the voicemail is full or they are out of
the country, Irish Water stated that it could issue a letter on day 5 just to meet the metric target. A
letter may not be customer friendly or timely in this instance as a letter might take a few days to be
delivered.

CRU Response
The CRU acknowledges that the metrics are defined in the Customer Handbooks and, hence, the
reference to ‘under normal working conditions’ for the 5 days sub-metric is relevant. However, this
is a matter for consideration by exception and ex-post, rather than building in the assumption that
exceptional circumstances will occur when setting targets. It is a matter for Irish Water to make a
case to the CRU that any complaints were not responded to within 5 working days due to abnormal
working conditions. The final decision here, should this arise, lies with the CRU. As stated
previously, the CRU does not consider implementation of the NDTF or of the Excess Use Charge
and the associated potential for increased complex complaints to be an appropriate reason to set
lower targets under this metric.
The CRU also notes the percentage of complaints that remain outstanding after 2 months as
evidenced in Irish Water’s performance as reported to date under that metric and notes that
customers who may wish to escalate their complaints cannot escalate do so within Irish Water’s
complaints process, or to the CRU’s Customer Care Team, as the complaints remain unresolved.
On that basis, the CRU considers it imperative for Irish Water to close out complaints in a timely
manner.
The CRU is concerned by Irish Water’s suggestion that it would potentially be incentivised to
provide a poorer level of customer service due to the proposed targets, which is and has been a
requirement under the Customer Handbooks since 2015. The CRU notes that such an approach
would not be in compliance with its broader obligations under the Code of Practice on Customer
Communications.

CRU Decision
The CRU has decided to set targets under this metric as previously outlined in the consultation paper,
i.e., 100% under both sub-metrics (see Figures 9 and 10 below) as these are Customer Handbook
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requirements for Irish Water since 2015.32

Figure 9: Response to Complaints (5 Days)

Figure 10: Response to Complaints (2 Months)33

32

CER/15/010 Irish Water Customer Handbook
In its Performance Assessment Framework Review Consultation Paper, the CRU inverted the 2019 data
figures for domestic and non-domestic customers in relation to response to complaints issued a final
decision within two months. This has been rectified here.
33
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3.2.8 Unresolved Complaints Submitted to CRU
CRU Decision:
•

The CRU will monitor the number of unresolved complaints upheld by the CRU
Customer Care Team

Background and Consultation
As the previous metric, 3.2.7 Response to Complaints, does not capture all aspects of Irish Water’s
performance regarding complaints handling, the CRU proposed in the consultation paper to
introduce a new metric to monitor the total number of unresolved complaints submitted to the CRU
Customer Care Team (CCT) and are upheld in favour of the customer. The CRU also proposed
that it would include information on the number of charter payments awarded by either the CRU or
Irish Water as part of this metric to provide further information and context around Irish Water’s
overall complaints handling.
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 2014 34,
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 published a decision on an update to the Domestic and Non-Domestic Customer
Handbooks in October 2020 that provided clarity on how the Irish Water complaints process should
work.35 Charter payments are issued when Irish Water fails to meet its commitments as outlined
in its Domestic Customer Charter.36

Consultation Responses
In response to the consultation, An Fóram Uisce noted that monitoring unresolved complaints is
important to further assess Irish Water’s performance in handling complaints. It considered that

34

http://www.irishstatutebook.ie/eli/2014/act/44/enacted/en/print#sec8
The CRU’s Domestic and Non-Domestic Customer Handbooks and related decisions are available on the
CRU website.
36
Irish Water Domestic Customer Charter
35

43

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

the CRU’s investigations into these unresolved complaints have the potential to identify
weaknesses in Irish Water systems and, therefore, allow the CRU to be in a position to advise on
improvements.
In its response, Irish Water stated that while it recognises that the Framework is not static and
should accommodate changes and/or new metrics to ensure customer interests are maintained,
there is a need to ensure that the introduction of new metrics is appropriate from both a timing and
target-setting perspective. Irish Water considered the operating environment and maturity of the
utility should be taken into account when considering these changes. Irish Water also referenced
GNI’s response to the CRU’s proposal to include a similar metric in GNI’s Performance Indicators
paper37, stating that Irish Water also has similar concerns in relation to this metric being applied to
Irish Water and it potentially undermining the same stakeholder relationship in the water services
sector (between Irish Water, the CRU and customers). Here, Irish Water explained that the
introduction of this metric could serve to disincentivise the timely processing and close out of
complaints as complaints have to have gone through the Irish Water complaints process before
the CRU can consider them.

CRU Response
The CRU does not agree that introducing this metric will result in a perverse incentive on Irish
Water to delay closing out complaints, thus preventing them from being considered by the CRU.
The Framework includes a metric to incentivise timely close out of complaints. This should negate
the potential for the introduction of this new metric to cause a perverse incentive in this regard. In
addition, any evidence of such a perverse incentive materialising should be picked up by CRU
compliance monitoring activities. Finally, the CRU notes that Irish Water has raised this issue itself
and so the CRU expects it to be vigilant to ensure that this does not occur.

CRU Decision
Further to consideration of these responses, the CRU has decided it will monitor this metric as set
out in the consultation paper. The CRU considers that leveraging information regarding unresolved
complaints that it already publishes in the CRU CCT’s Annual Reports as part of the Framework
will provide stakeholders and customers with a more comprehensive view of Irish Water’s overall
customer service provision. In addition, the new Unresolved Complaints metric can be readily put
in place as the relevant information is already publicly available in the CRU’s CCT Annual Reports.

37

CER/17/096 Gas Networks Ireland Customer Performance Indicators Decision Paper
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3.2.8.1 Unresolved Complaints Submitted to CRU Targets
CRU Decision:
•

Irish Water’s number of complaints upheld is to be better than average of those
upheld against the utilities or the suppliers monitored by CRU CCT when customer
base is accounted for

Background and Consultation
The CRU CCT publishes annual reports regarding its complaint resolution service.38 In these
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 sites39.
In its consultation paper, the CRU proposed monitoring Irish Water’s performance here in line with
the other energy suppliers and network companies that have had unresolved complaints escalated
to the CRU CCT and upheld during the year. As Irish Water falls into both the network and supplier
categories, it is appropriate to compare Irish Water to both suppliers and network companies here.

Consultation Responses
In response to the consultation, An Fóram Uisce noted that setting targets in line with other utilities
would seem appropriate. Irish Water raised concerns that, as it is both the network operator and
supply company, further consideration is needed before targets are based on the performance of
ESBN or GNI. Irish Water also stated that the number of complaints escalated to the CRU’s CCT
is low; in 2019 the CRU received 34 complex complaints regarding Irish Water, representing
0.002% of all complaints received by Irish Water that year.

CRU Response
As set out in the above, the CRU considers it appropriate to monitor Irish Water’s performance
against both the electricity and gas suppliers and network companies here as Irish Water operates
as both. For clarity, the CRU notes that the basis for the target proposed in the consultation paper
is not related to the total number of complaints escalated to the CRU’s CCT but is related only to
the number of those which are upheld. The CRU considers that Irish Water’s complaints processes

38
39

CRU/20/102 Customer Care Team Annual Report 2019
Sites in this context refers to the number of connected properties.
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should enable Irish Water to respond to customer complaints fairly with an appropriate response
in a reasonable timeframe.40 Thus, it is within Irish Water’s control to minimise the number of
complaints upheld by the CRU’s CCT by following a robust complaint handling process.

CRU Decision
Further to consideration of consultation responses, the CRU has decided that Irish Water’s target
for this metric will be that, each year, the number of complaints in relation to Irish Water upheld by
the CRU’s CCT is better than the average of either a) those upheld in relation to other regulated
network utilities when calculated to account for the number of sites served or b) those upheld in
relation to suppliers when calculated to account for the customer base.
As mentioned above, in the CCT Annual Reports, complaints upheld against energy suppliers are
calculated per 10,000 customers and those upheld against energy network companies are
calculated per 10,000 sites. Both of these figures are derived from the number of individual
connections served by the suppliers and network companies. In this context, the CRU will use Irish
Water’s number of individual connections as its number of customers/sites to compare against
both suppliers and network companies.
𝑁𝑢𝑚𝑏𝑒𝑟 𝑜𝑓 𝑐𝑜𝑚𝑝𝑙𝑎𝑖𝑛𝑡𝑠 𝑢𝑝ℎ𝑒𝑙𝑑
× 10,000
𝑁𝑢𝑚𝑏𝑒𝑟 𝑜𝑓 𝑐𝑜𝑛𝑛𝑒𝑐𝑡𝑖𝑜𝑛𝑠

For example, in 2019, the average number of complaints upheld against the 8 suppliers in the CCT
Annual Report 2019 was 0.47 complaints per 10,000 customers. The average number of
complaints upheld against the 2 network companies in the same year was 0.1 complaints per
10,000 sites.
Irish Water did not provide the CRU with the number of individual connections for 2019. However,
Irish Water did provide the CRU with a figure of 2,372,246 individual connections in 2020 which
will be used as a proxy in the example below as the potential difference between the number of
connections in 2019 compared to that in 2020 is not expected to have a material impact on Irish
Water’s score in this example. The number of individual connections is separate to – and higher
than – the number of connected properties reported to the CRU under its capital Investment Plan
monitoring framework (1,798,254 connected properties in 2019) as a number of properties have

The CRU sets out requirements relating to Irish Water’s complaints handling in the CRU’s Domestic and
Non-Domestic Customer Handbooks.
40
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more than one connection. In 2019, the CRU CCT upheld 9 complaints against Irish Water. This
equals 0.04 complaints upheld per 10,000 customers/sites.
9
× 10,000 = 0.04
2,372,246

In the above example, as Irish Water’s average complaints per 10,000 connections (0.04) is lower
than that of the averages of suppliers and network companies (0.47 and 0.1), Irish Water would
have achieved the target level of performance for this metric in 2019 based on a comparison with
either network companies or suppliers in this case.

3.2.9 Customer Satisfaction Survey
CRU Decision:
•
•

The CRU will monitor Irish Water’s performance in a survey conducted by an
independent research company engaged by Irish Water.
The CRU will engage with Irish Water to review and amend the survey as necessary
to ensure that the questions posed fully and consistently reflect the purposes of this
metric and that the approach to scoring is in line with best practice.
o For the years 2020-2022, Irish Water will continue to report under the original
survey as set up in 2016
o For the years 2023-2024, Irish Water will begin using the updated survey

Background and Consultation
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 provides insight, both to
Irish Water and to the CRU, into how satisfied customers are with Irish Water’s operation of its call
centre. In order to effectively monitor performance, the CRU’s 2016 decision regarding the
Framework provided that the survey should be conducted to take account of 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);
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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).
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Customer satisfaction surveys are commonly used by regulators to measure a utility’s customer
service performance. 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. 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, the CRU 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. The CRU proposed that the survey should be conducted through the channel in which
the contact was made (email, telephone, social media, etc.). The CRU also proposed that it would
engage with Irish Water and the independent research company to set the customer satisfaction
survey question(s) that contribute to a score under this metric. This was designed to ensure
consistency in reporting over time, noting that Irish Water has altered the questions in its call-back
survey since the introduction of the Framework.

Consultation Responses
In its response to the CRU’s consultation, An Fóram Uisce noted the need to employ proper
research techniques, noting it is important to ensure a representative sample is taken and that
there is a random selection of contributors. An Fóram Uisce also considered it seemed appropriate
that the survey would be administered in a variety of formats (not just telephone) that better reflects
the customer engagement medium. Finally, An Fóram Uisce encouraged the CRU to engage with
Irish Water and the research company to set questions that can provide a consistent database of
customer satisfaction and longitudinal changes therein.
In its response to the consultation, Irish Water contended that the metric should remain in the
current format, i.e., not be expanded to include other forms of contact, as these channels did not
work effectively when Irish Water trialled conducting surveys using them previously. The CRU

48

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

understands from Irish Water that the surveys via email and social media, for example, require
more engagement on behalf of customer respondents in order for the results to be meaningful.

CRU Decision
Further to consideration of the consultation responses, the CRU has decided it will not use surveys
conducted via alternative media e.g., email and social media, to determine overall customer
satisfaction with contacting Irish Water at this time. However, the CRU considers that Irish Water
should continue to offer surveys to customers who contact the utility via alternative methods and
provide this information to the CRU so that it can be monitored if and when the data is found to be
robust enough. Therefore, CRU may extend this metric to cover other media for the RC4 period.
Further to the consultation process, the CRU has researched further the methods through which
other similar surveys are conducted and it is apparent that Irish Water’s method differs to what is
used utilities. For example, Irish Water’s questions are set on a scale of 1-10, rather than 1-5, and
score based on the percentage of customers who rate as ‘satisfied’, which Irish Water ranks as a
score between 7-10.
Given the above, the CRU has decided that it will engage with Irish Water and the independent
research company engaged by Irish Water to review and amend the survey as necessary to ensure
that the questions posed fully and consistently reflect the purposes of this metric and that the
approach to scoring is in line with best practice. This will support the CRU in comparing Irish
Water’s performance with that of other regulated utilities. This may result in changing the questions
that customers who contact Irish Water are currently asked, the order in which these questions are
asked, or the basis for scoring and determining satisfaction under this metric. The CRU
acknowledges that any amendments that are made further to this engagement may mean that
previous performance under this metric is no longer comparable with that post any such
amendments being implemented. This is discussed further in 3.2.9.1 Customer Satisfaction Survey
Targets below.
While Irish Water raised concerns in its response to the CRU’s consultation regarding the potential
change in its current survey techniques, the CRU considers it essential to ensure that the customer
satisfaction survey and score is meaningful, incorporates best practice, and ultimately best reflects
customer sentiments.
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3.2.9.1 Customer Satisfaction Survey Targets
CRU Decision:
•
•

For the years 2020-2022, Irish Water is to target an increasing trend under the
original survey as set up in 2016
For the years 2023-2024, Irish Water is to establish a performance baseline under the
new survey

Background and Consultation
Irish Water has reported under this metric (as a telephone survey only) since 2015. As stated
above, Irish Water has informed the CRU that a customer is deemed ‘satisfied’ under this metric
when they give a 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, surveys carried out on behalf of other water companies and
utilities are not directly comparable to those carried out for Irish Water due to the method in which
they are conducted and calculated. 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 4.39.41 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 and
81.6% in 2018-19. The CRU set ESBN a target of 83% under its customer satisfaction survey
metric for each of the years 2018-2020.42
The CRU expects Irish Water to provide customer service of a similar standard to that of other
utilities. Therefore, in its consultation paper regarding the Framework the CRU proposed a target
of 85% under this metric by 2024 and proposed annual targets as an interim glidepath to this (see
Figure 11 below). This would mean that, 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.

41

Ofwat Service Incentive Mechanism Survey 2018/19 Annual Report
CRU/18/087 Reporting and Incentives under Price Review 4 Decision Paper Annex H: DSO Customer
Service Incentives
42
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Figure 11: Customer Satisfaction Survey

Consultation Responses
In response to the consultation, An Fóram Uisce considered that setting more ambitious customer
satisfaction targets seems appropriate particularly as the proposed targets are incremental and in
line with similar utilities in the UK.
Irish Water stated that it was disappointing for the CRU to base targets on surveys not directly
comparable to those carried out by Irish Water i.e., those carried out in relation to ESBN and NI
Water. It considered that the range of issues covered by Irish Water’s customer satisfaction score
are greater in scope, and complexity, than in the case of ESBN or GNI. Irish Water argued that
targets for RC3 need to take account of the implementation of the Non-Domestic Tariff Framework
and the introduction of Excess Use Charges as customer satisfaction scores may well fluctuate
during RC3.

CRU Response
The CRU agrees with Irish Water that other surveys are not directly comparable. As set out in the
previous section the CRU has decided to engage with Irish Water and the independent research
company contracted to carry out the customer satisfaction survey on behalf of Irish Water to amend
the survey so that it best reflects the purposes of this metric and that the methodology, including
the approach to scoring, is in line with best practice. This engagement may result in changes to
the survey that would render Irish Water’s performance incomparable to previous performance
under the survey that has been carried out to date under the 2016 Framework. However, it will
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inform target-setting for the RC4 period and will allow for Irish Water’s performance here to be
more easily compared to that of other water companies or utilities, as appropriate.
Regarding the other matter raised by Irish Water in its response, the CRU does not consider the
implementation of the Non-Domestic or Excess Use Charges as material issues in setting targets
under the Framework. Irish Water should target a consistent level of customer service and
associated customer satisfaction with that service.

CRU Decision
As the CRU’s decision to engage with Irish Water and the independent research company is likely
to alter how scores are calculated under this metric, and therefore to mean that performance in
future years is not directly comparable to previous performance, the CRU is not setting distinct,
annual satisfaction targets under this metric for the RC3 period. Instead, the CRU is setting the
following targets for Irish Water:
•

Irish Water is to engage with the CRU and independent research company during 2022
as necessary to facilitate the commencement of use of the updated survey in January
2023. This will allow for baseline performance to be established by the end of the RC3
period so that targets may be set for RC4.

•

Irish Water’s performance under the previous survey method should improve in 2020 over
that achieved in 2019 and continue to do so in the period 2020 to 2022 inclusive.

