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Foreword

[SO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out through
ISO technical committees. Each member body interested in a subject for which a technical committee
has been established has the right to be represented on that committee. International organizations,
governmental and non-governmental, in liaison with ISO, also take part in the work. ISO collaborates closely
with the International Electrotechnical Commission (IEC) on all matters of electrotechnical standardization.

The procedures used to develop this document and those intended for its further maintenance are described
in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for the different types
of ISO document should be noted. This document was drafted in accordance with the editorial rules of the
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Introduction

0.1 Water issues: global context and policies framework

Water constitutes a worldwide challenge for the 21st century, both in terms of the management of available
water resources and the provision of access to drinking water and sanitation for the world’s population.

A number of international efforts and resolutions have been tackling the challenge of the provision of water
services since 2000 and some progress has been made. Currently the focus is through the UN’s Sustainable
Development Goals (SDGs),)) which provide the blueprint to achieving a better and more sustainable future
for all. These address global challenges, including those related to poverty, inequality, climate change,
environmental degradatlon peace and ]ustlce The 17 goals are all interconnected and are intended to be
achleved by

safe drinking water and basic sanitation through improved governance at all levels and appropriate enabling

environme
should inc
of water re
World Wat
local publi

nts and regulatory frameworks, with the active involvement of all stakeholders. T}
rporate institutional solutions to make the water sector more productive-and the m
sources more sustainable. In this respect, the ministerial declarations firom the third
er Forums recommended that governments endeavour to reinforge.the role of parlig

authorities, particularly with regard to the provision of adequatewater services, and

that an effective collaboration with and between these actors is a keycfactor for meeting wa

challenges
Examples (
definit]

proceg
infrast

regula

inform

0.2 Water

In addition
wastewate
essential ¢
manageme
Sound utili
served, be
society.

As water i

and goals.

clear definition of the roles of the different stakeholders;

ion of sanitary rules and organization for assessment of compliance;

ses to ensure consistency between the policies regarding urban development and w
ructure;

Lion for water withdrawal and wastéwater discharge;
ation for users and communities.
utilities: general objectives

to public health andenvironmental protection, sound management of drinking wat
r utilities and stormwater utilities (hereinafter jointly referred to as “water utili{
lement of integrated water resource management. When applied to these utilif
nt practices,will contribute, both quantitatively and qualitatively, to sustainable de
[ty management also contributes to social cohesion and economic development of the cd
rause thé guality and efficiency of water services have implications for virtually all 4

€onsidered a “social good” and activities related to water services support the threg

f key issues for efficient drinking water and sanitation.sérvices policy frameworks are:

1is process
Anagement
and fourth
ments and
recognized
ter-related

ater utility

er utilities,
ies”) is an
ies, sound
velopment.
mmunities
ctivities of

aspects of

sustainable development (economic, social and environmental), it is logical that the management of water
utilities be transparent to and inclusive of all stakeholders identified in accordance with the local context.

There is a broad array of types of stakeholders that can play a role in activities related to water services.

Examples of such stakeholders include:

authority;

water

or wastewater associations);

1

https://sdgs.un.org/goals
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— autonomous bodies seeking to play an overview role (e.g. organizations concerned, such as non-
governmental organizations);

users and associations of water users.

The relationships between stakeholders and water utilities vary around the world. In many countries,
there are bodies that have responsibility (in whole or in part) for overseeing the activities related to water
services, whether the utilities are publicly or privately owned or operated and whether they are regulated
by relevant authorities or acting in a system of technical self-regulation. Standardization and technical self-
regulation are possible ways of ensuring the involvement of all stakeholders and meeting the subsidiarity

principle.

The aim of water utilities is logically to offer services to everybody in the area of responsibility of the utility,

and to pro
the users 4
and the ex

Tdeusers with comtimuous Services uImder eConoITic and Social Conditions thatare ac
nd to the utility. Water utilities are expected to meet the requirements of relevant
bectations specified by the responsible bodies in conjunction with the other stakehol

ensuring the long-term sustainability of the service. In a context of scarcity of resources;includir

resources,
attention
tariffs gen
resources,

Itis advisa
and efficie

0.3 Objed

The object]
improving

it is advisable that the investments made in installations be appropriatesand that
e paid to proper maintenance and effective use of the installations. Itj\is“advisable
erally aim at meeting cost-recovery principles and at promoting efficiency in the
while striving to maintain affordable basic access to water services.

ble that the stakeholders be involved in both setting service objectives and assessing th
\cy of service.

tives, content and implementation of this document

ive of this document is to provide the relevant stakeholders with guidelines for ass
the service to users, and with guidance for.m@anaging water utilities, consisten

overarchinlg goals set by the relevant authorities and by the'international intergovernmental org

noted in 0
develop a1

The group
oriented),

This docun
a brief]
core ol
guidel

asSSess

perfor

hutual understanding of the functions and-tasks that fall within the scope of water uti

SO 24511 and ISO 24512 (managetneht-oriented).

hent addresses the followingtopics:

description of the compohents of the service relating to the users;
pjectives for the service, with respect to users’ needs and expectations;
nes for satisfyidgusers’ needs and expectations;

nent criteriadfor service to users in accordance with the provided guidelines;

examplles of pexformance indicators linked to the assessment criteria that can be used for as

manceof the service.

[SO 24511,

1ISO 24512 and ISO 24536 addressthe Fn”nun'ng tnpir‘c-

reptable to
authorities
ders, while
g financial
necessary
that water
use of the

e adequacy

essing and

t with the
ranizations

.2. This document is intended to facilitate>dialogue between stakeholders, enabling them to

ities.

of International Standards addressing water services consists of this document (service-

sessing the

utilities;

and pe

core objectives for water utilities, considered to be globally relevant at the broadest level;

guidelines for the management of water utilities;

rformance indicators linked to these criteria.
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The performance indicators presented in this document, ISO 24511, ISO 24512 and ISO 24536 are for the
purposes of illustration, because assessing the service to users cannot be reduced to a single or universal set
of performance indicators.

The scope formally excludes the installations inside a user’s premises. However, attention is drawn to the
fact that the quality of the supplied water (or discharged wastewater) can be adversely impacted between
the point-of-delivery (or, in the case of wastewater, the point-of-collection) and the point-of-use (or, in the
case of wastewater, the point-of-discharge) by the installations inside the premises. Some stakeholders, such
as relevant authorities, owners, contractors and users, can have a role to play regarding this issue.

Because the organization of water utilities falls within a legal and institutional framework specific to each
country, this document does not prescribe the respective roles of various stakeholders, nor does it define
required internal organizations for local, regional or national bodies that can be involved in the provision of

water servjces. In particular, this document does not interfere with the free choice of the respong
regarding the general organization and the management of their utilities. This document is) ap
publicly and privately owned and operated utilities alike and does not favour any particular ow
operationall model.

The guidel
on the wat
aim being

the culturs
regions of
the expect

and difficyilties relating to the economic sustainability of the syater services, particularly

financing :
some objed

this docunpent is drafted with such constraints in mind_and, for example, allows for differin

fixed netw]
engineeri
intended

In order to
an approp
requireme
improvemg
into accou
to the obij4
performan|

specific inglicator or any minimum value or performance range. It respects the principle of ada

local conte

While it i
the perfor
implement|
progress t(

B3

nes given in this document, ISO 24511 and ISO 24512 focus on users’ needs-and expec
er services themselves, without imposing a means of meeting those needs and expect
[0 permit the broadest possible use of this document, ISO 24511 and.ISO 24512 while
I, socio-economic, climatic, health and legislative characteristics\of the different coy

htions of local users. This can be due to factors such as clithate conditions, resource

ind the users’ ability to pay for improvements. Thesé.conditions can limit the achi
tives or restrict the implementation of some recomriendations in developing countrie

orks and the need for on-site alternatives. Notwithstanding the need for flexibility
and hardware, many recommendations in this document, such as consultation mechs
apply universally.

assess and improve the service to users and to ensure proper monitoring of the imp

hts can be established. The use of Pls is only one of the possible support tools for
ent. Stakeholders can select Pls from the examples given or develop other relevant
ht the principles describediin ‘this document, ISO 24511 and ISO 24512. The PIs logi
bctives for which they are’/defined through the assessment criteria and are used 4
ce. They can also be used to set required or targeted values. This document does not i

kts, facilitating local implementation.

in no wayldntended that this document, ISO 24511 and ISO 24512, and more
mance indicators given as examples, be considered as a prerequisite or conditi
ntion of'avvater policy or for the financing of projects or programmes, they can serv
wardspolicy goals and the objectives of financing programmes.

ible bodies
plicable to
nership or

fations and
ations, the
respecting
ntries and

he world. It should therefore be understood that, in the short-term; it is not always possible to meet

hvailability
regarding
bvement of
5. However,
g levels of
n terms of
inisms, are

rovements,

riate number of performance indicators (PIs) or other methods for checking compliance with

continuous
Pls, taking
Cally relate
0 measure
mpose any
btability to

$pecifically

on for the
e to assess

The object

ive/of this document ISO 24511 and ISQ 24512 is not to ]ny down systems of SPé

cifications

supporting direct certification of conformity, but to provide guidelines for the continuous improvement and
for the assessment of the service.

This document, ISO 24511 and ISO 24512 are consistent with the principle of the “plan-do-check-act”
(PDCA) approach: they propose a step-by-step process, from identifying the components and defining the
objectives of the utility to establishing performance indicators, with a loop back to the objectives and to
the management, after having assessed the performances. Figure 1 summarizes the content and application
of this document. Implementation of this document, ISO 24511 and ISO 24512 does not depend upon the
adoption of ISO 9001 and/or ISO 14001. Nevertheless, this document, ISO 24511 and ISO 24512 are consistent
with those management system standards. Implementation of an overall ISO 9001 and/or ISO 14001
management system can facilitate the implementation of the guidelines contained within this document,
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[SO 24511 and ISO 24512; conversely, these guidelines can help to achieve the technical provisions of
[SO 9001 and ISO 14001 for organizations choosing to implement them.