3.2.10 Stakeholder Engagement
CRU Decision:
•

The CRU will establish a stakeholder panel on a pilot basis during RC3 to determine
its suitability in monitoring and targeting Irish Water’s engagement with its
stakeholders in RC4

Background
The 2016 Framework takes account of the satisfaction of customers who contact Irish Water via a
survey (see Section 3.2.9 Customer Satisfaction Survey above). However, the satisfaction of
stakeholder groups that Irish Water engages with is not currently captured. Having recognised this
gap, the CRU reviewed approaches that have been used to monitor stakeholder satisfaction with
regulated utilities in Ireland and the UK.
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Since 2019, the CRU monitors the quality, implementation, and effectiveness of electricity network
Systems Operators’ (SOs) stakeholder engagement strategies. This is assessed and scored by
the Networks Stakeholder Engagement Evaluation Panel (NSEEP) as set out in the CRU PR4
Incentive Framework43. The Panel is chaired by the CRU and consists of stakeholders who
represent generators, suppliers, energy communities and large electricity users. Current panel
membership is expected to continue for at least two years, after which membership will be
reviewed. Meetings are held twice a year between April-June, after the Distribution System
Operator (DSO) and Transmission System Operator (TSO) publish reports on the effectiveness of
their stakeholder engagement during the preceding year. Each SO receives a score out of ten from
the Panel based on their stakeholder engagement strategies. The Panel must reach a consensus
for each score and SOs only receive a financial reward where they receive a score of five or above.
Ofgem also uses a panel to monitor stakeholder engagement activities by electricity distribution,
electricity transmission and gas networks monopoly utilities in the context of the Stakeholder
Engagement Incentive. The key aim of the Stakeholder Engagement Incentive is to encourage
electricity and gas network companies to identify and engage with their stakeholders and use this
to inform how they run and plan their businesses. The incentive is designed to financially reward
companies where their engagement leads to high quality outcomes. The incentive provides for an
annual reward to the Transmission Operators (TOs) and Gas Distribution Networks (GDNs). The
allocation of rewards under this incentive is based on an assessment of the network company’s
activities by a panel of independent experts, chaired by Ofgem.
The TOs and GDNs put forward a submission in relation to the engagement activities carried out
during the regulatory year in question, in two parts. The first part is aimed at demonstrating that
the network company meets the minimum requirements. These requirements include a
comprehensive and up-to-date stakeholder engagement strategy. The second part is aimed at
demonstrating network company performance against the panel assessment criteria. Companies
whose submissions meet the minimum requirements are then invited to a panel session. The panel
assess the companies against the panel assessment criteria and score the network companies
out of 10. The score out of ten for each criterion is then weighted to calculate the overall panel
score, which determines the allocation of any financial reward under the incentive mechanism. The
panel provides both general and detailed feedback to the companies. The panel is comprised of
at least four scoring members, which are drawn from organisations with expertise in stakeholder
and consumer engagement, and a non-scoring chair.44

43
44

CER/18/087 Reporting and Incentives under Price Review 4 Decision Paper
Ofgem Stakeholder Engagement Panel 2020-21
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Separately, in April of this year Irish Water presented the findings if its research regarding the
views of its stakeholders in relation to Irish Water’s stakeholder engagement/communications to
its National Stakeholder Forum.45 The feedback received from stakeholders identified areas where
Irish Water was performing satisfactorily but also areas where stakeholders consider there is scope
for improvement.

CRU Decision
Given the gap in the Framework, approaches to assessing stakeholder engagement by regulated
utilities, and noting the recent work carried out by Irish Water separately regarding its performance
in the area of stakeholder engagement, the CRU has decided to set up a stakeholder panel on a
pilot basis during the period to the end of RC3 (end 2024) to assess Irish Water’s stakeholder
engagement. The CRU will not set targets for performance under this metric during this pilot phase.
The CRU will review the operation of the panel and consider targets for the RC4 period towards
the end of the RC3 period.
It is envisaged that the stakeholder panel will be chaired by the CRU and comprise of members
that represent key Irish Water stakeholders/stakeholder groups. The stakeholder representatives
will score Irish Water’s stakeholder engagement based on their experience in relation to a defined
number of engagements each year as outlined by the CRU. This may include, for example, Irish
Water’s engagement with stakeholders when carrying out planned consultations and policy
implementation and during incident management and recovery. Work to establish the panel,
including drafting terms of reference, determination of membership and setting the basis for
assessing Irish Water’s performance will be determined after engagement with stakeholders and
Irish Water during 2022. The experience during the pilot phase of the stakeholder panel will be
considered by the CRU in advance of RC4.

45

Irish Water National Stakeholder Forum, April 28th, 2021
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3.3 Security of Water Supply
The metrics in this category are designed to capture Irish Water’s performance in maintaining a
secure water supply for its customers. Small changes can have a big impact on the amount of
water we use, the bills we pay (either directly or through our taxes), 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 is able to provide a reliable supply of water while facilitating
social and economic growth.

3.3.1 Security of Water Supply
CRU Decision:
•

•

The CRU will monitor:
o an overall Security of Supply Index
o the number of water resource zones in deficit and the population served by those
resource zones
The CRU requires Irish Water to make a submission regarding its proposed 10-year
capacity register in Q1 2022 for CRU consideration, including consideration of how it
relates to the other two methods above. If received in the required timeline, the CRU
will determine the suitability of this method for inclusion in the Framework.

Background and Consultation
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 leakage and through
water conservation campaigns, by managing its water 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.
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Once completed, Irish Water’s first National Water Resources Plan (NWRP) 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 NWRP will identify any existing and potential shortfalls in meeting water demand
under normal and critical weather conditions, based on a defined methodology and level of service,
in all of Irish Water’s water resource zones. It will set out Irish Water’s methodology for assessing
options to address supply deficits, where identified, and identify the combination of Irish Water’s
preferred approaches within and between regions to address identified needs on that basis.
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.
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 its consultation paper, the CRU outlined
the following potential methods:

•

security of supply index

•

number of supply zones in deficit

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:
𝑊𝑅𝑍 539

(1 −

∑ (% 𝑑𝑒𝑓𝑖𝑐𝑖𝑡 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, there is potential for either large deficits or large population centres to dominate the
overall index.
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An alternative approach is to express 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.

Consultation Responses
In response to the consultation, An Fóram Uisce recognised that it is difficult to be definitive about
this metric until the NWRP is in place. In the interim, An Fóram Uisce considered that monitoring
the number of water supply zones in deficit along with the percentage of the population served by
these zones seemed to be the clearest approach. An Fóram Uisce stated that it would be important
to know which zones are under stress and that it is not clear from the consultation paper if this
information would be available. An Fóram Uisce also reiterated in its response its concern with
water supply vulnerability in the Greater Dublin Area, specifically citing the reliance on the river
Liffey, the delay in progressing the Water Supply Project, and the capacity of Dublin’s water
treatment plants.
Dublin City Council suggested in its response that Irish Water should be required to
assess/determine/track remaining life, operability, capacity etc. of ageing assets as part of this
metric. It considers that a large proportion of the water-mains within the Greater Dublin Area are
over 100 years old. Whilst it determines it is unreasonable to expect all of these to be replaced
within the next investment period, Dublin City Council considers that proper engineering
assessment should be carried out – perhaps prioritised by criticality or flow. It set out a potential
metric for Irish Water to carry out an engineering assessment of all mains greater than 60 years
old between 2020 and 2024. Factors including mains thickness, corrosion, capacity, operability,
location, leakage, burst frequency, etc., should all be considered as part of this assessment, and
this should overlap with a focussed rehabilitation programme.
In its response to the consultation, Irish Water agreed with the CRU that a security of supply metric
is useful in providing an indication of the degree to which a utility can guarantee continued service
to all of its customers and that it should be included in the Framework. However, it outlined in its
response its concerns in using either of the methods included in the CRU’s consultation paper as
Irish Water considers that they do not take into account the legacy issues it faces. In place of these
methods, Irish Water has suggested the use of an interim tracker against baseline conditions via
a ‘10-year capacity register’. In its addendum to response to consultation, Irish Water suggested
that it work with the CRU on a 10-year water capacity register during Q2/Q3 2021. It also suggested
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that this be reviewed in Q1 2022, and security of supply targets then set based on the 10-year
capacity register approach for the years 2022, 2023 and 2024.

CRU Response
Further to consultation, Irish Water published Phase 1 of its first NWRP - the NWRP Framework
Plan - setting out its methodology for assessing supply-demand balances and providing
information regarding each water resource zone in that context, including those serving the Dublin
region. It also sets out Irish Water’s methodology for assessing the options to address deficits,
where identified46. Phase 2 will see the publication of regional water resources plans for
consultation and subsequent adoption. These will set out Irish Water’s review of options to address
deficits as identified.
The CRU provided comments to Irish Water regarding the draft NWRP as part of the consultation
process earlier this year.47 The CRU is now reviewing the first NWRP Framework (NWRP Phase
1). Whilst the CRU has to complete this review and consider Phase 2 of the NWRP once available,
the CRU notes that the information available due to the work Irish Water is progressing to complete
the NWRP will support increased transparency regarding which water resource zones are under
stress and the solutions Irish Water has examined to address deficits in such cases.
Separately, the CRU monitors and reports on Irish Water’s delivery of its capital Investment Plan,
which includes projects and programmes to support provision of a secure supply to customers,
including the proposed Water Supply Project. The CRU has also been tasked with carrying out a
review of this proposed project by the Minister and is progressing this review in line with the Terms
of Reference as the necessary information becomes available to do so.48 It is a matter for Irish
Water, as the national public water and wastewater utility, to prioritise investment to address risks
to services to customers as appropriate. Investment in areas that support provision of a secure
supply to Irish Water’s customers continues across a number of areas, including conservation and
leakage reduction (see section 3.3.2 below).
The CRU expects that Irish Water appropriately operates and maintains its assets, which includes
carrying out assessments of the condition of such assets. Irish Water should be continuously
updating its asset information and leveraging same to target investment to support meeting the

46

National Water Resources Framework Plan, Irish Water
CRU/21/022 Irish Water Draft National Water Resources Plan Framework Consultation: CRU Response,
March 12th, 2021
48
Terms of Reference: Independent Review of Proposed Water Supply Project Eastern and Midlands
Region, October 8th, 2018
47
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outcomes set out in the Framework and mitigating risks of services to customers in an efficient
manner. Thus, the matters set out by Dublin City Council above should be a routine aspect of Irish
Water’s work. The CRU notes that, in addition to the Framework, the CRU monitors and reports
on Irish Waters’ delivery of its capital Investment Plan which includes projects and programmes in
relation to asset maintenance, upgrades and replacements. This includes investment in mains
rehabilitation and replacement. The CRU has also approved investment in IT under the revenue
control process to date to facilitate the on-going capture, collation, storing and interrogation of data
regarding Irish Water’s asset base. All of this investment feeds into the delivery of services to
customers including the outcomes monitored under the Framework. As the Framework is,
primarily, an outcome-focused measure of Irish Water’s performance rather than an outputfocused measure, these issues are not monitored under the Framework but are captured in the
wider work of the CRU as above.
Further to engagement during the consultation process, the CRU understands from Irish Water
that it plans to provide its proposed 10-year capacity register to the CRU in Q1 2022. Therefore,
the CRU cannot give appropriate consideration to this proposed method, nor decide on its merits
as a metric under the Framework, at this time. No other parties proposed alternative approaches
to monitoring security of supply.

CRU Decision
Further to consideration of the consultation responses and noting the CRU’s current review of
Phase 1 of the NWRP Framework, the CRU has decided that it will use both methods as outlined
in the consultation paper (i.e., both the security of supply index and the number of water resource
zones in deficit) to monitor security of supply. The CRU considers that using both methods should
provide a comprehensive indication of Irish Water’s performance in this area. The security of
supply index is a known approach that is used elsewhere, and this coupled with monitoring the
number of water resource zones in deficit, should ensure that the potential challenges identified
with using the latter on its own are addressed.
The CRU is open to considering the inclusion of Irish Water’s proposed capacity register in the
Framework. In order to progress this issue, the CRU requires Irish Water to make a submission
regarding its proposed 10-year capacity register in Q1 2022 for CRU consideration, including
consideration of how it relates to the other two methods as above. If received in the required
timeline, the CRU will determine the suitability of this method for inclusion in the Framework. A
final decision on this matter will be made in 2022.
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3.3.1.1 Security of Water Supply Targets
CRU Decision:
•
•

The CRU will engage with Irish Water to set targets for the RC3 period in 2022
To facilitate target-setting under this metric, Irish Water is to target publication of the
following documents by end 2021:
o The National Water Resources Plan Framework Plan
o The 4 Regional Water Resources Plans

Background and Consultation
Irish Water has not yet reported under this metric. As above, Irish Water has recently finalised
Phase 1 of the NWRP (the NWRP Framework Plan). Phase 2 will see Irish Water apply the
methodology in the Framework Plan and publish 4 Regional Water Resources Plans – further to
consultation – that identify the preferred approaches to ensuring a secure and sustainable water
supply for each water resource zone.
The CRU is currently reviewing the NWRP Framework, noting its comments on the draft document
and the approved capital Investment Plan for the RC3 period. The CRU will then consider targets for
security of supply for the RC3 period in that context.
In the interim, the CRU proposed in its consultation paper to set a target for the publication of the
final NWRP Framework Plan by the end of June 2021 and of the subsequent 4 Regional Water
Resource Plans by the end of 2021 based on Irish Water’s planned timelines for the above.

Consultation Responses
In response to the proposed interim target, Irish Water stated that it will endeavour to meet the
National Water Resources Plan timelines as outlined in the CRU’s consultation paper. Irish Water
also that there is a need to ensure all parties are given an appropriate timeframe in which to
respond and raised that some external factors, for example legal challenges, could impact on
meeting the timeline.

CRU Response and Decision
The CRU agrees with Irish Water that all parties should be given appropriate time to respond, and
that Irish Water should give due consideration to these responses. However, considering the
importance of this document, and the original estimated Irish Water date for availability of the
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NWRP (Q3 201749), the CRU considers that a target date for completion is merited. Therefore, the
CRU is setting a target for Irish Water to publish the final NWRP Framework Plan the subsequent
4 Regional Water Resource Plans by the end of 2021.
As set out above, the CRU is also setting a target date of Q1 2022 for Irish Water to make a
submission on its proposed 10-year capacity register to the CRU for consideration, reflecting Irish
Water’s planned timeline for doing so.

3.3.2 Leakage
CRU Decision:
•
•

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

Background and Consultation
In the consultation paper, the CRU proposed to retain a leakage metric in the Framework and
proposed to monitor the amount of water lost on the public network and the amount of water lost
on customer supply pipes, separately.
For the period to and including 2019, Irish Water has not yet reported to the CRU under this metric.
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 has 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 include:

•

•

Unbilled water including;
o

All water used by Irish Water.

o

Water used by fire services and other unbilled use.

Apparent losses;
o

49

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

Water Services Strategic Plan, Irish Water, 2015
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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, include leaks on trunk
mains and distribution pipes, leaks on service connections and leaks and overflows at storage
reservoirs.

Figure 12: 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 nondomestic 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 re-categorisation, data
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improvements arising from Irish Water’s 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 is in a position to report, with greater accuracy and clarity, water losses
resulting from leaks on its network.
Irish Water has recently submitted its annual submission to the CRU regarding its delivery of its
capital Investment Plan for the first year of RC3 (2020). The CRU requires Irish Water to provide
the water balance (see Figure 12 above) as part of its annual submissions here. The CRU is
currently reviewing that submission.
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 customer supply pipe.
Total leakage is commonly reported in other jurisdictions as the total 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 proposed to set two
separate targets: one for public side leakage (leaks on Irish Water’s network), and one for private
side leakage (leaks on customer supply pipes). It is important that there is an understanding of the
scope of leakage reduction on both the public network and on customer supply pipes in order to
better target investment and activity for efficient delivery for customers. In addition, in its proposed
RC3 capital investment plan submissions to the CRU under the RC3 process, Irish Water proposed
a leakage reduction of 161MLD on the public network and of 15MLD on customer supply pipes for
the period 2020-2024. The CRU approved the above in approving the Investment Plan under the
RC3 decision.
Leaks on domestic customer’s external customer supply pipe (see Figure 13 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. The CRU has recently extended access
to the First Fix Free Scheme to unmetered domestic customers, mixed-use customers with a
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predominant domestic use, customers with a shared service connection and unregistered
customers50.

Figure 13: 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 (circa 894,000 domestic
meters) 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.

Consultation Responses
An Fóram Uisce considered the proposed leakage metrics to be appropriate. It went on to highlight
concerns at the lack of urgency in addressing problems around leakage, stating that leakage and
unaccounted-for-water remain at unacceptable levels. An Fóram Uisce would like Irish Water to
consider the Pareto Principle that states 80% of the consequence comes from 20% of the causes
and if Irish Water could identify and remediate that 20%, large gains could potentially be achieved.