’ Identi f servi

L — 1 entify components of service to users

L (Clause 4)

P

P

o

L — ) Define 0b]ect1ves foSr the service

e (Clause 5)

L

.

o

S Apply guidelines for satisfying user’s needs and

T 3 expectations

| (Clause 6)

P

o

;o

; I . . .

L — 4 ]?é:lflne as75essdn;3er;t crltezla

> | ause 7 and 8, Annex A)

b

b

L

oL, 5 Define performance indicators

[ : (Clause 9;Annexes A and B)

Lo

P

vl

D Assess performance v/s objectives

: 6

! (Clause 8)

———

Figure 1 ——Content and application of this document

0.4 Servige to users
This docurpent is different.in nature from ISO 24511 and ISO 24512. The target audience of thi§ document
addresses jusers’ expeefations that pertain to relevant authorities, responsible bodies and operators. It is
written frogm the perspéctive of the users rather than from that of the water utility. Consequéntly, some
of the contlent of this’document, ISO 24511 and ISO 24512 relates to the same issues but the ghidelines it
contains are complementary, due to their differences in perspective and target audience.
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Activities relating to drinking water and wastewater
services — Guidelines for the assessment and for the
improvement of the service to users

1 Scope

This docur
to users. |
whether th

The follow
— thede
the de
the ob
guidel
assess
introd
The follow
metho

the re

hent specifies the elements of drinking water and wastewater services of relevance\a
also provides guidance on how to identify users’ needs and expectations and. hov
ese are being met.

ng are within the scope of this document:

inition of a language common to the different stakeholders;

inition of key elements and characteristics of the service to users;
ectives for the service with respect to users’ needs and expectations;
nes for satisfying users’ needs and expectations;

nent criteria for service to users;

iction to performance indicators;

examplles of performance indicators.

ng are outside the scope of this document:
(s of design and construction of drinking water and wastewater systems;

bulating management structure and methodology of operation and management o

relating to drinking water and wastewater services, including contracting;

topics

2

The follow
requireme
the latest ¢

Norm

relating to the system-inside buildings.

ative references

ng documents are referred to in the text in such a way that some or all of their content
nts of this.document. For dated references, only the edition cited applies. For undated
ditionyof the referenced document (including any amendments) applies.

ISO 24513

Service activities relating to drinking water supply, wastewater and stormwater

hd interest
U to assess

f activities

ronstitutes
references,

systems —

Vocabulary

3 Term

s and definitions

For the purposes of this document, the terms and definitions given in ISO 24513 and the following apply.

ISO and IEC maintain terminology databases for use in standardization at the following addresses:

[SO Online browsing platform: available at https://www.iso.org/obp

[EC Electropedia: available at https://www.electropedia.org/
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registered user

customer

user for whom relevant information is recorded by the responsible body or operator

Note 1 to entry: The term “customer” can be considered as a synonym, given that a customer has a commercial
relationship, such as a service agreement, with the water utility. The term “customer” is currently used in such

expressions

as “customer relations”.

Note 2 to entry: The term “user” indicates the water consumer, whether or not subscribed to the service. An example
of a non-subscribed user is a consumer who lives in a residential building where only the main meter is included in the
service agreement.

Note3toe

try: The term “vulnerable user” indicates a person with disabilities (e.g. with difficultiestou

derstand or

use the sery

3.2
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also, if the

promofting a good relationship with the-users;

ices) or a person belonging to a vulnerable economic group (e.g. with limited economic resomr

rices
elivered by a water utility that include drinking water supply, wastewater coll
I management

ents of the service relating to users

bral

e the continuous improvement of service to users, its\elements should first be ider
ements of service to users are:

to and provision of the water, wastewater ahd stormwater service and access t(

ct management, billing and collection of invoices and management of users with payme

Consumption measurement;

tion of the environment;
and emergency managenient.

red otherwise, most’of the elements of the service with regard to users are comm
ater services angd-wastewater services.

ss to water services

ervices means not only connection to networked drinking water and wastewater s

ces).

bction and

tified. The

customer

nt defaults;

on to both

ystems but

s€are not avallable access to other means of service. For drmkmg water supply, ot

er options,
, including

springs, can be used. For wastewater serv1ces this could 1nclude septic tanks p1t latrlnes composting toilets
and other forms of disposal.

Beyond physical access to water, access to water services should include the affordability of customer

relationshi

p services for all users, including the most vulnerable.
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4.3 Provision of the service

4.3.1 Application and termination of the service

Clear, simple and transparent procedures should be established for users to apply for and terminate water

services.

4.3.2 Water services

Water services include all the procedures for supply and maintenance of the quality of drinking water
services or recycled water services. Wastewater services (collection, treatment and disposal) include all the
procedures for provision and maintenance of the quality of wastewater services. Stormwater management

servicesin

4.3.3 Wz
The qualit

provided.
collected,
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Billing end
applicable
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iter quality

y of drinking water or recycled water comprises the health and aesthetic"aspects o
[he quality of wastewater or stormwater comprises the environmental-aspects of]
reated and discharged or managed.