50

The CRU has recently extended the First Fix Free Scheme to unmetered customers (CRU/21/040a, April
19th, 2021)
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Dublin City Council stated that sustainability of savings from different leakage reduction measures
should be weighted. For example, savings from rehab and pressure management are long-lasting
while savings from Find & Fix are frequently short-lived in areas where Find & Fix practices are
well established. Dublin City Council further explained it is felt by many experienced LA personnel
in Water Operations that Find & Fix should be classed as a continuous, necessary, operational
task, rather than a capital investment with a defined completion date. Dublin City Council
considered that more focus should be placed on data improvement, for example, District Meter
Area (DMA) operability, investment in commercial metering stock, etc. It found that there was not
enough emphasis put on maintaining the functionality of commercial, domestic and DMA meters
within the CRU’s consultation paper and suggested KPI’s should be included referencing such
functionality as a percentage of total equipment in the ground.
Dublin City Council suggested that, as a tracking mechanism, perhaps the demand profile of all
customers who are consuming more than say 150m3/day could be analysed over the coming
investment period. It considered the information from such a study would identify beneficial network
improvement measures (on both public and private sides). Dublin City Council also considered
that focus should be encouraged on the analysis of consumption across various demographics.
For example, Dublin City Council stated that private-side consumption in apartment blocks can be
up to 3 times higher per apartment than average household consumption. Therefore, a focused
national residential complex metering project would improve data and reduce public-side
unaccounted-for-water significantly.
Dublin City Council also stated that innovation should be encouraged to test out new technologies
with a view to reduce the high costs of water-main rehabilitation. Similarly, emerging leakage
detection technologies should be continuously assessed to maximise efficiency of Find & Fix
efforts.
Irish Water raised a number of issues with the CRU’s proposal to monitor the amount of water lost
to leaks on Irish Water’s public network and the amount of water lost on customer supply pipes
separately. While it agreed with the proposal to continue monitoring a public side leakage target,
Irish Water stated that it was very concerned about the proposed introduction of a metric on
customer side leakage. It argued that Irish Water has only a limited ability to influence customer
side leakage because it relies on the action of external parties (i.e., the customer) to undertake
works on their own premise. It does not believe it is appropriate to link any customer side leakage
metric with a million litres of water per day (MLD) reduction in water usage.
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CRU Response
In response to Dublin City Council’s consideration that more focus should be placed on data
improvement, the CRU notes that it monitors investment in metering, including district meters,
through the CRU’s Capital Investment Plan Monitoring Framework. All relevant investments in the
CRU approved RC3 Investment Plan are tracked through this process and support the delivery out
outcomes as set out in the Performance Assessment Framework. This includes investment in Find
and Fix activities which are, necessarily, continuous in nature in order to maintain the network.
In addition, the CRU has recently decided to introduce a financial incentive for Irish Water for the
RC3 period regarding delivery of leakage reductions given the importance of this issue.51 The CRU
notes that Irish Water has committed to defined leakage reductions in the RC3 period on both the
public network and, separately, on customer supply pipes for the expenditure that the CRU has
approved. It is important that performance in both areas are monitored and reported on to
incentivise leakage reduction for the allowed expenditure and show customers that Irish Water is
delivering in this important area. The CRU considers that this information is necessary in any event
for Irish Water as the utility to continue to better understand the effectiveness and efficiency of the
various leakage reduction activities in order to best target activities and expenditure, including
when determining the relative expenditure to include in proposed capital investment plans for
leakage reduction activities on the public network and for leakage reduction on customer supply
pipes. The CRU expects Irish Water to use this information to inform future, proposed capital
investment plans.
The CRU agrees with Dublin City Council that data and use of same is inherently necessary to
better target investment and operational activities to support efficient delivery of services to
customers. In addition to allowing Irish Water expenditure on its network the CRU also allows the
utility to spend on supporting IT infrastructure, for example, its leakage management system
(LMS). The CRU also allows Irish Water expenditure to support communication activities, including
awareness campaigns in relation to conservation. Through its activities Irish Water has access to
valuable data regarding water abstracted and treated, water demanded by its customers and
leakage. Irish Water should be using all available information to inform targeted delivery of leakage
reduction activities and to maximise the impact of associated expenditure. This includes
interpreting the available data and carrying out associated analysis to support estimation where
necessary, leveraging the experience of other utilities, its professional network and international
best practice. The Framework is designed to further incentivise Irish Water to do so by providing a

51

CRU21108 Irish Water Revenue Control 3 – Financial Incentives (Non-Domestic Billing and Leakage)
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reputational incentive on the utility to deliver efficiently for customers across the range of key
performance indicates, including leakage as set out in this decision paper.
The CRU’s Economic Regulatory Framework for Irish Water52 is designed to incentivise efficient
delivery of outputs and associated outcomes for customers, including those relating to
conservation such as leakage reduction. Here, the CRU periodically reviews Irish Water’s
proposed capital and operational plans and associated expenditure and decides on the
expenditure it will allow the utility to recover – termed the allowed revenue – in charges for service
provision. The CRU also imposes an efficiency challenge on Irish Water as necessary based on
benchmarking of Irish Water’s proposed operational expenditure against comparator utilities and
on review of its proposed capital investment plans and approach to development and costing of
same. Essentially, this means that the CRU requires Irish Water to deliver more for less, where
considered appropriate. Requiring Irish Water to deliver services in a more efficient manner for
customers incentivises innovative behaviour.
In addition, the CRU encourages innovation as it allows Irish Water access to revenue which is
dedicated to innovative projects under the Water Services Innovation Fund (WSIF).53 The WSIF
encourages Irish Water investment in research projects – outside of ‘business as usual’ activities
– that have the potential to improve how water services are delivered. Irish Water may apply for
funding for a project at any time during the revenue control period. The CRU notes here that a
recent innovation project commenced by Irish Water in 2020 aims to determine the viability of
acoustic loggers on its network to determine where leaks are and improve efficiencies in resolving
leak issues.54
The CRU disagrees with Irish Water’s stance regarding customer side leakage on the basis of Irish
Water’s RC3 submissions, which included Irish Water’s figure for reduction of customer side
leakage in MLD for associated proposed expenditure on the First Fix Free Scheme. As this was
submitted by Irish Water as achievable for the associated expenditure on the Scheme based on
Irish Water’s experience since it was first approved in 2015 and was approved by the CRU during
the RC3 process as part of the capital Investment Plan, the CRU considers it appropriate to monitor
customer side leakage under this metric as funded under the CRU’s RC3 decisions. In addition,
the CRU notes that the First Fix Free Scheme has been recently extended to allow more customers
access to the scheme which should support the delivery of this reduction. The promotion and
delivery of leakage reduction under the Frist Fix Scheme is of increased importance in the absence
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Advice to the Minister on the Economic Regulatory Framework for the Public Water Services Sector in
Ireland, CERU/14/076, March 13th, 2014
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CER/15/076 Water Services Innovation Fund Information Paper
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Irish Water Research and Innovation: Water Services Innovation Fund Projects
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of charges for provision of services to domestic customers to support conservation of our valuable
water resource.

CRU Decision
Further to consideration of the consultation responses, the CRU has decided it will monitor leakage
as set out in the consultation paper, i.e., monitor public and customer side leakage separately.
This is consistent with the CRU’s requirement that Irish Water report on leakage by providing a
water balance to the CRU annually under the Capital Investment Plan Monitoring Framework.

3.3.2.1 Leakage Targets
CRU Decision:
•

•

The CRU requires Irish Water to provide baseline leakage figures for 2019 against
which to assess Irish Water’s delivery of the targets on water lost on both the public
network and customer supply pipes by end 2021. Irish Water should also provide a
methodology statement in each case.
Irish Water is to target a reduction of the following by end 2024:
o 161 MLD of water lost on the public network
o 15 MLD of water lost on customer supply pipes

Background and Consultation
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.
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In its RC3 submission, Irish Water targeted reducing the amount of water lost to leaks on the public
network by 161 MLD by 2024 and the amount of water lost on customer supply pipes by 15 MLD
by 2024; a total reduction of 176 MLD. As this figure was approved as part of the RC3 process,
this was the target the CRU had included in its consultation paper on the review of the Framework.
In proposing annual targets in the consultation paper, the CRU considered several factors. Here,
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 14, below. This recognises that the economics of finding and fixing leaks are
more favourable when leakage levels are high and ‘low-hanging-fruit’ is available.

Figure 14: Public Side Leakage Reduction Glidepath – Option 1

Alternatively, given that Irish Water had recently established its LMS, 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 continue to increase its
understanding of its network and potentially make more cost-effective decisions in managing its
leakage levels.
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Figure 15: Public Side Leakage Reduction Glidepath – Option 2
In the consultation paper, the CRU proposed to set Irish Water’s annual public side leakage targets
in line with the glidepath provided as Option 1 above (Figure 14) as it considered this to be more
appropriate.
In terms of the private side, the CRU proposed 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 MLD by the end of
2024. The CRU proposed a straight-line target of a reduction in the annual average amount of
water leaking on customer supply pipes of 3 MLD, in each of the years 2020 to 2024.

Consultation Responses
In its response to the consultation paper, Dublin City Council asked if the €400m figure mentioned
for leakage reduction is separate from the €500m figure for network management works. It stated
that the two disciplines should not be developed independently of each other as this could cause
inefficient management of funds. Dublin City Council also asked how the target figure of 161 MLD
on the public side had been derived.
An Fóram Uisce accepted the CRU’s approach to targets on Glidepath 1 – which gives Irish Water
an opportunity to identify ‘low hanging fruit’ for improvements – as this takes advantage of early
cost reductions and will be important for the public’s perception of the work of the utility. An Fóram
Uisce also considered the straight-line reduction for leakage on the customer side as appropriate
and would support these targets and methodology. An Fóram Uisce noted that it should also be
stated that leakage remains high even after the implementation of these targets. Finally, it
recommended that all technologies and innovations and international best practice be sought and
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applied, noting the significant progress made by Scottish Water in a relatively short time to reduce
leakage without relying exclusively on infrastructure renewal.
Irish Water informed the CRU in its response to the consultation that it had updated its Strategic
Funding Plan submission to facilitate Government spending which included a revised target
leakage figure of 118 MLD instead of the RC3 approved target of 176 MLD. Irish Water set out that
the revision of this figure was based on updated information since Irish Water’s RC3 submission
regarding ‘run rates’ (used to mean the cost to achieve potential leakage savings) and an increase
in the gross to net leakage ratio.55 In its subsequent addendum to its response, Irish Water stated
that while it believes 118 MLD is a realistic target for Irish Water during the period, it also included
what Irish Water deems a challenging stretch target of 130 MLD, in line with its submissions to the
CRU’s consultation on the RC3 Financial Incentives (Non-domestic Billing and Leakage).56 These
figures would represent a respective reduction of 33% and 26%57 relative to the 176 MLD reduction
committed to for the expenditure allowed by the CRU under the RC3 decision further to review and
consultation. Irish Water requested that the CRU consider this new, revised lower target as part of
target-setting under the Framework review.
In response to the proposed private side target, Irish Water stated that a figure of 15 MLD implies
around a 10% reduction in domestic usage in the space of five years, which would need to be
driven by a sustained water conservation campaign across the country to influence customer
behaviour. While Irish Water stated its commitment to promoting water conservation measures
through public messaging and education, it considered the proposed CRU target to be extremely
difficult to achieve over the next five years. In its addendum to response to consultation, Irish Water
suggested a target of 13 MLD.

CRU Response
For clarification, the €400m figure for leakage reduction and that of €500m for network
management works are not independent of each other. These figures are derived from in Irish
Water’s capital Investment Plan, and both include some of the same projects and programmes, for
example, mains rehabilitation and pressure management. Under Irish Water’s capital Investment
Plan, the target of 161 MLD reduction on the public side is comprised of the following: 4 MLD from

Further information on Irish Water’s submission regarding its leakage target can be found in Irish Water’s
consultation response published alongside this paper.
56
Irish Water Revenue Control 3 – Financial Incentives: Non-domestic Billing and Leakage, Consultation
Paper CRU/20/143, December 4th, 2020
57
Figures are rounded.
55
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mains renewal (rehabilitation), 143 MLD from the ‘find and fix’ programme, and 14 MLD from
pressure management.
The CRU does not consider that the review of the Framework is an appropriate method through
which to change the approved RC3 outputs and outcomes, including in relation to leakage, for the
associated allowed expenditure for the period 2020-2024. In setting targets under the Framework,
the CRU is informed by the allowed expenditure and associated outputs and outcomes decided
upon in the RC3 decisions. The CRU notes that both targets were proposed by Irish Water in the
first instance. The CRU has reviewed these as part of the RC3 process, consulted and determined
that the targets were appropriate for the proposed expenditure in the context of the overall
Investment Plan. The CRU has allowed what it considered is appropriate expenditure to deliver
the approved Investment Plan, associated non-network investments and support day to day
business activity (operational expenditure) in an efficient manner. In addition, as mentioned in the
previous section, the CRU notes that it has approved a project under the WSIF to support
determine the viability of acoustic loggers on its network to determine where leaks are and improve
the efficiency of delivery of reductions in leakage. In summary, the CRU expects Irish Water to
work to meet the leakage reductions it committed to as funded at RC3.

CRU Decision
Given the above, the CRU has decided that Irish Water is to target a reduction of 176 MLD total
network leakage as set out in the consultation paper, i.e., a reduction of 161 MLD on the public
side and a reduction of 15 MLD on the private side. This is reflected in the CRU’s decision
regarding the financial incentive in relation to leakage reduction for the RC3 period.58
In setting annual targets, the CRU has decided that Irish Water should follow the option set out in
Glidepath 1 for reducing public side leakage. This glidepath expects a reduction in the level of
leakage by a higher amount in the early years of the revenue control period, with less aggressive
targets in later years. This recognises that the economics of finding and fixing leaks are more
favourable when leakage levels are considered to be relatively high and ‘low-hanging-fruit’ is
available. In terms of the private side, the CRU has decided to set a straight-line target of a
reduction in the annual average amount of water leaking on customer supply pipes of 3 MLD, in
each of the years 2020 to 2024, as set out in the consultation paper.
In order to report in a transparent manner on Irish Water’s performance under this metric, the CRU
continues to require Irish Water to report on the water balance as part of its submissions under the
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CRU21108 Irish Water Revenue Control 3 – Financial Incentives (Non-Domestic Billing and Leakage)
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CRU’s annual Investment Plan monitoring process. Reporting on the water balance as required by
the CRU (see Figure 12) will provide clarity regarding the drivers for changes in the leakage figures
reported to the CRU given the discrete components of the water balance. For example, it will allow
identification of changes due to changes in customer usage (i.e., increased or reduced demand
over time), changes due to Irish Water’s leakage reduction activities (e.g., the find and fix
programme) or changes that are the result of improvements in Irish Water’s data collection and
analysis. The CRU also requires Irish Water to set out its methodology, including inputs and
assumptions made, in calculating and deriving each of the components of the water balance to
ensure that all figures are interpreted correctly. This also reveals the benefit of allowed expenditure
in the LMS and associated matters as improvements in data/data estimation can be more readily
identified.
The CRU continues to emphasise the requirement on Irish Water to report in a transparent manner
on leakage, defined as the annual average volume of water lost per day on the public network and
on the customer side. This will allow the CRU to properly assess the effectiveness of the monies
the utility is spending on leakage reduction projects and programmes.
The CRU requires that Irish Water provide leakage figures for 2019 for a) public and b) private side
(customer supply pipe) leakage and submits its methodology statement for the above. These will
then be used as the baseline against which to assess Irish Water’s delivery of the targets in
committed to at RC3. The CRU requires this information by 31 December 2021.
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3.4 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 the homes and businesses that it serves.

3.4.1 Interruptions to Supply
CRU Decision:
•

•

The CRU will replace monitoring the number of properties experiencing unplanned
interruptions to their supply for greater than 4 hours with a ‘minutes of lost supply’
metric
o The CRU will monitor the minutes of lost supply from both planned and
unplanned interruptions
o In the interim to reporting on ‘minutes of lost supply’, the CRU will continue
monitoring the number of properties experiencing unplanned interruptions to
their supply for greater than 4 hours
The CRU will monitor the number of properties experiencing unplanned interruptions
to their supply for greater than 12 and 24 hours
o
(Continued overleaf)

Background and Consultation
Under the 2016 Framework, this metric measured the number 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 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.
In its consultation paper, the CRU proposed to remove the 4-hour time band and to replace it with
a metric that measures the average duration of all supply interruptions, both planned and
unplanned. This new metric is referred to as ‘minutes of lost supply’. The new metric would provide
a measure of how often supplies are interrupted and how quickly Irish Water restores supply to the
affected properties. The CRU proposed that the new metric would also include all interruptions,
both planned and unplanned, that have a duration of greater than 3 hours.
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The CRU proposed that, in calculating this new ‘minutes of lost supply’ metric, Irish Water should
multiply the total duration of any supply interruption that lasts longer than 3 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 considers 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. For example, where a planned
interruption was scheduled to take 2 hours and ultimately took 3 hours, this overrun of 1 hour is
deemed as a 1-hour unplanned interruption.

Consultation Responses
In response to the consultation, An Fóram Uisce considered the definition of an unplanned
interruption appeared reasonable and appropriate. An Fóram Uisce also considered the proposed
new metric – minutes of lost supply – to be reasonable.
Irish Water raised an issue with how the CRU defined an unplanned interruption in its consultation
paper, questioning the value of determining what is unplanned based on timing alone. Irish Water
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stated that this definition would run counter to work practices built with partners since
establishment
Irish Water disagreed with the proposal to remove the 4-hour time band on the basis that Irish
Water has only reported on this for the first time in 2020 and that, therefore, changing it is
premature. Irish Water also contested that the new minutes of lost supply metric proposed to
replace it requires Irish Water knowing the exact number of properties affected, which it maintains it
is not in a position to do until such time as Irish Water transitions to a SPU.

CRU Response
In response to Irish Water’s issue with the definition set out by the CRU in the consultation paper,
the CRU considers that the definition as to what constitutes as an unplanned interruption as set
out is fair and appropriately consistent with the definition in other jurisdictions. The CRU clarified
the definition of, and basis for, an unplanned interruption during discussions with Irish Water further
to the consultation.
In relation to Irish Water’s response on the CRU’s proposal to replace the 4-hour time band with
‘minutes of lost supply’, the CRU considers that the other metrics under this category are currently
being monitored without the exact number of properties affected being known and that Irish Water
should use its best estimation of properties affected under this metric until such time as Irish Water
can provide exact numbers.
CRU Decision
Further to consideration of consultation responses, the CRU has decided it will monitor Irish Water’s
performance under this metric as set out in its consultation paper. The CRU will replace monitoring
unplanned interruptions that last for greater than 4 hours with monitoring the minutes of lost supply
arising from both planned and unplanned interruptions as set out above (hence the name change
from ‘Unplanned Interruptions to Supply’ to ‘Interruptions to Supply’). The CRU considers that it is
appropriate to move to this new metric as it will allow for benchmarking of Irish Water against water
companies in neighbouring jurisdictions. As this is a new metric which requires changes in Irish
Water’s reporting and data collection, the CRU requires Irish Water to set out when it will first report
under this metric and an associated plan by the end of Q1 2022. The CRU considers that reporting
should begin during the RC3 period.
In the interim to implementation of the minutes of lost supply metric, the CRU will continue monitoring
the number of properties impacted by an unplanned interruption for greater than 4 hours as
requested by Irish Water. The CRU will monitor the number of properties impacted by an unplanned
interruption for greater than 12 hour and 24 hours for the full RC3 period, 2020-2024.

76

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

3.4.1.1 Interruptions to Supply Targets
CRU Decision:
General/Data
•

The CRU requires Irish Water to provide both the ‘greatest estimated number of
properties’ figure as previously provided in its fifth submission under the Framework
and its ‘revised estimated number of properties’ annually for each metric reported to
the CRU. Irish Water is to provide the CRU with its plan to refine the estimated
number of properties affected by an unplanned interruption by the end of 2021 to
facilitate reporting the ‘revised estimated number of properties’ in 2023.

Minutes of Lost Supply
•

•

Minutes of lost supply:
o by the end of Q1 2022, Irish Water must provide the CRU with its plan to
support reporting on this metric, and
o Irish Water must establish a performance baseline by 2024 to be based on
the ‘revised estimated number of properties’ approach.
In the interim to reporting on ‘minutes of lost supply’, the number of properties
impacted by an unplanned interruption to supply for greater than 4 hours should trend
downwards to the end of the period of reporting under this metric based on the
‘revised estimated number of properties’ figures.

Unplanned Interruptions
•

•

At a minimum, less than 12% of connected properties should experience an
unplanned interruption for greater than 12 hours by end 2024 based on the ‘revised
estimated number of properties’.
At a minimum, less than 3% of connected properties should experience an unplanned
interruption for greater than 24 hours by end 2024 based on the ‘revised estimated
number of properties’.

Background and Consultation
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:
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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/replaces water meters and pressure reducing valves and as
it develops a better understanding of its network and improves its ability to respond to incidents.
In the consultation paper regarding the review of the Framework, the CRU used the performance
of Scottish Water and NI Water to inform potential targets for Irish Water during the period. This
comparator performance was used in the absence of a submission from Irish Water regarding
targets under this metric in advance of the CRU’s consultation. Here, for comparison purposes,
the number of properties impacted by interruptions is expressed as a percentage of the total
number of connected properties. In addition, to allow direct comparison, performance is only
considered for supply interruptions of 12 hours or longer.

Figure 16: Unplanned Interruptions to Supply - NI Water and Scottish Water Comparison
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Taking performance from July 2019 to June 2020 as an annual average, Irish Water’s performance
is significantly worse than its comparators based on the information available. 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 NI 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 subjected to an unplanned interruption reduced. Irish Water
should also best leverage data from all sources, including from its customer contact centre, to
support timely response and reduce the time that customers are exposed to interruptions to supply.
The CRU considers that Irish Water should ultimately target bringing its performance in line with
that of NI Water and Scottish Water. However, for Irish Water to bring its performance in line with
its comparators during the RC3 period, based on the information available, 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. Similarly, in proposing targets in line with comparator
performance relating to unplanned supply interruptions lasting more than 24 hours, the CRU set
out in its consultation paper that this would require that less than 170 properties are impacted by
an unplanned interruption with a duration of greater than 24 hours.

Consultation Responses
In response to the consultation paper, An Fóram Uisce stated that the NI Water and Scottish Water
targets are ambitious but should be possible to set and achieve when Irish Water’s National Water
Resources Plan is in place.
Irish Water stated that it is not appropriate to benchmark its performance here against that of other
utilities. It expressed the view that targets should reflect 'years since SPU implemented', rather
than ‘years since regulation began’. Irish Water also considers that comparison with NI Water or
Scottish Water should be based on July 2019-June 2020 as this is the only period for which Irish
Water has provided data for comparison. Irish Water deemed the proposed target as unrealistic in
its response to consultation.

79

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

In its addendum to its response to consultation, Irish Water proposed the following targets by the
end of 2024: 8% of WPRNs59 experiencing an unplanned interruption to supply for greater than 12
hours and 3% of WPRNs experiencing an unplanned interruption to supply for greater than 24
hours.

CRU Response
The CRU disagrees with Irish Water’s suggested use of WPRNs here as it is not aligned with the
metric as set out in both the 2016 Framework and the CRU’s consultation paper – which refer to
the number of connected properties – and thus would not allow Irish Water’s performance to be
benchmarked against other UK water companies. However, in reaching its decision, the CRU has
taken into consideration Irish Water’s proposal to ‘halve’ the number of properties reported as
impacted by unplanned interruptions for greater than 12 and 24 hours by the end of the period.
In considering this matter, it is important to highlight that Irish Water has advised that it is not
currently in a position to pinpoint the exact number of properties affected by an unplanned
interruption to supply. Here, Irish Water has advised that it does not have the capacity to physically
walk all relevant areas to determine which properties were affected by a given interruption and to
reflect this in its data systems. In the absence of this ability, Irish Water estimates the maximum
number of properties which may have been affected to ensure vulnerable customers are accounted
for. Irish Water considers that it will be in a position to determine the exact number of properties
impacted by an unplanned interruption to supply when the transition to SPU is complete. After this
transition has taken place60, both Irish Water and the CRU expect the number of properties affected
by a supply interruption to reduce appropriately. However, Irish Water has not set out what degree
of improvement it expects post-SPU as it has advised that it has not yet carried out the analysis
necessary to do so.

CRU Decision
Given the scale of Irish Water’s number of estimated properties impacted by unplanned
interruptions for more than 4, 12 and 24 hours between Q3 2019 and Q2 2020, an absence of
information regarding the impact of the estimation process on the scale of these numbers, and the
absence of information from Irish Water regarding the impact of relevant planned capital
investments on the number of properties experiencing an unplanned interruption to supply, the

Water Point Reference Numbers – each individual connection to Irish Water’s system.
Water Sector Transformation Policy Paper: Irish Water – Towards a National Publicly-Owned Regulated
Water Services Utility, February 2021
59

60
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CRU accepts that setting targets in line with NI Water and Scottish Water performance is not
appropriate at this time. In the interim, the CRU is proceeding to set targets under each of the
metrics as Irish Water has been allowed capital expenditure for the RC3 period to support reduction
of interruptions to supply and to incentivise refinement of Irish Water’s estimation of properties
impacted by such interruptions such that it makes the best use of all available information to do
so. The CRU considers that Irish Water should use its data to target investment during the RC3
period where it is best placed to reduce risk to service. Risk to service here is calculated as the
probability of an event occurring multiplied by the potential impact of the event (in this case the
number of properties affected).
While the CRU agrees with Irish Water’s aim to ensure all potentially impacted vulnerable
customers are catered for appropriately, the CRU also considers that Irish Water is in a position to
refine its figure for reporting the number of properties impacted by an unplanned interruption when
it makes its submission in Q3 of the following year based on an improved understanding of
properties impacted over time.
Given the above, the CRU has decided as follows:
•

For minutes of lost supply as defined in the CRU’s consultation paper:
o

by the end of Q1 2022, Irish Water must provide the CRU with its plan to support
reporting on this metric, and

o

Irish Water must establish a performance baseline by 2024 to be based on the
‘revised estimated number of properties’ approach.

•

In the interim to reporting under the above new metric, Irish Water must continue to report
the number of properties experiencing an unplanned interruption for greater than 4 hours.

•

The CRU requires Irish Water to provide both the ‘greatest estimated number of properties’
figure as previously provided in its fifth submission under the Framework and its ‘revised
estimated number of properties’ annually for each metric reported to the CRU. Irish Water
is to provide the CRU with its plan to refine the estimated number of properties affected by
an unplanned interruption by the end of 2021 to facilitate reporting the ‘revised estimated
number of properties’ in 2023.

•

In providing the ‘revised estimated number of properties’ figures in each annual submission
to the CRU, Irish Water must outline how it has revised the figures here to reflect best
available information such that the figures provided best reflect the number of properties
actually impacted by interruptions to supply.
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•

The number of properties impacted by an unplanned interruption to supply for greater than
4 hours should trend downwards to the end of the period of reporting under this metric
based on the ‘revised estimated number of properties’ figures.

•

At a minimum, less than 12% of connected properties should experience an unplanned
interruption for greater than 12 hours by the end of 2024 based on the ‘revised estimated
number of properties’.

•

At a minimum, less than 3% of connected properties should experience an unplanned
interruption for greater than 24 hours by the end of 2024 based on the ‘revised estimated
number of properties’.

Figure 817: Unplanned Interruptions to Supply
Revised Estimated Number of Properties Targets
The CRU will consider target setting for the 3 metrics (minutes of lost supply, properties impacted
by an unplanned interruption for greater than 12 hours, properties impacted by an unplanned
interruption for greater than 24 hours) in advance of the RC4 period based on the ‘revised
estimated number of properties’ approach. As Irish Water’s data continues to improve during the
RC3 period, the CRU will consider setting targets for Irish Water that are in line with the targets set
for other water companies (e.g., NI Water and Scottish Water). The CRU notes here that over the
period 2015/16-2020/21, NI Water’s target for unplanned interruptions lasting greater than 12
hours reduces from 0.18% to 0.15% of connected properties. While UREGNI does not set
individual targets for unplanned interruptions lasting greater than 24 hours, 0.01% of connected
properties is used to generate the annual composite score targets for the metric used to monitor
NI Water’s performance. Scottish Water’s Delivery Plan target for properties experiencing
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unplanned interruptions lasting greater than 12 hours over the period 2015-2021 is less than 1000
properties (about 0.03%).

3.4.2 Drinking Water Quality
CRU Decision:
•

The CRU will monitor Irish Water’s drinking water quality under each of the following
parameters:
o Percentage microbiological compliance
o Percentage E. coli compliance
o Percentage Enterococci compliance
o Percentage chemical compliance
o Percentage THM compliance
o Percentage lead compliance

Background and Consultation
Irish Water is responsible for ensuring drinking water meets the quality standards set out in the
Drinking Water Regulations61. 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) and agree
on whether there is a need to issue health advice to the public. Irish Water must submit its water
quality monitoring results to the EPA. The EPA is the drinking water quality regulator and enforces
the Drinking Water Regulations. The EPA audits Irish Water’s monitoring to ensure it is fit for
purpose. Where there is a drinking water quality failure, the EPA oversees Irish Water’s
investigation and actions to address the failure.
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 2016 Framework looked at five metrics relating to compliance with the drinking water
parameters, including the broad metrics of ‘overall microbiological compliance’62 and ‘overall
chemical compliance’63:

61

http://www.irishstatutebook.ie/eli/2014/si/122/made/en/print
Note that E. coli compliance is a sub-set of overall microbiological compliance
63
Note that lead and trihalomethane compliance are sub-sets of overall chemical compliance
62
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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. In 2015, the Government published the
National Strategy to Reduce Exposure to Lead in Drinking Water 64. Irish Water subsequently
published its Lead in Drinking Water Mitigation Plan65 which provides a detailed framework of
measures to effectively address lead in drinking water.

5. Trihalomethane compliance.
Trihalomethanes are a group of compounds which are formed when organic matter in water reacts
with chlorine used in the disinfection process.
In its consultation paper, the CRU proposed to retain all five metrics as set out in the 2016
Framework.

Consultation Responses
In response, Irish Water noted that the microbiological category comprises of only two parameters:
E. coli and Enterococci. Irish Water recommended that the CRU consider discontinuing a separate
E. coli compliance metric, as this is already accounted for in the overall microbiological compliance
metric. However, in response to the CRU’s proposed targets, Irish Water set out some new
monitoring requirements it expects arising from the revised EU Drinking Water Directive, which
include the number of Enterococci tests to increase from around 1,000 tests per year to about
8,000 tests. Irish Water stated that it is currently unclear to Irish Water if the inclusion of these tests

64
65

National Strategy to Reduce Exposure to Lead in Drinking Water, June 2015
Lead in Drinking Water Mitigation Plan, Irish Water, 2016
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will have a positive or negative impact in the overall compliance rate, but ultimately there is a
possibility it will impact upon it in its view.

CRU Decision
Further to consideration of consultation responses, the CRU has decided to monitor the five
parameters as set out in the consultation paper and to include monitoring of the Enterococci
parameter under the Framework. This will provide a comprehensive overview of performance in
this area. It will also provide full visibility of performance in relation to both E. coli and Enterococci
which are important health indicators of drinking water quality. This approach will also help reveal
if there are any impacts on compliance levels due to the increased testing under the Drinking Water
Directive once implemented, as noted in Irish Water’s response to the consultation. It will provide
clear information to all stakeholders regarding areas where performance merits improvement to
support targeted, efficient investment.

3.4.2.1 Drinking Water Quality Targets
CRU Decision:
•

Irish Water is to target a minimum level of compliance under each of the following
parameters by end 2024:
o Microbiological – 99.9%
o E. coli – 99.9%
o Enterococci – 99.9%
o Chemical – 99.9%
o THM – 99.0%
o Lead – 98.48%

Background and Consultation
The EPA’s Drinking Water Quality for Public Supplies 2019 Report66, 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

66

The EPA Drinking Water Quality in Public Supplies 2019
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10 µg/l, was 97.81% in 2019. Figure 18, 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 18: 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 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 the required
level of service in each case. Therefore, the CRU proposed the following targets across each of
the five drinking water quality parameters for 2020 to 2024 in its consultation paper:

Figure 19: Drinking Water Quality – Proposed Targets
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The CRU proposed that Irish Water maintains microbiological and E. coli compliance at a minimum
of 99.9% from 2020 to 2024. The consultation paper also provided that, 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 a minimum 99.9% under
chemical compliance by 2024.
The CRU also 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 its Lead in Drinking Water
Mitigation Plan67. Here, 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, hence the CRU proposed interim annual targets.
Finally, the CRU proposed that Irish Water continue its trend in increasing compliance under the
trihalomethane parameter to reach 99% compliance here by 2024.

Consultation Responses
An Fóram Uisce welcomed the target of 99.9% microbiological compliance and noted that the 99.9%
chemical compliance target requires significant lead and THM improvements. An Fóram Uisce also
stated that the recast Drinking Water Directive68, although not in play yet, should be reflected in the
Framework.
In its response Irish Water noted the potential impact of the expected changes to the Drinking
Water Directive on Irish Water’s compliance, including the introduction of 8 new chemical
parameters, the compliance level for lead to change from 10µg/L to 5µg/L and the increase in
Enterococci tests from around 1,000 to around 8,000 per year. In that context Irish Water stated
that it may not be appropriate to set targets based on previous Irish Water performance or previous
Irish legislative requirements should the monitoring requirements of the Directive be implemented
in 2022 or 2023. In its addendum to response, Irish Water considered that targets should, at a
minimum, be reviewed once transposition of the Drinking Water Directive is complete.
In responding to the consultation, the EPA emphasised that there is a statutory requirement for
Irish Water to achieve full compliance with the drinking water parametric values as set out in the
European Union (Drinking Water) Regulations 2014, as amended. The EPA considered that while
the CRU’s proposed targets are an improvement on current levels of performance and represent

67

Irish Water Lead in Drinking Water Mitigation Plan
The revised Drinking Water Directive was formally adopted by the EU Parliament on December 16th
2020, and will enter into force and January 12th 2021. Member states will have two years to transpose the
Directive.
68
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progress, they remain below what is legally required and the CRU should take this into account
when considering performance returns from Irish Water.

CRU Response
The CRU notes that work to review and revise the Drinking Water Directive commenced a number
of years ago with the proposal for the revised Directive published in February 2018. 69 There has
been visibility of that process and of the evolution of thinking and key areas of revision in the period
to formal adoption at the end of 2020. In addition, for a number of the changes in the revised
Directive, lead in time is provided before the requirements take effect. For example, the compliance
level for lead to change from 10µg/L to 5µg/L will come into effect in 2036. The CRU does not think
that it is necessary to reduce targets in relation to compliance with drinking water parameters for
the RC3 period in that context.
The CRU acknowledges the legally binding nature of the Drinking Water Regulations. In setting
out the proposals in the consultation paper the CRU took account of Irish Water’s compliance
levels and planned investment during the RC3 period. However, the CRU considers these targets
to be the minimum requirements for Irish Water to achieve by the end of the period, noting the
need for full compliance with the Regulations.

CRU Decision
On consideration of these responses, the CRU has decided to maintain the targets as set out in
the consultation paper with the inclusion of a new target for the Enterococci parameter (see Table
2 below). By 2024, Irish Water should achieve 99.9% compliance under the microbiological, E.
coli, Enterococci70 and chemical parameters, 99.0% compliance under the THM parameter, and
98.48% compliance under the lead parameter as a minimum. The CRU will track Irish Water’s
annual progress to the 2024 targets.

69

Proposal for a Directive of the European Parliament and of the Council on the Quality of Water Intended
for Human Consumption (Recast), Brussels 1.2.2018, COM(2017) 753 Final
70
Since 2014, Irish Water performance under this parameter has fluctuated between 99.4% and 99.9%.
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Table 2: Drinking Water Quality Parameter Targets 2024

Parameter

Performance 2019

Target 2024

Microbiological compliance

99.91%

99.9%

E. coli compliance

99.93%

99.9%

Enterococci compliance

99.8%

99.9%

Chemical compliance

99.6%

99.9%

THM compliance

96.1%

99.0%

Lead compliance

97.81%

98.48%

3.4.3 Boil Water Notices and Drinking Water Restriction Notices
CRU Decision:
•

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

Background and Consultation
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 notice71.
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.

71

Drinking water restriction notices are also referred to as ‘Do Not Consume’ or ‘Do Not Use’ notices.
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In 2016, the CRU decided that it would monitor the number of supplies on boil water notices for
greater than 200 days and that it would monitor all supplies on a drinking water restriction notice.
Subsequently, the CRU decided to also monitor all supplies on boil water notices and drinking
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 short-term (in place for less than 30 days) and longterm (in place for greater than 30 days). Where a notice is imposed for greater than 30 days, it
indicates 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.
The CRU consulted on changing this metric to monitor only the number of long-term boil water
notices and drinking water restriction notices during the year i.e., those in place for greater than
30 days.