'ract management and billing

Fvice agreement

e agreement includes the establishment of an agreement, implicit or explicit, bg
user and the water utility.

ling

ompasses the conditions relating to billing for service, terms of payment and infoj
rates.

4.5 Promoting a good relationship with users

Promoting|
and quality
as well as ¢

a good relationship with users'implies identifying their needs and expectations, in tern
r of service, providing the'\proper communication channels and timely response to thei
nabling a participatory process on matters of general interest related to the water ser

4.6 Profection of the environment

Protection
impacts of
or stormw
produced.

water cons

of the environment encompasses preventing or mitigating all the permanent or
the water utilities' service activities on the environment. It includes the quality of the y
hter discharged, whether to land or water bodies, and the appropriate management of a
The protection of the environment and all measures for resource prevention, in part
umption control, includes the maintenance of the infrastructure and the long-term pr

er hazards.

 the water
the water

tween the

mation on

s of access
Ir inquiries,
vice.

temporary
vastewater
hy residues
icular by a
otection of

the waterr

4.7 Safe

esources and, where possible, the encouragement of water usage management and et

ty and emergency management

ciency.

Safety and emergency management procedures include the information, plans and solutions to maintain or
restore service in the event of major incidents or natural disasters.
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5 Objectives for the service in respect of users’ needs and expectations

5.1 General

This clause should be used to identify the needs and expectations of users. The quality of the service provided
to the users depends on the ability of the institutions providing the water services to meet the users’ needs
and expectations under sustainable conditions. All elements of need and expectation listed relate to both

drinking water services and wastewater services, unless stated otherwise.

5.2 Access to water services

Because access to water and sanitation has been declared a human right,2 users and potential users expect

that all prd
service, ev
relevant ay
service arg

Vulnerable
services pf

5.3 Proy

5.3.1 Time to establish new service provisions

The user e}
An explang
when.

5.3.2 Re

The user e
as well as
determine
the user ej
over a lon
should be i
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service lev

5.3.3 Pr

The user e}

[mplemented.

ctical steps be taken to ensure their access to those services. Users expect to have ad
en if this access does not include a physical connection to the infrastructure. Users@lso
thority or responsible body to plan the development and provision of water services
a and inform them of the timing of providing such access.

users expect the water service and the relevant authority or responsiblé.bedy to ensu
ovided take into account any vulnerabilities (disabilities or economic limitations) they

rision of the service

kpects to be provided with the service in a reasonable.and specified time within the s¢
ition may be required on the specific conditions under which the service can be prq

pairs

kpects repairs that affect the provision'ef the service to be completed within a reaso
to be warned in advance of plannedtrepairs that would affect the service. Water se
and publish a level of service standard regarding the length of service interruptions. I
kpects the inconvenience to be minimized. If the service is affected and an interrupf
b period, an alternative drinking water service (e.g. emergency pipes, tankers, wat

iption of supply shauld be reduced to a minimum. The corresponding duration is
el and should be defined locally.

ce of service

kpects theservice to be fairly priced and the relevant authority or responsible body to ¢

cess to the
expect the
within the

re that the
have.

rvice area.
vided, and

hable time,
rvices may
n all cases,
ion occurs
er bottles)

bart of the

bnsure that

affordability is net-a barrier to access, particularly in the case of vulnerable users.
anfitvy afwator cargicenc
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The user expects to receive sufficient drinking water or recycled water at the point-of-delivery to satisfy his
or her needs or collected wastewater or managed stormwater volumes reflecting general user expectations
or declared levels of service standards.

5.3.5 Water quality

The user expects that all drinking water or recycled water supplied will be fit for purpose, and that all water
discharged to the environment (wastewater or managed stormwater) will meet applicable environmental
goals and objectives.

2) https://www.un.org/waterforlifedecade/human right to water.shtml
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5.3.6 Level of service

Where the user is physically connected to the water supply or a wastewater collection system or is served
by a stormwater management system, the user expects the level of service standards to be met. These can
include, for example:

a) water supply volumes and pressures;

b) wastewater collection and back flow prevention volumes and flow rates;

c¢) stormwater diversion;

d) continuity of service and provision of alternative service when needed.

5.3.7 Colverage and availability of water services

5.3.7.1 Drinking water service

Where thefe is a service based on physical connections in a service area, the user expects that drinking
water supply be provided throughout the service area and that where it is not, alternative delivefy systems
for water supply be made available.

5.3.7.2 Wastewater services

Where thdre is a service based on physical connections, the user\expects that wastewater [service be
provided throughout the service area. In such systems, the user expects to be able to discharge wastewater
directly info the wastewater system at any time and without délay or risk to human health.

The user expects no backup from the wastewater system‘to affect properties or streets. In the case of a
backup evpnt, the user expects the duration and effeets to be minimized and remediation|assistance
provided bl the water utility or other appropriate body.