Consultation Responses
In response to this consultation, the EPA welcomed the CRU’s proposal to align reporting with that
of the EPA’s metrics relating to notices.
An Fóram Uisce noted it is important for the CRU to continue monitoring these notices, including
the number of notices issued, the time period of the notice and the number of customers impacted
by the notices. An Fóram Uisce considered that 30 days is a long time for customers to be
inconvenienced but recognised that it would give Irish Water enough time to resolve issues.

CRU Decision
Further to the consultation process, the CRU has decided to monitor the number of boil water
notices and drinking water restriction notices that are imposed for greater than 30 days, along with
the population impacted by these notices, as set out in the consultation paper. This is reflective of
the fact that, as Irish Water continues to invest 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 informed 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.
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3.4.3.1 Boil Water Notices and Drinking Water Restriction Notices Targets
CRU Decision:
•

Irish Water is to target 0 supplies served on Boil Water Notices and on Drinking
Water Restriction Notices for greater than 30 days from 2022-2024

Background and Consultation
As reported in the EPA’s Drinking Water Quality for Public Supplies 2019 Report, 59 of the boil
water notices issued during the year remained in place for over 30 days.72
Figures 20 and 21, 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 targeted completing work on this scheme by the end of
2020, which has since been completed.

Figure 20: Population Impacted by Long-Term Boil Water Notices (2017 to 2019)

72

The EPA Drinking Water Quality in Public Supplies 2019. This figure includes four small supplies for which
clarification over responsibility is required. Irish Water does not report to the CRU on any such supplies.
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Figure 21: Population Impacted by Long-Term Drinking Water Restriction Notices
(2017 to 2019)

The CRU consulted on 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 target
date would allow for work to be completed at sites where a long-term boil water notice was still in
place in 2020.

Consultation Responses
Both An Fóram Uisce and the EPA agreed with the targets as set out in the consultation paper.
Irish Water stated in its response that these notices are necessary to protect public health and, in
some cases, may take longer than 30 days to resolve. For example, in cases where the root cause
of the notice is not an operational issue, Irish Water might require planning permission or the
purchase of land in order to resolve the issue which could exceed 30 days. While Irish Water
maintained that it strives to ensure no public supply is subject to a notice, it stated that setting a
target of 0 notices for a water services utility less than 10 years in operation to be completely
unreasonable. Finally, Irish Water stated that lifting of a notice must be agreed with the HSE
through a consultative process. Depending on what gave rise to the notice, Irish Water noted that
the HSE may wish for a period of time to elapse before being satisfied that the notice can be lifted.
Hence, it might not be feasible, or indeed legal, for Irish Water to lift a notice within 30 days in order
to meet targets set by the CRU under the Framework.
In its addendum to response to consultation, Irish Water suggested a target of 0 boil water notices
or drinking water restriction notices for greater than 30 days by end 2024. However, it reiterated
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here that it deems 30 days to be unrealistic in cases where the root cause may require upgraded
infrastructure, that the target of 0 is not used by UK utilities, and that, given the HSE consultative
process, it may not be feasible to lift a notice within 30 days.

CRU Response
The CRU agrees with Irish Water that boil water notices and drinking water restriction notices are
necessary to protect public health. However, the CRU also considers that 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. In that context the CRU considers that 30 days is a reasonable timeframe
for Irish Water to react to the imposition of a boil water notice or drinking water restriction notice to
resolve the issue.

CRU Decision
Further to consideration of consultation responses, the CRU has decided to maintain the target of
0 homes or businesses impacted by a long-term boil water notice or drinking water restriction
notice by end 2021, as proposed in the consultation paper.
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3.5 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 Framework in 2016, the CRU determined that internal flooding – for
example where wastewater enters a domestic, business, commercial, industrial community and
public 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. Internal flooding 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. The metrics included in the 2016 Framework are discussed in turn
below.
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. Other jurisdictions also monitor the number
of flooding incidents which impact on roads and paths.
In response to the CRU’s consultation paper, Irish Water agreed that monitoring and reporting on
the sewer incident metrics as set out in the 2016 Framework would help to bring Irish Water’s
wastewater treatment plants and network up to a standard where they can be operated correctly,
safely and efficiently. It considered that data gathered through the sewer incidents metrics also
helps to identify areas of the sewerage network that need maintenance and/or replacement in
order to mitigate against flooding incidents. Over time, this data will assist Irish Water in its duties
in improving and maintaining the system so that it is capable of coping with drainage requirements
and can effectively handle sewer loads in each area.
Another respondent suggested a new metric be included under in this category relating to the
number of interruptions to essential infrastructure, such as primary transport and utilities, due to
sewer incidents. This metric would monitor when sewer incidents impact, for example, bike lanes
or public transport lines.
On consideration of consultation responses, the CRU has decided that Irish Water is to report on
the number of internal sewer incidents as per the 2016 Framework. Each of these metrics and the
associated target-setting during the period is taken in turn below.
Further to discussions with Irish Water during the consultation process, the CRU understands that
Irish Water is in a position to record both internal and external sewer incidents. On this basis and
given one respondent’s suggestion that sewer incidents that impact on primary transport should
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be monitored, the CRU will also introduce 3 new external sewer incidents to align with the internal
incidents sub-metrics: overload, other causes, and properties at risk. This alignment is also
reflective of how external sewer incidents are monitored elsewhere (Northern Ireland, Scotland).
The CRU will require Irish Water to begin reporting on the external sewer incidents metrics during
the RC3 period and to establish a baseline performance by the end of the period so that targets
can be set for RC4. The CRU will also engage with Irish Water when it first reports under these
new metrics to understand how different types of incidents are recorded, such as the external
flooding of properties, flooding of roadways, flooding of public transport, etc.
Further to its decision, the CRU has also clarified the names of all sewer incidents metrics below
to reflect the new additions.

3.5.1 Internal Sewer Incidents (Overload)
CRU Decision:
•

The CRU will monitor the number of properties affected by incidents where
wastewater enters a building due to the overload of a sewer

Background and Consultation
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 the 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.

Consultation Responses
One respondent to the consultation noted some additional information was missing from the CRU’s
consultation paper, including reference to basement flooding from combined network and
reference to instances where the combined network is at capacity and the pipe surcharges the
manhole (which is less common).
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As set out above, Irish Water considered monitoring the sewer incidents metrics as set out in the
2016 decision to be useful for Irish Water and as a measure of performance under the Framework.

CRU Decision
The CRU appreciates one respondent’s input of examples of internal sewer incidents captured
under this metric. Further to the consultation process, the CRU has decided to monitor this metric
as set out in the consultation paper.

3.5.1.1 Internal Sewer Incidents (Overload) Targets
CRU Decision:
•
•
•

Irish Water is to target reporting under this metric for the first time in 2021 (2020 data)
Irish Water is to target establishing a baseline performance in 2022
The CRU will set targets under this metric to end 2024 once baseline performance
has been established

Background and Consultation
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 internal and external flooding of wastewater 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
regarding its network in the context of capital investment planning 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. In that context,
the CRU consulted on requiring Irish Water to establish a baseline performance by the end of
2022.
In the interim to a baseline performance, the CRU consulted on Irish Water targeting its operational
and maintenance activities so that incidents of internal flooding resulting from overloaded sewers
is between 0 and 1 property per 10,000 connected properties by the end of 2024. This would bring
Irish Water in line with the performance of NI Water and Scottish Water. The CRU also proposed
that this target will be reviewed next year when Irish Water first reports under the metric and again
after the second and third reporting cycles.
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Figure 22: Internal Sewer Incidents (Overload) - NI Water and Scottish Water Comparison

Consultation Responses
In response to the consultation, An Fóram Uisce stated that moving targets towards NI
Water/Scottish Water standards by 2024 was appropriate.
Irish Water disagreed with the CRU setting targets based on NI Water and Scottish Water
performance. Irish Water concluded that NI Water and Scottish Water are at a different stage, and
single entities cannot be readily compared to Irish Water’s SLA model of service delivery. Irish
Water considered that to enable effective benchmarking, once transition to the SPU is complete,
it would need to understand Scottish Water and NI Water inclusions or exceptions to their incident
reporting to determine how it might align with Irish Water’s approach. Clear definitions concerning
the terminology applied and comparator regulatory reporting requirements would be needed. In its
addendum to response, Irish Water maintained that the CRU should wait until the metric is
implemented before setting targets.

CRU Response
Further to the consultation process, the CRU agrees with Irish Water’s response to wait until the
metric is implemented before setting targets as the CRU cannot determine the appropriateness of
such targets in the absence of data from Irish Water.
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CRU Decision
On consideration of consultation responses, the CRU has decided to set Irish Water a target to
first report under this metric in 2021 and establish a performance baseline by the end of 2022, as
set out in the consultation paper. The CRU will then review target-setting under this metric when
Irish Water establishes a baseline performance. The CRU will consider the performance of Irish
Water and the targeted and actual performance of water companies in other jurisdictions (Northern
Ireland, Scotland) to inform these targets. In the interim, Irish Water is to target its operational and
maintenance activities so that incidents of internal flooding resulting from overloaded sewers
trends downwards to 2024.

3.5.2 Internal Sewer Incidents (Other Causes)
CRU Decision:
•

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

Background and Consultation
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.
The CRU consulted on requiring Irish Water to report on sewer incidents under the overall ‘other
causes’ heading and to also provide the breakdown of those causes.

Consultation Responses
One respondent agreed with this metric given that it will assess how the network is functioning and
how well it is being maintained. This respondent noted its view of some factors impacting o and
Irish Water’s performance under this metric such as siltation, lack of sewer cleaning.
Irish Water’s response to the consultation stated it would anticipate that other causes would be
reported under the Framework in the following categories: blockages, pipe collapses and
equipment failure. Irish Water also raised that it would have to capture other issues under this
metric that may fall outside the above categories in terms of reporting, thus what Irish Water counts
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on the system and what it reports under the Framework may be different. These issues include
third party damage, foreign objects illegally dumped into the sewer network or vandalism.

CRU Response and Decision
On consideration of consultation responses, the CRU has decided that Irish Water is to report on
this metric under the overall ‘other causes’ heading and to provide a breakdown of those causes,
as set out in the consultation paper. The CRU considers Irish Water’s proposed categories –
blockages, pipe collapses and equipment failure – to be appropriate for reporting. Given Irish
Water’s response, the CRU also requires that Irish Water provides the number of incidents that
occur as a result of other factors in its annual submission.

3.5.2.1 Internal Sewer Incidents (Other Causes) Targets
CRU Decision:
•
•
•

Irish Water is to target reporting under this metric for the first time in 2021 (2020 data)
Irish Water is to target establishing a baseline performance in 2022
The CRU will set targets under this metric to end 2024 once baseline performance
has been established

Background and Consultation
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 consulted on requiring Irish Water to establish a baseline of performance by the end of
2022 and on setting an interim target where Irish Water should ensure incidents of internal flooding
is below 2.5 properties per 10,000 connected households by the end of 2024. This target would
be in line with performance of comparable utilities during a similar time since regulation began.
Again, the CRU consulted on reviewing that target next year when Irish Water first reports under
the metric and again after the second and third reporting cycles.
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Figure 23: Internal Sewer Incidents (Other Causes) - NI Water and Scottish Water
Comparison
Consultation Responses
In response to the consultation, An Fóram Uisce found that the requirement to establish a baseline
performance by 2022 was fair but maintained that targets should be set in line with comparable
utilities by 2024.
Irish Water raised concerns with the proposed targets, referring to the Irish Water operational
model (reliant on the SLA with 31 LAs) and its relatively early stage of development which it
considers do not allow for comparison to water companies in neighbouring jurisdictions. Irish
Water considers there are limitations in its abilities under this metric as at present, specifically in
relating to blockage management, as there are different work regimes across different LAs. It
stated that the transition to an SPU will facilitate a more pro-active approach to blockage
management in Ireland.

CRU Response and Decision
On consideration of consultation responses, the CRU has decided to set Irish Water a target to
establish a performance baseline by the end of 2022 as set out in the consultation paper. The CRU
has decided not to set a defined target at this time as the CRU cannot determine the
appropriateness of such a target in the absence of data from Irish Water. The CRU will review
target-setting under this metric when Irish Water establishes a baseline performance. The CRU
will consider the performance of Irish Water and the targeted and actual performance of water
companies in other jurisdictions (Northern Ireland, Scotland) when setting this target. In the interim,
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Irish Water is to target its operational and maintenance activities so that incidents of internal
flooding resulting from other causes trends downwards to 2024.

3.5.3 Internal Sewer Incidents (Properties at Risk)
CRU Decision:
•

The CRU will monitor the number of properties considered to be at risk of having
wastewater enter their premises, caused by overload (banded approach)

Background and Consultation
In the 2016 Framework, the CRU included a metric 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.
In its consultation, the CRU proposed not to change this metric.

Consultation Responses
An Fóram Uisce agreed with the CRU proposal to continue monitoring this metric. Irish Water also
agreed with the monitoring of properties ‘at risk’ of sewer incidents but suggested an amended
version of reporting, namely a banded approach in line with UK reporting.
Another respondent noted that the priority should be properties which flood every year and Irish
Water should be working to less frequent return periods. It also noted the difference between
sewerage flooding and pluvial flooding due to local lack of drainage. Overall, it considered the
metric to be a good idea noting that Scottish Water looks at this, noting that it also includes funding
for property owners.
Irish Water suggested that the metric should be amended in order to better align with the UK
approach on risk. Irish Water proposed the removal of the reference to ‘once in 10 years’ and to
include properties banded within risk levels. Within the England and Wales utilities, there are
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separate registers for internal and external flooding. Each register is split showing the risk of
flooding twice in ten years (2:10), once in ten years (1:10) and once in twenty years (1:20). The
1:20 years register, generally used to record properties flooded for the first time, has been
introduced recently whereas the 2:10 years and 1:10 years registers have been in place for many
years. Irish Water set out that it would like to engage further with the CRU during to discuss this
‘banded risk’ approach and any proposed RC3 targets for this metric.

CRU Response
Further to discussions with Irish Water during the consultation process, the CRU agrees with Irish
Water’s position to report using a banded approach method.

CRU Decision
On consideration of consultation responses, the CRU has decided to continue monitoring this
metric and will align to the banded approach as set out by Irish Water during the consultation
process. This banded approach will report on the properties at risk of internal flooding twice in ten
years, once in ten years, once in twenty years and once in greater than twenty years (i.e., 2:10,
1:10, 1:20, 1:20+).
Further to the consultation process, the CRU has also decided to clarify the name of this metric to
‘properties at risk’ to better reflect what it monitors.

3.5.3.1 Internal Sewer Incidents (Properties at Risk) Targets
CRU Decision:
•
•

Irish Water is to provide an estimate of the number of properties at risk of internal
sewer flooding in its next submission under the Framework
The CRU will engage with Irish Water in 2022 to understand Irish Water’s approach
to mitigating the risk faced by those properties, in advance of setting targets for
reducing the numbers.

Background and Consultation
Irish Water has not yet reported under this metric. In its consultation paper, the CRU proposed to
set 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 Framework.
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Consultation Responses
In response to the consultation, An Fóram Uisce considered that the CRU should monitor and set
targets in due course.
Another respondent considered that there would be no point setting a target if all that is done is
that the properties are noted on a register.

CRU Response
The CRU clarifies here for a respondent that targets will be set in future regarding this metric set
to incentivise the reduction of the number of properties at risk on the register.

CRU Decision
Further to consideration of consultation responses, the CRU has decided to require Irish Water to
provide an estimate of the number of properties at risk of sewer flooding in its next submission
under the Framework. 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.

3.5.4 External Sewer Incidents (Overload)
CRU Decision:
•

The CRU will monitor the number of external flooding incidents due to the overload of
a sewer

Background and CRU Decision
As set out above, this metric was not included in the CRU’s consultation paper. However, one
respondent to the consultation suggested that a new metric should be included relating to the
number of interruptions to essential infrastructure, such as primary transport and utilities, due to
sewer incidents. This metric would monitor when sewer incidents impact, for example, bike lanes
or public transport lines.
Further to the consultation process, the CRU understands that Irish Water is in a position to record
both internal and external flooding incidents due to the set-up of its internal reporting systems.
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Given the above, the CRU has decided to include 3 new sub-metrics to monitor external sewer
incidents. These sub-metrics will be aligned to that of internal sewer incidents through reporting
under each of the following headings: overloaded, other causes, and properties at risk. This
alignment also reflects how external sewer incidents are reported in other jurisdictions (Northern
Ireland, Scotland).
Under this new metric the CRU will monitor the number of external flooding events because sewer
is overloaded. As stated above, the CRU will engage with Irish Water when it first reports under
this new metric to understand how different types of incidents are recorded, such as the external
flooding of properties, flooding of roadways, flooding of public transport, etc.

3.5.4.1 External Sewer Incidents (Overload) Targets
CRU Decision:
•
•

Irish Water is to begin reporting under this metric during the RC3 period.
Irish Water is to target establishing a baseline of performance by 2024.

CRU Decision
In line with its decision on the minutes of lost supply metric under Interruptions to Supply and with
the Compliance with Emissions Limit Values metric, the CRU has decided that Irish Water is to
begin reporting under this metric during RC3 and to establish a baseline performance by the end
of the period. The CRU will review target-setting under this metric for the RC4 period when Irish
Water has established a performance baseline.