5.3.7.3 Stormwater management

Residents yithin an area subject to a storm{vater management service expect no flooding to affectiproperties
or streets.|In the case of a flooding event, residents expect the duration and effects to be minjmized and
remediatign assistance provided by the-stormwater utility or other appropriate body.

5.4 Confract managementand billing

5.4.1 Avpilability of a clear service agreement

The user expects a sépvice agreement with conditions that are clear, fair and well-documented. The user
expects to|be informed of any change to the agreement or its conditions a reasonable amount off time prior
to the charlges taking effect. The user also expects procedures for the establishment and cancellation of the
agreement]

5.4.2 Water consumption

Charges for wastewater collection services are sometimes included as a percentage of the water delivered
and sometimes as a separate metered fee.

The user expects a reliable meter reading (by a meter reader or online), on schedule and with the least

disruptive

operation.

Where this option is available, the user can also expect to be able to communicate automatically their
consumption data online, by phone or by a picture with transmission and acceptance conditions that are
clearly stated.
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5.4.3 Accuracy of billing

The user expects to be fairly and accurately billed for the service provided.

5.4.4 Response to billing complaints

Where a billing complaint has been made by the user, the user expects a response from the water utility. The
user expects the response to clarify and/or resolve the problem in a reasonable amount of time, with fair
consideration of any monetary issues caused by billing errors.

5.4.5 Clarity of billing

The user e3

5.4.6 Mg
The user e}

Where it ig
of his or hd

5.5 Promoting a good relationship with users

5.5.1 Ge

Where par
with respe

any en
tobe ¢

guaray
persor

compe

Further de

5.5.2 Wi

The user ¢
messages]

5.5.3 Te

Where a te|

pects clear accurate and detailed information on the structure and content of bills

thods of payment
kpects regular billing and a variety of convenient payment methods.

possible, a payment plan (monthly or quarterly) should be set up for arhetter control
r water budget.

neral

ticular services are available, the user can expect various methods of communication
ct to the following:

quiry addressed to the responsible body, operator or relevant authority by any appropy
larified and/or resolved within a reasonabléamount of time;

iteed confidentiality and guaranteed personal data security for data that are collected
al operation of the services;

tent and respectful contact persens.

tails by communication channel are given in 5.5.2 to 5.5.7.

"itten contact

xpects written Gontact [e.g. letters, e-mails, faxes, short message services (sms), sd

ephone contact

lephone service is available, the user should be able to contact the water utility by teley

telephone

by the user

to be used,

iate means

bnly for the

cial media

to be responded’to and dealt with in a reasonable amount of time and in a respectful mpanner.

hone, with

ralls to be responded to and dealt with in a reasonable amount of time, either directly

br by being

transferred to the appropriate service department. The user expects to be able to notify the water utility at
any time during an emergency related to the service.

5.5.4 User visits to the offices of the water utility

The user expects to be welcomed, assisted effectively and directed to the appropriate person. The user also

expects:

— convenient opening hours that are respected;

— reasonable, well-managed waiting times;

— asuita

ble public reception area offering confidentiality;
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a convenient office location.

5.5.5 Online customer relationship service

When the service is available, users expect a secured online platform providing 24 h access, seven days a
week, to a first level of information responding to their demand and enabling them to fulfil administrative
procedures relative to the management of the service agreement.

The user expects to have clear information about access to their user account and its use in order to become

self-reliant

for the usage of the online customer relationship service.

5.5.6 Social media

When the {

ervice is available, the user expects to have access to information on the water servic

able to tramsmit requests and complaints by social media.

For the trg
means.

5.5.7 Vi

The user e
and to min

5.5.8 Co

The user ¢
considered

When the
amicable {
departmen

nsmission of inquiries and complaints, social media are an alternative or, Suppleme

its to the user

kpects employees of the operator to respect the appointment tifne; to show proper idq
imize any inconvenience to the user.

mplaints and requests

xpects that any complaint or request (e.g. verbal communication, e-mails, faxes) b
. The user expects a clear, accurate, adequate response in a reasonable time.

iser is not satisfied by the response to theifcomplaints, they expect to be able to a
ettlement thanks to a cascading procedure enabling them to make their claim
t or organization (e.g. water mediation)(

5.5.9 Nadtification of restrictions and interruptions

The user e}

kpects to be notified of unsafe.conditions or any restrictions or interruptions of the sej

5.5.10 Notification of an abnormal water situation

The user e}
suspicion g

5.5.11 Ay,

The user 4
conditions

kpects to be informed by any means and as soon as possible after the statement of wat
f water loss or-aWater overconsumption event, in order to rapidly correct the defect.

hilability-of Service information

xpects-that all information regarding public aspects of the service, in accordance
including the designation of responsibilities and performance of the service, be issued

and trans

e and to be

nt to other

ntification

e carefully

pply for an
to another

rvice.

er loss, the

with local
in an open

arentmanner

5.5.12 Community activities

The user expects the water utility to proactively provide information regarding the utility through
community activities and outreach efforts.

5.5.13 Participation of the users

The user expects participation to be encouraged and enabled by a transparent participatory process and
the right to put forward users’ interests on such matters as prices, standards and physical connection or
alternative service development. Anonymous satisfaction surveys can fit with this expectation.
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5.6 Protection of the environment

5.6.1 Sustainable use of natural resources

The user expects the operator, responsible body and relevant authorities to promote and practise sustainable
use of water resources, as well as other natural resources.

5.6.2 Wastewater treatment

The user expects the efficient and effective treatment of water treatment residuals, wastewater and, where
possible, managed stormwater before it is returned to the environment. The user also expects that sludge
and other residues are disposed of or beneficially reused in a way that is safe and protective of public health

and the en

5.6.3

The user e}

5.7 Safe

In the eve
be restor
in accordal

a) disrup
b) polluti
In addition
the na
contag

what t

updatd
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An objectiy
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Tronment:

Enyvironmental impact

kpects that any negative environmental impacts resulting from the service be minimiZ

ty and emergency management

of an emergency affecting the service or the safety of the users;the’user expects that
in a reasonable time and that risks and inconveniences be reduced as far as practica
nce with local conditions, in order to prevent:

tions of the service due to problems with quantity or quality;

on of water resources or the environment.

ed.

the service
ly possible

in the event of an emergency, the user also expects timely information on the following:

ure of the incident and the risks (if any) invelved;
t details for appropriate water utilityrepresentatives;

he user should do (if anything);

s on any corrective measures being undertaken by the water utility.

jer user and regulatory demand

e of the wateputility should be to respond to rising user and regulatory demand, while ¢
of these demands on consumer pricing, such as:

more §

tringent demands from users regarding the continuity of the services or the shortenin

the tinpe before normal service will'be returned and whether temporary alternatives are avajilable;

onsidering

b of service

interrlllptions;

more stringent standards for the quality of the water and the quality of the service.

5.9 Available technologies

An objective of the water utility should be to take advantage of available and reliable technologies relating

to:

a) water supply and process technologies;

b) data mining and analysis;

9

communications and digitation;
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d) protection against risks stemming from the use of cyber communications.

Attention should be given to the potential adoption of future resilient technologies.

6 Guidelines for satisfying users’ needs and expectations

6.1 General

The service to users can be improved by taking into account users’ needs and expectations. In order to
satisfy those needs and expectations, it is necessary to define actions to follow that will have these needs
and expectations as their objectives. When not stated in the guidelines, the stakeholder responsible for
the implementation of each action (relevant authority, responsible body or operator) should be defined

beforehang

This claus
following t

Given the
guidelines
considered

In the absq
conditions

For furthe
are satisfid

.

e provides guidelines to define those actions. The results of these actions should b
he criteria presented in Clause 7.

varying degrees of economic development, it is possible that the full\implementa
presented in this clause is not yet attainable in some countries, in which case they
as goals for continuous improvement.

ence of specific laws and regulations, the relevant stakeholders.should agree on the
to guarantee a good service.

guidance on the management of water utilities in such acway that users’ needs and ex
d, users of this document should refer in particular to 4SO 24511 and ISO 24512 and alj

other stanglards published by ISO/TC 224.

6.2 Acce

Relevant 3
institution
stormwate
alternative
those who

The fact t
infrastruct
There shoy

wells 3
mobilg
regula

latring

ss to water services

uthorities and responsible bodies within their service areas should define and
bl and economic or financial measures-to put in place drinking water supply, wastg
r systems, which can include resolifce management, physical infrastructure extg
means of water supply, wastewater collection or stormwater management and tre
Are not connected.

hat certain communities(and/or users are not connected to water and wastewat
ure should not be taken_to mean that there is no service to which this document sh
1d be other service provisions considered, such as:

nd springs;
drinking water delivery;
Led vendor's and drinking water points;

Si

e assessed

rion of the
should be

necessary

pectations
o to all the

implement
rwater and
bnsion and
atment for

br physical
puld apply.

septag

septic tanks;

e removal and transport;

other forms of provision, including on-site self-provision.

Relevant authorities and responsible bodies should take measures to ensure equitable and affordable access.
These measures may include grants for water invoice payment and/or support for financing connections for
the poor, loans, social tariffs (including possible zero-rate tariff blocks targeted at the poorest), subsidies,
cross subsidies between households at different income levels or other aids.

Responsible bodies should take measures to ensure that all users have access to enough water to meet basic
human needs, in accordance with local conditions and the advice of those bodies responsible for sanitary
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controls. The choice of such measures, which may be temporary, should take into account the cost and
effectiveness of cross subsidies between users and the financial viability and sustainability of the service.

Responsible bodies should define and implement all means necessary for the access of all users, including
the most vulnerable ones, to the customer relationship services.

6.3 Provision of the service

6.3.1 Time to establish new service provisions

The water utility should establish a standard time for new service provision in network systems and commit
to achieving this target for all regular connections.

In all syste]

ms, the water utility should be able to estimate and clearly communicate to the user'th

e time that

it takes to|establish a new service or connection. The estimate should include a reasonabte allpwance for

unexpectedl local conditions or delays, as follows:

— The stiandard time should be defined as the period from the time the user application procedure is
complé¢ted to when the service is available for the user.