3.5.5 External Sewer Incidents (Other Causes)
CRU Decision:
•

The CRU will monitor the number of external flooding incidents caused by equipment
failure in a sewer, blockage or collapse of a sewer

CRU Decision
As set out above, this metric was not included in the CRU’s consultation paper. However, further
to the consultation process and responses received, the CRU has decided to include a new metric
to monitor external sewer incidents as a result of other causes.
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Under this metric the CRU will monitor the number of external flooding events because of a failure
of the sewer such as equipment failure, sewer collapse or as a result of operational failure. Sewer
blockages are another potential cause 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.
In line with its decision under internal incidents, the CRU requires Irish Water to report on sewer
incidents under the overall ‘other causes’ heading and to provide the breakdown of those causes.
As stated above, the CRU will engage with Irish Water when it first reports under this new metric
to understand how different types of incidents are recorded, such as the external flooding of
properties, flooding of roadways, flooding of public transport, etc.

3.5.5.1 External Sewer Incidents (Other Causes) Targets
CRU Decision:
•
•

Irish Water is to begin reporting under this metric during the RC3 period.
Irish Water is to target establishing a baseline of performance by 2024.

CRU Decision
As set out above, the CRU has decided that Irish Water is to begin reporting under this metric
during RC3 and to establish a baseline performance by the end of the period. The CRU will review
target-setting under this metric for the RC4 period when Irish Water has established a performance
baseline.

3.5.6 External Sewer Incidents (Properties at Risk)
CRU Decision:
•

The CRU will monitor the number of properties considered to be at risk of external
sewer incidents, caused by overload (banded approach)

CRU Decision
As set out by Irish Water in its response to the Internal Sewer Incidents (Properties at Risk) metric,
within the England and Wales utilities, there are separate registers for internal and external
flooding. Each register is split showing the risk of flooding twice in ten years (2:10), once in ten
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years (1:10) and once in twenty years (1:20). The 1:20 years register, generally used to record
properties flooded for the first time, has been introduced recently whereas the 2:10 years and 1:10
years registers have been in place for many years.
Given the above, the CRU has decided to align reporting under this metric to that as decided on
above in Section 2.6.3 Internal Sewer Incidents (Properties at Risk). Here, Irish Water is required
to report under this metric using the banded approach method as suggested by Irish Water in its
response to the CRU’s consultation. This banded approach will report on the properties at risk of
external flooding twice in ten years, once in ten years, once in twenty years and once in greater
than twenty years (i.e., 2:10, 1:10, 1:20, 1:20+).

3.5.6.1 External Sewer Incidents (Properties at Risk) Targets
CRU Decision:
•

Irish Water is to provide an estimate of the number of properties at risk of external
sewer flooding during the RC3 period

CRU Decision
In line with its decision on targets for other sewer incidents metrics, the CRU will require Irish Water
to provide an estimate of the number of properties at risk of external sewer flooding during the RC3
period. The CRU will 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 for the RC4
period.
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3.6 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.

3.6.1 Incidents Relating to Wastewater
CRU Decision:
•
•

The CRU will monitor the number of incidents resulting from wastewater collection
and treatment activities, broken down by category
The CRU will monitor the number of recurring incidents, broken down by category

Background and Consultation
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) classifies73 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.

A recurring incident is one that is likely to recur until the underlying cause of the incident is resolved.
Incidents are categorised from 1 (minor) to 5 (catastrophic) depending on the potential impact to
the receiving environment and/or human health.

73

The EPA Urban Waste Water Treatment in 2018. Appendix H: Environmental Incidents.
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In the consultation paper on the review of the Framework, the CRU proposed to continue
monitoring this metric as set out in the 2016 Framework.

Consultation Responses
In its response to the consultation, Irish Water agreed with the CRU’s proposal to continue
monitoring this metric. Irish Water also suggested that in the next report under the Framework it
should continue to report on the number and type of new recurring incidents only to ensure
alignment with EPA reporting.
In response to the consultation, one respondent encouraged the register of both one-off events
and recurring events broken down by category, such as rainfall, pumps failure, capacity issues, or
other plant malfunctions. This respondent also questioned if there could be value in asking that a
register of incidents by category be immediately notified to the local authority as the relevant
authority monitoring the environmental compliance.
This respondent raised disappointment in the lack of combined sewer overflows 74 monitoring
targets. It noted that there are thousands of recurring incidents related to CSOs every year and it
considered that few, if any, of these are working satisfactorily thus it’s highly unlikely that most of
these discharges comply with the requirements of the discharge licence. However, this respondent
acknowledged that it would require significant investment for Irish Water to be able to tell when
each individual CSO was spilling and could not be certain that the benefit of knowing this would
outweigh the cost. This respondent also noted there was no mention of the separation of combined
sewers as a policy, or in introducing sustainable drainage systems (SuDS) or green infrastructure
in highly urbanised areas to reduce the loading on the combined sewer network.
Finally, one respondent expressed the view that the CRU should set a target and monitor the
incidents at designated bathing waters during the bathing season resulting from wastewater
collection and treatment activities. Separately, An Fóram Uisce noted the issue of closures of
bathing water sites during 2020 in its response under the Agglomerations with no treatment metric.
An Fóram Uisce noted that its investigation revealed that 4 of the 5 sites closed during that year
were as a result of wastewater discharges or poor network conditions resulting in overflows. An
Fóram Uisce considered that this is therefore a public health issue and needs to be addressed with
the utmost priority.

74

Referred to by Irish Water as storm water overflows (SWOs)
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CRU Response
The CRU disagrees with Irish Water’s suggestion to only monitor new recurring incidents as this
does not align with the EPA’s reporting. The EPA monitors and reports on all recurring incidents
that remain open at the end of the year, not just those that are new. The CRU will continue to
require Irish Water to align its reporting to both regulators and report on all recurring incidents open
at the end of each year.
The CRU notes that the EPA provides further information on incidents in its Urban Waste Water
Treatment reports75. For example, in its Urban Waste Water Treatment Report 201876, the EPA
noted the percentage of recurring incidents that were caused by the following four categories: lack
of sufficient treatment capacity, operation and management of the treatment plant, issues with the
wastewater collection system, and miscellaneous issues, such as adverse weather. As this metric
is aligned with the EPA’s classification of incidents and, therefore, matters reported to the EPA by
Irish Water in that context, information regarding the reasons for incidents is available. The CRU
will continue to include information from, or point to, the EPA’s reports in its annual reports under
the Framework.
The CRU considers that Irish Water should be co-operating and communicating appropriately as
necessary with local authorities and other relevant stakeholders given their respective remits in
relation to this matter. Further to this, the CRU understands that, in addition to notifying the EPA,
wastewater discharge authorisations issued by the EPA also require Irish Water to notify other
stakeholders, including local authorities, of incidents when they occur.
In relation to one respondent’s concerns regarding incidents related to wastewater that occur as a
result of storm water overflows (SWOs) – referred to by the respondent as CSOs – the CRU
understands that any of these occurrences that satisfy the EPA’s definition of an incident would be
captured as part of the monitoring under this metric i.e., any occurrence with the potential for
environmental contamination or requiring an emergency response. Therefore, the CRU’s targets
under this metric (set out in section 3.6.1.1 below) do capture these incidents. However, the CRU
is also aware that most storm water overflow outfalls are not fitted with event monitors to record
when an overflow occurs. The CRU understands that Irish Water is taking a risk-based approach
to fit event duration monitors on storm water overflow outlets, for example those discharging in the
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The EPA’s Urban Waste Water Treatment Annual Reports are available at:
https://www.epa.ie/publications/monitoring--assessment/waste-water/
76
The EPA Urban Waste Water Treatment in 2018
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vicinity of bathing waters, shellfish waters and drinking water abstractions, and that the EPA is
tracking Irish Water’s performance in relation to this.
Regarding SuDs, the CRU notes that under Irish Water’s Code of Practice for Wastewater
Infrastructure: Connections and Developer Services77 which states that developer shall provide
separate wastewater and storm water drainage systems for any new developments in both
greenfield and brownfield sites, noting that the utility does not have responsibility for storm water
drainage systems which are the responsibility of local authorities. It is Irish Water’s policy not to
accept storm water runoff into its network. In very exceptional circumstances, where there is no
other outlet for storm water and the developer can prove to Irish Water that they have exhausted
all other options, discharge of storm water to a combined sewer may be allowed, subject to the
approval of Irish Water. Where wastewater and storm water sewer systems from a new
development area are allowed by Irish Water to be connected to an existing Irish Water combined
sewer, the new wastewater sewer and storm sewer systems shall be separated within the
development and may only be connected together immediately prior to the connection point to the
existing Irish Water Network. Irish Water, in this instance, shall also be consulted on the design of
the Sustainable Urban Drainage System (SUDS) for the storm sewer network and its
recommendations in relation to the acceptance levels of additional storm water to its sewer network
shall be taken into account.
The question of the treatment of the costs arising from the separation of combined sewers under
the CRU’s economic regulatory framework has been set out previously. In its submission to the
CRU regarding the second interim revenue control period – originally 2017-2018 but subsequently
extended to include 2019 – Irish Water requested that expenditure on new storm water sewer
assets arising from the separation of combined sewers be included in Irish Water’s regulated asset
base (RAB). In accepting that the separation of combined sewers may provide enduring benefits
to Irish Water’s customers by reducing the load on Irish Water’s wastewater treatment plants, the
CRU decided to allow efficient costs associated with this category of investment to be added to
Irish Water’s RAB, including expenditure on assets that are ultimately transferred to local
authorities. For relevant expenditure to be added to the RAB in such cases, Irish Water must
demonstrate to the CRU that sewer separation is economically and technically viable, offers the
most cost-effective solution for Irish Water’s customers and represents an efficient means of
meeting Irish Water’s service objectives. Here, the CRU decided that, in such cases, to avoid Irish
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Code of Practice for Wastewater Infrastructure: Connections and Developer Services - Design and
Construction Requirements for Self-Lay Developments, Irish Water, July 2020 (Revision 2)
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Water being compensated twice, any increases in the RAB must be net of any capital grants or
contributions from local authorities or other sources towards the cost of the storm water sewers 78.
The CRU notes the concerns raised by respondents regarding incidents at designated bathing
waters as a result of wastewater discharges. The CRU considers that the overall number of
incidents relating to wastewater should be reduced within the RC3 period and it is a matter for Irish
Water to prioritise areas at risk and target its investments appropriately. The CRU notes that the
EPA reports on instances where wastewater discharges are a contributing factor to poor quality
bathing waters in its annual Urban Waste Water Treatment reports.79
The EPA also reports on the number of bathing water pollution incidents reported by local
authorities during the bathing season that are linked with wastewater discharges. A bathing water
pollution incident is any event with the potential to cause a temporary decline in bathing water
quality. Local authorities take a precautionary approach when reporting such incidents, meaning
not all incidents result in an actual decline in water quality. This precautionary approach is taken
to protect bathers’ health.

CRU Decision
Further to the consultation process, the CRU has decided to continue monitoring this metric as
previously included in the 2016 Framework. This will include the monitoring the number of incidents
during the year resulting from wastewater collection and treatment activities and the number of
recurring incidents open at the end of the year, each broken down by category to align with the
EPA’s monitoring and reporting here.

3.6.1.1 Incidents Relating to Wastewater Targets
CRU Decision:
•

•

Irish Water is to target reducing the number of incidents over the period so that by the
end of 2024:
o Less than 345 one-off incidents occur
o Less than 98 recurring incidents occur
Irish Water is also to target 0 Category 3-5 incidents for each of the years 2020-2024
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Irish Water Second Revenue Control 2017-2018 Decision Paper, CER/16/242, December 12th, 2016
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The EPA Urban Waste Water Treatment in 2019
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Background and Consultation
In its Urban Waste Water Treatment in 2019 report80, the EPA reported that 15% of the recurring
incidents in 2019 and 45% 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.
Furthermore, 70% of the recurring incidents in 2019 were reported as caused by a lack of treatment
capacity at the plant and are likely to require longer timeframes to solve.
The CRU’s proposed targets set out in its consultation paper, and outlined below, were based on
consideration of the required timelines to deliver capital interventions and the premise that Irish
Water should be targeting 0 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 proposed targets saw the overall number of incidents, both one-off and recurring, more than
halve during the RC3 period.

Figure 24: Number of One-off Incidents Relating to Wastewater During the Year

80

The EPA Urban Waste Water Treatment in 2019
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Figure 25: 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
Within the overall target reduction of incidents relating to wastewater, outlined above, the CRU
proposed that Irish Water should be targeting 0 incidents within Categories 3, 4 or 5 during RC3.

Consultation Responses
In response to the consultation paper, An Fóram Uisce stated it was important that Irish Water
aims to meet the CRU’s proposed targets because of the negative impacts of incidents relating to
wastewater.
One respondent to the consultation considered the proposed targets appeared ambitious given
the current level of investment.
The EPA noted the targets proposed by the CRU and highlighted that it may be difficult to set
specific figures for the annual reduction in the number of incidents. This is because some incidents
may be outside of Irish Water’s control, for example, storms disrupting power supply can cause a
significant increase in once-off events. Irish Water also concluded in its response to the CRU that
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it is difficult to forecast incident numbers or apply targets as these incidents, by their nature,
predominantly occur due to unforeseen circumstances e.g., weather or drought issues. It stated
that, in 2019, nearly 20% of incidents were attributed to these unforeseen causes.
Irish Water questioned the basis and evidence for the CRU’s glidepath to 2024 targets. Irish Water
believes it is not a reasonable position if the CRU has based its 2020-2024 targets on the UK
Environmental Agency’s expectations for the 9 English water companies over AMP6 (sixth 5-year
cycle) and set out its reasons for this.
In its addendum to response to consultation, Irish Water suggested that one-off incidents be
identified, categorised and monitored during RC3 with a view to targets in RC4. This is due to
incident reporting methodology differing from that of the UK, thus making it difficult to compare.
For example, further to discussions during the consultation process, Irish Water highlighted that a
tanker load brought to a wastewater treatment plant could be classified as ‘incident’.
For recurring incidents, Irish Water suggested a target of 237 by the end of 2024. It outlined that
the 2020 outturn has increased to 24281 due to the emissions limit values changes in licenses, with
stricter limits at 100 wastewater sites, alongside national COVID-19 travel restrictions. Finally, it
agreed with the CRU’s target of 0 Category 3-5 incidents during the period.

CRU Response
The CRU accepts and understands the EPA’s note that unforeseen events may have an impact
on performance across a number of metrics. However, the CRU considers that targets should still
be set based on approved expenditure for the period and does not consider it appropriate to set
targets upfront based events that may not occur. As with all metrics, the CRU will consider the
extent to which relevant, unanticipated external factors beyond Irish Water’s control impacted on
Irish Water’s performance when carrying out its annual assessments based on evidence presented
by Irish Water where this arises.
In response to Irish Water’s statements, while the CRU did consider the UK Environmental
Agency’s targets in advance of publishing its own proposed targets for Irish Water, the CRU did
not base its targets on those set out by the Environmental Agency. As outlined in the consultation
paper, the proposed targets were based on the required timelines to deliver capital interventions,
for example, planned upgrades to wastewater treatment plants and wastewater networks. Targets
were also based on the premise that Irish Water should be targeting 0 incidents relating to the
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operation and management of its assets and that these issues can typically be resolved in shorter
timeframes. Thus, the CRU reflected a straight-line reduction of operational and management
issues during the period 2020-2024 in its proposed targets here.
The CRU disagrees with Irish Water’s suggestion to identify, categorise and monitor one-off
incidents during the RC3 period and not set targets as yet. The CRU aligns its definition with that
of the EPA and thus considers it sufficient to monitor and target performance against. The CRU
also highlights here that it did not propose Irish Water target 0 incidents during the period – the
CRU’s targets during the RC3 period do continue to allow for a number of incidents to occur, but
that Irish Water should strive to reduce this number over the period. The CRU also understands
from engagement with the EPA that tanker loads are not inherently classed as incidents unless
they are not managed appropriately by Irish Water, which the CRU considers appropriate to
monitor and target as part of this metric.
For recurring incidents, the CRU disagrees with setting Irish Water a target that is higher than its
2019 baseline performance i.e., aiming for worse performance after 5 years, and is concerned by
Irish Water’s proposal in this regard.

CRU Decision
Further to consideration of consultation responses, the CRU has decided to set targets under this
metric as outlined in the consultation paper. This reflects the expectation that the number of onceoff incidents to be below 345 and recurring incidents to be below 98 by the end of 2024. The CRU
is also setting Irish Water a target of 0 incidents occurring within Categories 3, 4 or 5 during the
RC3 period. The CRU considers these targets to be appropriate as they are based on Irish Water’s
investments as included in its approved capital Investment Plan and also based on the expectation
that Irish Water should put in place the relevant standard operating procedures such that the
number of incidents due to the operation and management of its plants is reduced.

3.6.2 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.
The 2016 Framework included two metrics here:

•
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•

agglomerations not compliant with the treatment and effluent quality standards of the
Urban Waste Water Treatment Directive (UWWTD)82.

The objective of the UWWTD is to protect the environment from the adverse effects of wastewater
discharges by setting out requirements in relation to the collection, treatment and discharge of
urban wastewater. In particular, the UWWTD sets specific treatment and effluent quality standards
for agglomerations above certain size thresholds. However, not all of the agglomerations served
by Irish Water fall under the UWWTD.
All of Irish Water’s wastewater discharges to the environment require 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.
In its consultation paper regarding the review of the Framework, the CRU proposed introducing a
new metric to capture a greater proportion of Irish Water’s activities:

•

Compliance with the Emission Limit Values for Urban Wastewater Licences

This CRU’s decision on this proposed new metric is outlined in Section 3.6.2.3 below.

3.6.2.1 Agglomerations with no Wastewater Treatment
CRU Decision:
•

The CRU will monitor the number of agglomerations with no treatment or preliminary
treatment only

Background and Consultation
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. Since this metric does
not provide an enduring performance commitment – once treatment is provided the metric falls
away – the CRU consulted on removing it from the Framework. In doing so, the CRU noted that
this output would continue to be monitored and reported on through the Investment Plan monitoring
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Urban Waste Water Treatment Directive , 91/271/EEC, May 21st, 1991
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that CRU carries out every year. It is also noted that the Framework is generally intended to be
outcome-focused, as opposed to monitoring discrete outputs that drive outcomes for customers.