— The application procedures should be clearly specified by the water utility.

In the abs¢nce of a piped network system, the user should be informed-about when the service is to be

provided, dither through an infrastructure extension or through alterrative means of service.

6.3.2 Repairs

For planned repairs, the water utility should inform the affe€ted users in advance with an estimate of the

time and d

iration of the interruption to the service. For uniplanned repairs that affect the servicq

, the water

utility shouyld take measures to inform the affected users about the estimated time until normall service is

restored. |

Life cycle d

6.3.3 Pr

The operat
In order to

afford
total c
histori
rate off

impact

h all repairs, the water utility should minimize the inconvenience to the affected users

ost should be considered in the undertaking of repairs (see ISO 24516).

ce of service

or, responsible body and x€levant authorities should aim to provide the service at a *
identify what is meant by a/fair price, the following elements should be taken into con

hbility;

DSt;

c price levelsiand inflation;
returns

omwater use.

fair price”.
sideration:

The acceptability to users of a fair price could require providing the public with information regarding the
components of the price and the extent to which the costs of providing the service are covered by revenues
from the users.

The extent, nature and purpose of relevant subsidies should be identified, as should any calculations
of affordability for users. Information on those factors influencing variations in price (e.g. cost inflation,
cost of capital, environmental laws and regulations, emergencies, network extensions, water quality and
availability, taxes) should also be provided.
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6.3.4 Quantity of drinking water supply

The operator, responsible body and relevant authorities should use their best endeavours to ensure that
the current demand for water is met. For their part, users should be expected to strive towards a rational
and efficient use of water and should be encouraged in that direction by the operator, responsible body and
relevant authorities.

The operator, responsible body or relevant authorities should make adequate estimations of future demands.
The estimates should lead to a reliable and sustainable drinking water supply in the future which meets

those demands.

6.3.5 Drinking water quality
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Health Organization.[21]
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ptrimental to health, the water utility or another relevant body should take all possiblg
the contaminated water from the system. Where removal of the contaminated w
le water utility, relevant authority or another relevant body should inform potential
situation and provide them with an alternative means of supply of drinking water.

sthetic aspects of water

ng water utility should implement,measures affordable to the user to provide ae
ater on a regular basis. The drinking water utility should monitor complaints on th
vater (taste, colour and odour),and/or carry out user surveys on water quality aest
sis.

vater utility should implement measures affordable to the user to minimize unpleas
from the wastewater system.

pssure of drinking water supply

drinking-water service is provided through a piped network, the water utility shoy
lequate pressure and should inform the users of the minimum and maximum press
b, theVwater utility should ensure that the state of the piped network is not an imp

providing :

nking water

I

a detrimental effect on the health of the people using the water. The operator, responsible body
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water that
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hetics on a
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6.3.8 Continuity of drinking water supply

The water utility should take all necessary steps to provide a drinking water supply on a continuous basis.
Where this is not possible, supply should be made available on a basis that is equitable to the users.

The water utility should take the necessary steps to minimize the impact of events such as system failures
or ongoing repair or rehabilitation works that cause the drinking water supply to users to be interrupted.
The water utility should inform users regarding supply interruptions in a timely manner.

In non-networked supply systems, the water utility should provide a drinking water supply on a regular
basis and inform users of the locations, intervals and timing of the provision of drinking water.
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6.3.9 Coverage and availability of drinking water services

Responsibility for geographical coverage of the drinking water service rests with the relevant authority and
responsible body, which should take all reasonable steps to provide service on an equitable basis within and
between all rural and urban areas. This objective of maximum coverage can require differences in methods
of service delivery, in accordance with local conditions.

Where populations are not served by piped network systems, the responsible body should plan on the
basis of alternative forms of provision, such as public water points or tanker trucks. The possibility that a
geographical area will not be profitable in commercial terms should not constitute an obstacle to service.
The range of possible models of service provision should include low-cost alternatives and prices adapted to

the needs of economically disadvantaged zones, with a view to expanding service.

The volu
requireme
illnesses li

Coverage and availability of the service should be environmentally and financially sustainable.
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lity for geographical coverage of the wastewater service rests, with the relevant aut
e body, which should take all reasonable steps to provide service,on an equitable basis
| rural and urban areas. This objective of maximum coverage can require differences

worked wastewater collections systems exist, the wastewater utility should control
alled connection and the waste discharged into the system. The water utility sho
users about what may or may not be discharged:into the wastewater system. The user
b comply with such requirements.

pulations are not served by network systems, the responsible body should plan
alternative forms of wastewater collection and treatment, such as latrines or septic
that a geographical area will not be-profitable in commercial terms should not co

adapted to the needs of economically disadvantaged zones, with a view to expanding §

vater utility should develgpyand operate a programme of operations and maintenance {
ets or systems to ensure that the user has the ability to discharge wastewater or sept3

vater utility should-provide reliable service and minimize unplanned interruptions tq

ability to
Coverage

6.3.11 Stq

The water

(j:scharge wastewater or septage.