Consultation Responses
In response to the consultation, An Fóram Uisce highlighted that urgent action is needed to
address wastewater issues. While it recognises that Irish Water has inherited significant
infrastructure deficits, and that expertise and capital investment is required to make the utility fit for
purpose, An Fóram Uisce recommended that all effort is made to resource Irish Water
appropriately to deliver on its infrastructural and operational objectives. An Fóram Uisce considers
that what is not measured is not counted, thus recognises it is important to monitor wastewater
discharges from small agglomerations to ensure there is no negative environmental impacts.
Irish Water stated that, while it acknowledged that the number of untreated agglomerations is
reported through other workstreams including the CRU’s annual capex monitoring, the discharge
of untreated wastewater is an environmental concern for a wide range of stakeholders across
Ireland. Irish Water highlighted that it continues to dedicate significant resources to eliminating
these discharges, and that these agglomerations have been a key driver in its investment plans to
date and will continue to be as part of RC3 2020-2024. Thus, Irish Water suggested the metric be
retained as part of the Framework given it is a key indicator of environmental performance.

CRU Decision
Further to consideration of the responses received at consultation, the CRU has decided not to
remove this metric from the Framework and to continue to monitor the number of agglomerations
with no wastewater treatment through both the Framework and the Investment Plan monitoring
until such time as treatment is provided at all remaining sites.

3.6.2.1.1

Agglomerations with no Wastewater Treatment Targets

CRU Decision:
•

Irish Water is to target 0 agglomerations with no treatment or preliminary treatment
only by end 2024, in line with the annual targets set out by the CRU below

Background
Between 2013 and 2019, Irish Water has completed work at 15 sites to reduce the number of
agglomerations with no wastewater treatment to 35.
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Figure 26: Agglomerations with No Treatment or Preliminary Treatment Only
As the CRU consulted on removing this metric from the Framework, the CRU did not include
proposed targets in its consultation paper. The CRU also received no responses relating to
potential targets under this metric.

CRU Decision
Irish Water’s Investment Plan 2020-2024, approved under the CRU’s RC3 decision, sets out how
many agglomerations Irish Water plans to remove from this list each year during the period of the
Plan. Therefore, the CRU has decided to set Irish Water’s annual targets under this metric based
on the approved RC3 capital Investment Plan. Based on the Investment Plan, the CRU expects
that there should be 0 wastewater agglomerations discharging untreated wastewater into the
environment by 2024 (see Figure 27 below). The CRU will monitor and report on Irish Water’s
performance under this metric against the profile of delivery in the Investment Plan (as per the
graph below).
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Figure 27: Agglomerations with No Treatment or Preliminary Treatment Only Targets

3.6.2.2 Compliance with the treatment requirements of the Urban Waste Water Treatment
Directive
CRU Decision:
•

The CRU will monitor the total number of agglomerations meeting the treatment
requirements of the Urban Waste Water Treatment Directive (UWWTD)

Background and Consultation
The UWWTD sets requirements for the collection and treatment of wastewater to protect the
environment, including the 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 UWWTD 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 UWWTD 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, not all of the
agglomerations served by Irish Water fall under the UWWTD.
In the consultation on the review of the Framework, the CRU updated the name of this metric from
Agglomerations not meeting the Urban Wastewater Treatment Directive standards to Compliance
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with the treatment requirements of the UWWTD as it considered this to be more reflective of the
measure.

Consultation Responses
Irish Water, An Fóram Uisce, and a third respondent agreed with the CRU’s proposal to continue
monitoring Irish Water’s compliance with the treatment requirements of the UWWTD. Irish Water
also noted and welcomed the CRU’s name change as it provides for a more appropriate measure
of performance.
An Fóram Uisce raised the fact that it has stated on many occasions that Irish Water has not
attended to wastewater infrastructure upgrades with the required urgency, which means that
Ireland is failing to meet UWWTD standards and River Basin Management Plan objectives. It
considers it extremely important for the CRU to monitor compliance with the UWWTD as failures
lead to deteriorated water quality in rivers and lakes and potentially downstream source waters.
An Fóram Uisce also encouraged Irish Water carry out more awareness programmes for front of
pipe solutions, such as the Think Before You Pour and Think Before You Flush campaigns. It
encouraged the CRU to include a metric in the Framework to monitor the positive benefits of the
awareness campaigns or stewardship programmes that Irish Water invests in.

CRU Response
The CRU agrees with An Fóram Uisce regarding the importance of such campaigns and the
positive benefits that should arise from sustained messaging and acknowledges An Fóram Uisce’s
proposals here. The CRU considers the metrics in the Framework as set out in this decision paper
reflect the impact of awareness campaigns and stewardship programmes. Under the Framework
the CRU will monitor Irish Water’s performance in relation to a number of outcome-focused metrics
annually. Irish Water’s performance under each of these metrics is the result of the culmination of
all of Irish Water’s relevant investment and activities during the year in question, including
awareness campaigns. Therefore, the CRU considers that the benefits of these activities are
captured in the metrics set out in the Environmental Performance category in the Framework.

CRU Decision
Further to consideration of consultation responses, the CRU has decided to monitor Irish Water’s
compliance with the treatment requirements of the UWWTD as set out in the consultation paper.
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3.6.2.2.1

Compliance with the treatment requirements of the UWWTD Targets

CRU Decision:
•

Irish Water is to target 100% compliance with the treatment requirements of the
Urban Waste Water Treatment Directive (UWWTD) by end 2024

Background and Consultation
In 2019, 172 agglomerations fell under the UWWTD. 153 of these were compliant, while the
remaining 19 agglomerations were non-compliant (see Figure 28 below).

Figure 28: Agglomerations Compliant with the Treatment Requirements of the UWWTD

However, the 153 agglomerations compliant with the UWWTD treat just 44% of the wastewater
load (see Figure 29 below). This means that the 19 agglomerations found to be non-compliant
treat the majority of the population equivalent (56%).
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Figure 29: Percentage of Agglomeration Population Equivalent
Compliant with the Treatment Requirements of the UWWTD
In its consultation paper, the CRU proposed a target that would require Irish Water to achieve
compliance with the treatment requirements of the UWWTD at the 19 agglomerations that are noncompliant by the end of 2024. In doing so, the CRU also noted that 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 UWWTD in
the period to 2024.

Consultation Responses
In response to the consultation, two respondents agreed with the targets as set out in the
consultation paper. Irish Water, however, raised concerns with the proposed target of 100%
compliance, describing the target to be unrealistic or overly optimistic.
Irish Water considered that, due to the nature of sampling, unforeseen circumstances (for example,
shock loads or adverse weather) could result in absolute fails which would impede on Irish Water
achieving 100% compliance. It also stated that the trends in compliance have fluctuated due to
nature of sampling i.e., that agglomerations fall in and out of compliance from year to year.
Irish Water also stated that it does not expect to be fully compliant with the treatment requirements
of the UWWTD by the end of 2024. Its forecasted completion dates at the time, as reported to the
EPA, indicated a compliance rate of 96% by end 2024. Irish Water considered that this would be
very strong performance as it would only be in operation a decade at that stage. It also highlighted
that achievement of this compliance rate of 96% is heavily contingent on COVID-19 restrictions
being lifted, funding certainty, non-contentious planning matters and full stakeholder engagement.
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Irish Water also noted that the EU average for high compliance with the UWWTD is 97%, and
included examples of Austria, Belgium and the UK as countries that achieve this level of
compliance after decades of investment.

CRU Response
With regards to the nature of sampling resulting in absolute fails, the CRU understands that there
is a maximum number of samples which fail to conform permitted annually that corresponds to the
number of samples taken during that year.83 On this basis, it is possible for some samples not to
conform without resulting in an ‘absolute fail’ under the UWWTD.
In relation to the concerns expressed regarding compliance failures under the UWWTD due to
unforeseen circumstances, the CRU understands that some allowances are made for the impacts
of adverse weather events in the governing legislation. The Urban Waste Water Treatment
Regulations provide that extreme values for water quality shall not be taken into consideration
when they are the result of unusual situations such as those due to heavy rain. The CRU also
understands that Irish Water may submit a compliant secondary sample to the EPA within a
number of days, should the first sample coincide with an unforeseen adverse weather event. These
samples may then be considered by the EPA, by exception, on a case-by-case basis. The CRU
will take account of the EPA’s position if and where such circumstances arise.
In relation to performance concerns due to shock loads, the CRU understands that many of the
issues here arise from industry trade effluent which is licensed by Irish Water. Irish Water should
be proactive in its engagement with industry to ensure that this issue is minimised to the extent
possible.
The CRU does not consider the potential for unforeseen events outside of Irish Water’s control to
occur as a reason to set lower targets under this metric. The CRU does not consider it appropriate
to lower targets for Irish Water’s performance on the presumption that such events will happen. As
with its performance under any of the metrics, Irish Water may set out factors impacting on its
performance annually in its submissions under the Framework to the CRU. The CRU will consider
these factors and evidence provided by Irish Water on a case-by-case basis, if and where
unforeseen events outside of Irish Water’s control do arise which impact on its performance.

83

S.I. No. 254/2001 - Urban Waste Water Treatment Regulations, 2001
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CRU Decision
Given the above, the CRU has decided to set a target of 100% compliance by 2024 as set out in
the consultation paper. This requires Irish Water to target achievement of compliance with the
treatment requirements of the UWWTD at the 19 agglomerations that are non-compliant by the
end of 2024. It also requires Irish Water to continue its approach to risk-based prioritisation of its
investments and maintenance activities to ensure that no new agglomerations become noncomplaint with the treatment requirements of the UWWTD in the period to 2024.

3.6.2.3 Compliance with the Emission Limit Values for Urban Wastewater Licences

CRU Decision:
•

The CRU will monitor
o Overall compliance with the emission limit values for wastewater licences.
o Compliance with BOD limit values for wastewater licences.
o Compliance with COD limit
o Compliance with Suspended Solids limit
o Compliance with Ortho Phosphate limit, where applicable.
o Compliance with Ammonia limit, where applicable.

Background and Consultation
As mentioned earlier, all of Irish Water’s wastewater discharges to the environment requires a
wastewater discharge licence or certificate of authorisation from the EPA. Wastewater licences set
out conditions relating to the licensed wastewater discharges to 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. As with the drinking water quality metric in Section
3.4.2, this metric looks at specific, key parameters to provide an overview of Irish Water’s
performance.
In its consultation paper, the CRU included 6 proposed metrics here. The first of these captures
the overall compliance with all emission limit values and the remaining 5 focus on specific
parameters which will capture variations in compliance with different parameters.
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The proposed metrics were set out as follows:

•

Overall compliance with the emission limit values for wastewater licences.

•

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

•

Compliance with Chemical 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.

Consultation Responses
In response to the consultation paper, three respondents agreed with the proposal to include the
new metrics. The EPA stated that inclusion of this metric will provide additional valuable evidence
of Irish Water's performance and reports in relation to this will be of interest to the EPA in its
regulatory role and role under Water Policy Regulations.
Irish Water outlined a number of concerns with the CRU’s proposal to monitor compliance with
ELVs through the Framework in its response. Irish Water expressed the view that it was unsure as
to why the CRU has separated out the different parameters in the proposed metric, as opposed to
monitoring overall compliance only. Irish Water added that other water companies report overall
compliance rates and, as the EPA reports each one individually, the Framework should present
an overall compliance metric.

CRU Response
In response to Irish Water’s view that the CRU should monitor overall compliance only, the CRU
considers that compliance with the different parameters is useful information and is in line with how
the CRU is requiring Irish Water to report under the Drinking Water Quality metric. This level of
transparency will allow stakeholders to recognise areas where Irish Water is performing well and
to identify the areas where improvement is required; detail which is not evident from the overall
compliance metric alone.

CRU Decision
The CRU has decided to monitor this metric as set out in the consultation paper and will monitor
overall compliance with the emission limit values for wastewater licences, along with each of the
other 5 metrics outlined above. The CRU considers this will provide additional valuable insight into
Irish Water’s overall wastewater and environmental performance.
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3.6.2.3.1

Compliance with the Emission Limit Values for Urban Wastewater Licences
Targets

CRU Decision:
•
•

Irish Water is to begin reporting under this metric as part of the Framework in 2021
(2020 data)
Irish Water is to target establishing a baseline of performance by 2024.

Background and Consultation
As Irish Water has not yet reported to the CRU under this proposed new metric, the CRU did not
propose any targets for the period 2020 to 2024 in its consultation paper. Instead, the CRU
proposed that Irish Water’s baseline performance be established by 2024 so that appropriate
targets can be set in the future.

Consultation Responses
In response to the consultation, An Fóram Uisce raised a concern that targeting a baseline by 2024
will result in non-compliance with UWWTD until 2024. An Fóram Uisce instead suggested a target
of 100% compliance and all issues resolved by 2024. Another respondent supported the inclusion
of targets and considered that the timeframe to set a baseline seemed slow, raising the potential
of pilot studies in advance.
In its response to the consultation, Irish Water outlined a number of factors that it stated would
complicate performance comparisons from year to year and the make the establishment of
baselines difficult:

•

the levels (which are mandated by the EPA) can change from year to year;

•

the number of wastewater licences held by Irish Water can change from year to year as
new licences are granted and some licences are surrendered, and

•

the ELVs themselves change.

CRU Response
The CRU understands the concerns raised by respondents regarding the need to incentivise Irish
Water to comply with the UWWTD. The CRU notes the target for 100% compliance with the
UWWTD by end 2024, as set out above in section 3.6.2.2.1, which incentivises compliance with
the UWWTD for relevant agglomerations.
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Regarding the factors raised by Irish Water, the CRU understands that, in the case of changes to
licences, changes are typically planned in the context of planned licence reviews or where they
arise further to changes in governing legislation, for example. In relation to the number of licences
held by Irish Water, the CRU sees this as not dissimilar to the case where the agglomerations that
fall under the remit of the UWWTD may change over time. However, the CRU accepts that Irish
Water will have to consider the most appropriate approach to setting a baseline here given that
changes do take place as per its submission.

CRU Decision
Further to consideration of the consultation responses, the CRU has decided to maintain the
interim reporting targets as proposed in the consultation paper regarding the Framework. Irish
Water is to begin reporting under this metric as part of the Framework in 2021 (providing data for
2020) and is to establish a baseline of performance by 2024. The CRU will set appropriate
performance targets for the RC4 period once this baseline performance has been established.

3.6.3 Sludge Reuse and Disposal
CRU Decision:
•

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

Background and Consultation
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.
In the 2016 Framework, the CRU named this metric as Sludge Disposal, with the intention to
monitor the percentage of drinking water and wastewater sludge that is disposed of in an
unsatisfactory manner. As part of its consultation, the CRU updated this metric to include the
percentage of sludge that is reused in order to better reflect the various disposal pathways and

127

An Coimisiún um Rialáil Fóntais Commission for Regulation of Utilities

end-uses of sludge, and reflected this in the definition by changing the focus from ‘unsatisfactory’
to ‘satisfactory’ disposal of sludge.

Consultation Responses
In response to the consultation, the EPA noted the change in metric name to reflect beneficial
reuse as an alternative to sludge disposal, which is in line with action for a circular economy. The
EPA also welcomed the inclusion of a drinking water sludge metric, which will assist in determining
if sludge reuse and disposal routes comply with relevant waste and environmental legislation.
Irish Water also set out in its consultation response that it welcomed the change to include
monitoring sludge that is reused as it aligns with EU waste legislation and better reflects the waste
hierarchy of reuse and recovery of sludges, rather than focusing on disposal.

CRU Decision
Further to consultation, the CRU has decided to maintain its proposal as set out in the consultation
paper and monitor the percentage of sludge that is reused and/or disposed of in a satisfactory
manner. Here, the reuse and disposal of sludge is considered satisfactory where it complies with
the relevant legislation.

3.6.3.1 Sludge Reuse and Disposal Targets
CRU Decision:
•
•
•

Irish Water is to target 100% of drinking water sludge to be disposed of in a
satisfactory manner for each of the years 2020-2024
Irish Water is to begin reporting on the disposal of wastewater sludge in 2023
(providing 2022 data)
Irish Water is to target 100% of wastewater sludge to be disposed of in a satisfactory
manner for each of the years 2022-2024

Background and Consultation
Irish Water first reported to the CRU on water sludge reuse and disposal in 2020. Here, Irish Water
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.
Irish Water has not yet reported on the reuse or disposal of wastewater sludge. The CRU proposed
setting an initial target that Irish Water must report under the wastewater sludge metric by the end
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of 2022, based on its understanding of Irish Water’s timelines at the time. Irish Water has since
clarified to the CRU that reporting on the percentage of wastewater sludge reused or disposed of
in a satisfactory manner will begin in 2023, providing data for 2022.
The CRU previously consulted on monitoring 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.
The CRU set out in the consultation paper that until Irish Water reports on wastewater sludge it
will monitor the amounts of wastewater sludge produced by Irish Water and how it is disposed
of/its final destination to provide context to Irish Water’s sludge disposal routes (see Table 3 below).
This is in line with how the EPA reports on wastewater sludge. When Irish Water reports on the
percentage of wastewater sludge that is reused and/or disposed of in a satisfactory manner, the
CRU will then report on the metric in line with its reporting on drinking water sludge above.

Table 3: Wastewater Sludge Reuse and Disposal Reporting to 2022
Wastewater Sludge

Total Tonnes

Industry/Destination 1

Industry/Destination 2

Other

Total Sludge Produced

Consultation Responses
In response to the consultation, An Fóram Uisce welcomed and supported the targets of 100%
compliance for both drinking water and wastewater sludge. It welcomed the increase in percentage
of drinking water sludge reused by Irish Water and encouraged the reuse of drinking water sludge
rather than disposing of it, where possible. On the wastewater side, An Fóram Uisce stated the
importance of recycling the nutrients contained in wastewater sludge and set out that it supports
measures that contribute to a circular economy.
Irish Water stated in its response that it considers it is too early to have a fully robust national figure
on drinking water sludge and to use its 2019 performance as a basis for targets as it has only
reported under this sub-metric for one year. It identified that data completeness and quality is an
issue here and, while it has implemented a centralised reporting system, Irish Water must carry
out validation exercises to improve its data. It maintained that a fully robust centralised reporting
system across both water and wastewater sludge, will allow Irish Water to understand current
sludge performance and where improvements or operational practice changes can be made. Irish
Water considers that this needs to be done before any targets across water and wastewater sludge
reuse and disposal can be reasonably set. In addition, Irish Water raised concerns regarding the
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changing of reporting style for wastewater sludge as set out in Table 3 above when Irish Water
first reports under this metric to the method as seen in Figure 31 below.
In its addendum to response to consultation, Irish Water set out that it agreed with the CRU’s
proposed targets of 100% compliance across both drinking water and wastewater sludge. It also
highlighted the potential for further discussions in 2021 on the reporting format under this metric.

CRU Response and Decision
Regarding Irish Water’s comments in relation to the reporting format as above, as stated in the
consultation paper, the current table method of reporting does not comply with the metric definition
and has only been included in the interim to provide context regarding, a) the amount of wastewater
sludge that is a by-product of Irish Water’s treatment process and, b) where the sludge ends up.
Therefore, from 2023 onwards (i.e., when Irish Water first submits data to the CRU under this
metric) the CRU will monitor the percentage of wastewater sludge that is reused and/or disposed
of in an unsatisfactory manner, at is does currently with the drinking water sludge metric.
Further to consideration of consultation responses, the CRU has decided on the targets for
satisfactory drinking water sludge reuse and disposal as set out in the consultation paper i.e., 100%
compliance for each of the years 2020-2024 (see Figure 30 below).
The CRU has decided to set the same 100% compliance target for wastewater sludge as drinking
water sludge as and from when Irish Water first starts reporting on this metric (see Figure 31
below). The CRU will also continue to monitor the amount of wastewater sludge produced how it
is reused/disposed of.
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Figure 30: Drinking Water Sludge Targets

Figure 31: Wastewater Sludge Proposed Targets
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3.7 Energy & Emissions
As a public body, Irish Water is obligated to achieve targets to improve its energy efficiency and
reduce its greenhouse gas emissions as set out by the Government. 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. The CRU allows expenditure for these activities
under the revenue control process.
The Climate Action Plan 201984 set out new energy efficiency and greenhouse gas emissions targets
for public sector bodies to achieve by 2030. The Programme for Government: Our Shared Future 85
further expanded upon these targets. Monitoring of the delivery of these targets is undertaken by the
Sustainable Energy Authority of Ireland (SEAI)86.
In its consultation paper, the CRU proposed to include two new metrics in the Framework relating
to energy consumption and greenhouse gas emissions in CO2 equivalent as this would reflect the
importance of these performance areas for customers and would be in line with the the CRU’s
commitment to help deliver a secure, low carbon future given its legal remit87.
In response to the consultation, both An Fóram Uisce and Irish Water supported the inclusion of
these metrics in the Framework. Having reviewed the responses received, the CRU has decided
to monitor and report on Irish Water’s energy consumption and greenhouse emissions
performance as part of the Framework. The CRU’s decisions here are outlined in full under each
metric below.

3.7.1 Energy Consumption
CRU Decision:
•

84

The CRU will monitor Irish Water’s Total Primary Energy Requirement (TPER) in
GWh

Department of the Environment, Climate and Communications Climate Action Plan 2019
Department of the Taoiseach Programme for Government: Our Shared Future
86
SEAI Monitoring and Reporting
87
CRU 2019-2021 Strategic Plan
85
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Background and Consultation
Irish Water was the highest single public user of energy in 2018 88 and again in 201989. As a public
sector body, Irish Water is required to achieve a 33% improvement in energy efficiency by 2020 90
and 50% improvement in energy efficiency by 203091. The first target is currently monitored and
reported by the SEAI in its Annual Reports on Public Sector Energy Efficiency Performance and
relates to an improvement in Irish Water’s primary energy usage. The second target will be
monitored by the SEAI in due course.
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. TFC refers to the energy consumption recorded on an organisation’s meter and/or bill.
In its consultation paper, the CRU proposed monitoring Irish Water’s performance under this metric
in TFC terms based on engagement with Irish Water as Irish Water advised that using TFC is in
line with how Irish Water provides energy-related data to the CRU and was considered to be more
appropriate for the CRU’s purposes.

Consultation Responses
In its response to the consultation, Irish Water instead suggested that TPER gives more complete
picture than TFC. Using TPER would also avoid confusion when benchmarking Irish Water’s
performance against other public sector bodies as TPER is what is used by the SEAI in its
monitoring.

CRU Decision
On consideration of this response, the CRU agrees with Irish Water and has decided to monitor
Irish Water’s total primary energy requirement (TPER) in GWh to align with SEAI monitoring and
reporting.

88

SEAI Annual Report 2019 on Public Sector Energy Efficiency Performance
SEAI Annual Report 2020 on Public Sector Energy Efficiency Performance
90
Department of Communications, Energy and National Resources The National Energy Efficiency Action
Plan 2009 – 2020
91
Department of Communications, Climate Action and Environment Climate Action Plan 2019
89
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3.7.1.1 Energy Consumption Targets
CRU Decision:
•

Irish Water is to target a minimum reduction of 40.71 GWh in Total Primary Energy
Requirement (TPER) by end 2024

Background and Consultation
In its proposed RC3 capital investment plan Irish Water included a 22 GWh reduction in energy
consumption in relation to upgrades and replacements of inefficient assets through its Energy
Efficiency Programme. The Investment Plan, approved by the CRU in its RC3 decisions, reflects
this redcution. Therefore, in its consultation on the review of the Framework the CRU proposed
Irish Water target a reduction of 22 GWh in total final consumption by 2024, which would equate
to annual targets of 4.4 GWh, as submitted by Irish Water in advance of the CRU’s consultation.

Consultation Responses
An Fóram Uisce considered the target to be reasonable, noting that the 22 GWh represented about
5% of current annual consumption. An Fóram Uisce suggested that, while the 5% target was
reasonable overall, a 50% generic target should apply to lighting and heating of offices.
Irish Water expressed the view that annual linear targets under this metric are not appropriate for
energy efficiency interventions and suggested that the CRU monitor annual progress towards the
2024 target instead.

CRU Response
In response to An Fóram Uisce’s suggestion, the CRU considers thats it is not appropriate to
introduce an additional target under this new category in the Framework at this time as Irish Water’s
energy efficiency projects and programmes are included in the approved RC3 Investment Plan.
The CRU will consider this when setting targets for the RC4 period.
The CRU accepts Irish Water’s revised approach that investment in energy efficiency upgrades
may not be uniform and, therefore, sees merit in monitoring Irish Water’s progression towards the
2024 target to reflect this. In addition, from engagement with the SEAI, the CRU understands this
is how the SEAI monitors progress towards the 2020 and 2030 targets. Therefore, the CRU has
decided that it will not set annual targets here but will monitor Irish Water’s annual progress to a
2024 target.
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CRU Decision
As the CRU has decided to change its monitoring here from TFC to TPER, the CRU has consulted
with Irish Water to determine the TPER target as it relates to the 22 GWh TFC that was approved
under the RC3 decisions. Irish Water has advised the CRU that this would equate to a target of 41.70
GWh by 2024. Irish Water’s total primary energy requirement in 2019 was 1,076.953 GWh.92
Therefore, the CRU expects Irish Water to reduce its TPER to 1,035.253 GWh by 2024.
The CRU considers this target as 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.

3.7.2 Greenhouse Gas Emissions
CRU Decision:
•

The CRU will monitor Irish Water’s energy-related emissions in CO2 equivalent in line
with its reporting to the Sustainable Energy Authority of Ireland (SEAI)

Background and Consultation
Irish Water’s primary energy consumption in 2019 equated to 186,615,659kg CO2 of energyrelated CO2 emissions.93 As a public sector body, Irish Water was originally obligated to achieve a
30% absolute reduction in energy-related greenhouse gas emissions by 2030 as outlined in the
Climate Action Plan 2019. This target has now been increased to 50% as announced in the
Programme for Government. Here, public sector performance monitoring and reporting by the
SEAI is to begin 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 CRU’s capital
Investment Plan monitoring and reporting framework. In its consultation paper, the CRU proposed
including a similar metric in the Framework that will monitor the energy-related emissions that arise
from Irish Water’s final energy consumption in tonnes CO2 equivalent. Here, the CRU stated that
the metric should be consistent with the SEAI’s methodology for calculating energy-related CO2
emissions as this is methodology will be used in reporting to Government. Using this will allow for

92
93

SEAI Annual Report 2020 on Public Sector Energy Efficiency Performance
SEAI Annual Energy Statement 2019 for Irish Water
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the comparison of Irish Water’s performance to reduce energy-related CO2 emissions in line with
the Government’s targets.

Consultation Responses
Inclusion of this metric was supported by both An Fóram Uisce and Irish Water in their responses
to the consultation paper. Irish Water also stated the need to ensure the calculation of the metric
and its reporting under the Framework aligns with other bodies reporting to SEAI. This will aid in
benchmarking with other public bodies and would avoid confusion in the wider general public.

CRU Decision
Since the consultation paper, the SEAI’s scope and methodology for monitoring public sector
greenhouse gas emissions is still being considered. On consideration of consultation responses,
in particular Irish Water’s response that this metric should align with what is reported and monitored
by the SEAI, the CRU has decided to monitor the greenhouse gas emissions in CO2 equivalent as
it aligns with the SEAI’s reporting and has updated the definition to reflect this.

3.7.2.1 Greenhouse Gas Emissions Targets
CRU Decision:
•

•

The CRU will set a target for Irish Water’s energy-related emissions in CO2 equivalent
when the scope of emissions target decided by the Sustainable Energy Authority of
Ireland (SEAI)
In the interim, Irish Water is to reduce its energy-related greenhouse gas emissions in
line with the 41.70 GWh TPER target under energy consumption as a minimum.

Background and Consultation
As the 50% absolute reduction in greenhouse gas emissions target for all public sector bodies by
2030 is still being considered by the SEAI, the CRU cannot decide on a target at this time. In its
consultation paper, the CRU proposed its target should include the energy-related CO2 emissions
related to the proposed 22 GWh energy reduction target, which was considered at the time to be
in line with SEAI monitoring.
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Consultation Responses
In its response to the consultation paper, An Fóram Uisce considered the proposed approach to
setting this target to be appropriate.

CRU Decision
On consideration of consultation responses, the CRU has decided it will set an interim target for
Irish Water to reduce its greenhouse gas emissions in line with the 41.70 GWh TPER target under
energy consumption as a minimum. The CRU may amend reporting under this metric during the
period to align with SEAI monitoring when the scope and methodology of the SEAI’s target is
decided.
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4. Conclusion
This paper outlines the CRU’s changes to the Irish Water Performance Assessment Framework
since its establishment in 2016. The CRU has reviewed the appropriateness of the metrics and
sets target levels of performance against those metrics for Irish Water to achieve. This decision
paper marks the start of the next phase of the evolution of the Framework further to its
establishment in 2016 and, as targets have been set here for the first time, the CRU can now
commence assessment of Irish Water’s performance under the Framework.
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 has been 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 has decided to alter or
discontinue these metrics as appropriate. New metrics are included where it is found that an area
of performance has either not been included in the 2016 Framework or is found to be more
meaningful than the original version of the metric.
The decisions set out in this paper were informed by the following factors:

•

the operational, capital and non-network capital expenditure that Irish Water has been
allowed in the period from its establishment to 2020 and commitments made at RC3 under
the CRU’s decision;

•

requirements on Irish Water in relation to customer service standards as set out in the
CRU’s Domestic and Non-Domestic Customer Handbooks94;

•

targets and performance of other utilities regulated by the CRU,

•

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

•

environmental compliance requirements, and,

•

responses to the CRU’s consultation paper.

A summary of the metrics against which Irish Water’s performance will be assessed annually
during the RC3 period, together with the targets by end 2024, is set out in Table 4, below.

94

The CRU carried out a review of the Domestic and Non-Domestic Customer Handbooks and issued its
decisions in October 2020. The associated Handbooks can be viewed on the CRU’s website (ref:
CRU/20/1116a and CRU/20/117a).
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Table 4: Summary of Performance Assessment Framework

Customer Service

Metric Name

Update to 2016
Framework

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

85%

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

4%

Ease of telephone
contact: First call
resolution

The CRU will monitor the
percentage of calls to Irish Water
that are dealt with within one
phone call

Change name from
First Contact Referral

Billing of metered
customers

The CRU will monitor:
c) the number of bills based on
a meter read 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

Response to billing
contacts

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

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
upheld by CRU CCT

139

Metric Definition

The CRU will monitor the
number
of
unresolved
complaints upheld by the CRU
Customer Care Team (CCT)

a) Clarify
definition

previous

90% Billing
80% Operations

70%

b) N/A - not included in
2016 Framework

100%

No change

95%

100%
No change
100%

N/A - not included in
2016 Framework

Better than
average across
utilities or
suppliers
monitored by
CRU CCT

Security of Water Supply
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Customer Satisfaction
Survey

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.
Set up survey to allow
for
benchmarking
against other utilities.

Establish baseline
performance
under new survey

Stakeholder
Engagement

The CRU will monitor Irish Water
engagement
with
its
stakeholders
through
a
stakeholder panel

N/A - not included in
2016 Framework

CRU to establish
Stakeholder Panel
on a pilot basis

Security
Supply

The CRU will monitor:
a) an overall Security of
Supply Index
b) the number of water
resource zones in deficit
and the population served
by those resource zones

Remove performance
against target metric.
Include new method.

Publish National
Water Resources
Plan Framework
and 4 Regional
Plans by end
2021

The CRU will monitor:
a) the amount of water lost on
the public network
b) the amount of water lost on
customer supply pipes

Clarify previous
definition

Public: 161 Ml/day
Customer supply
pipes: 15 Ml/day

of

Water

Leakage

Minutes lost:
Establish
baseline by
2024

The CRU will monitor the
minutes of lost supply from both
planned and unplanned
interruptions.

Quality of Water Supply

Interruptions to Supply

Drinking Water Quality
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The CRU will monitor the
number of properties
experiencing unplanned
interruptions to their supply for
greater than 12 and 24 hours.

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

Replace >4 hours with
a ‘minutes lost’ metric

>12: <12%
connected
properties

>24: <3.6%
connected
properties

Include
Enterococci
compliance

• 99.9%
• 99.9%
• 99.9%
• 99.9%
• 99.0%
• 98.48%

Sewer Incidents
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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

Internal 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

Internal 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

Change
name
include ‘internal’

Internal Sewer
Incidents
(Properties at Risk)

The CRU will monitor the
number of properties considered
to be at risk of having
wastewater enter their premises,
caused by overload (banded
approach)

Change
name
to
include ‘internal’.
Change to banded
approach.

To be set after
engagement on
target in 2022

External Sewer
Incidents (Overload)

The CRU will monitor the
number of external flooding
incidents due to the overload of
a sewer

N/A – not included in
2016 Framework

Establish baseline
performance

External Sewer
Incidents (Other
Causes)

The CRU will monitor the
number of external flooding
incidents caused by equipment
failure in a sewer, blockage or
collapse of a sewer

N/A – not included in
2016 Framework

Establish baseline
performance

External Sewer
Incidents (Properties at
Risk)

The CRU will monitor the
number of properties considered
to be at risk of external sewer
incidents, caused by overload
(banded approach)

N/A – not included in
2016 Framework

Establish baseline
performance

Introduce 30-day
timeframe

0

Change
name
include ‘internal’

To be set when
baseline
performance
established in
2022

to

to

To be set when
baseline
performance
established in
2022

Energy & Emissions

Environmental Performance
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Incidents Relating to
Wastewater

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

No change

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

Wastewater
Agglomerations
Meeting
Treatment
Requirements:
Agglomerations with no
Wastewater Treatment

The CRU will monitor the
number of agglomerations with
no treatment or preliminary
treatment only

No change

0

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 Framework

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 a satisfactory
manner

Change name from
Sludge Disposal

100%

Energy Consumption

The CRU will monitor Irish
Water’s Total Primary Energy
Requirement (TPER) in GWh

N/A - not included in
2016 Framework

>40.71 GWh
reduction

Greenhouse Gas
Emissions

The CRU will monitor Irish
Water’s
energy-related
emissions in CO2 equivalent in
line with its reporting to the
Sustainable Energy Authority of
Ireland (SEAI)

N/A - not included in
2016 Framework

TBD when scope
of emissions
target decided by
the SEAI
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4.1 Next Steps
Irish Water’s sixth submission under the Performance Assessment Framework, due in Q3 2021,
will be its first submission under the revised Framework. This should outline Irish Water’s
performance in 2020 against the metrics and targets as set out in this decision paper. The CRU
will engage with Irish Water and assess its 2020 performance, with publication of the CRU’s report
regarding Irish Water’s performance planned for Q4 2021.
The CRU will work to progress the matters required under this paper to include:
•

engagement with Irish Water regarding the customer satisfaction survey to facilitate the
application of the new survey at the start of 2023;

•

engagement during 2022 with stakeholders and Irish Water as required to support the
establishment of the stakeholder panel on a pilot basis;

•

engagement with Irish Water where it reports on its performance for the first time during
the RC3 period, such as under security of supply, internal sewer incidents and GHG
emissions metrics, to inform future target-setting.

***
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