d availability-of the service should be environmentally and financially sustainable.

prmwater management

utility should take all reasonable steps to minimize the risk of flooding. The water util

Hasic water
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hority and
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n methods

the quality
uld clearly
5 should be

to provide
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nstitute an

service. The range of possible models of service provision should include low-cost alternatives

ervice.

o repair or
1ge.

the users’

ity or local

relevant authority shoutd provide ciear information about the flooding TisKS i the service area and the
measures which users and property owners can adopt to minimize the possible impact of system flooding
(e.g. installation of flood barriers on property lines or building features). The operator should develop a plan
to react in an appropriate way to the risks of flooding.
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6.4 Contract management and billing

6.4.1 Content of the service agreement and water consumption measurement

6.4.1.1 Availability of a clear service agreement

The water utility should enter into clear and fair service agreements with users. The service agreement
should have clear and available conditions. In any case, it is possible that individual contracts or written
contracts will not be necessary.

A service a

obliga

greement should include at least:

ions ofthe water nh']ify' such as:

se

mg

W{

obligaf
proced

Procedure

The uf
water

Inresy
as ade

The ef
conne

The w
and m

When the ¥
accessible.

When the
reasonabld

The water]
cancellatio

6.4.1.2

[ting of connections and meters;
hintenance and continuity of the service, except in the case of “force majeure”;
iter supply, wastewater collection and stormwater management;

ions of the user, as well as the water supply, wastewater collection dnd stormwater m
ures and, in particular, the procedures for service agreement subscription.

5 for subscription:

er should subscribe for the service on their own initiative’by making an official req
hitility.

onse to the subscription request, the service agreement (commonly called “service rule
scriptive document summarizing the particular‘clauses of the service, should be sent t

fective date of the service subscription is“the date of the connection commissior
tion remains in service, the subscription,takes effect when the user enters the premis

hter supply, wastewater collection.and stormwater management are performed with ¢
pters, except in exceptional cases:

vater utility uses a standard Service agreement, this should be made publicly availablg

water utility proposes-to change an existing service agreement, customers shoul
notice of the details of the change and should be able to provide comment on the final

utility should _prepare and make available to users procedures for the establis

in of agreements. The cancellation procedures should be simple.

Water.consumption measurement

Except for

s0me exceptional cases, the water utility should install an individual meter in a publig

Anagement

uest to the

s”),as well
o the user.

ing. If the
eSS,

pnnections
and easily
d be given

decision.

hment and

or private

space for measuring with precision the consumption of the user.

In cases of dispute following an irregularity, the user should have the ability to request the removal of the
meter for the purpose of a calibration by an accredited body on an accredited bench. The tolerance level of
the accuracy is the one defined by the local regulation.

The user should give easy access to the meter to the water utility.

The frequency of meter reading should be defined in the service agreement.

The water utility should guarantee the reliability, traceability and calculation accuracy of the consumption.
The meter reading can be made either by an officer of the water utility [if possible, by mobile equipment
such as a personal digital assistant (PDA) or smartphone] or by remote reading (either walk-by or online
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remote reading). When the water utility officer cannot access the meter, the user may be authorized to read
the meter and communicate the value of the measure with the means at their disposal or, when possible, by
sending a picture of the meter.

In the absence of meter readings or self-metering data from the user, the consumption should be estimated.

When the meter has an incident (e.g. broken, blocked) or when there is a problem in its environment of
installation (e.g. flooded manhole, buried meter), the utility meter reading officer should obtain document
evidence, such as a photograph. The water utility should inform the customer and handle the incident as
soon as possible.

The utility meter reading officer should also indicate if there is a suspicion of fraud (e.g. meter switched
back, pipe connection) in order to generate a check of the user device.

6.4.1.3 A

The water
when they|
meter as of

In the eve
should per
and replac
disadvantg

Lccuracy of billing

utility should take all reasonable steps to ensure that billing of customers is accurate. ]
are installed, should be checked and/or exchanged. Moreover, the water utility shal
ten as they consider it necessary.

ht of a complaint about the accuracy of a meter used to measure(use of service, th
form a flow gauging and, in the case of a confirmed dispute, perform a calibration o
b it when appropriate. There should be a clear procedure for adjustment in the event
geous to the user.

When the meter reading is not possible (inaccessibility or incident ‘@nh the meter) the water utilit)

authorized

The rules
accessible

When con{
can make
collection.

The invoicg
be sentin
by the wat

If the web
electronic
point (add
customer’s

When the
residence,

Depending]

to estimate the consumption on the basis of past monitored consumption.

for calculation should be simple, clear and mentiened in the service agreement; they
Lo the user through other means (e.g. invoice, online service to user).

umption is estimated, this information shotild be clearly stated on the invoice so th
h clear difference between measured consumption or collection and estimated consy

e should be sent to the user in a teasonable timescale after the meter reading. The inv
aper form or online. It can be given to the user when reading the meter (on-site billing
er utility to the user's home or sent by post.

site provides an online“customer relationship service, the invoice may also be 3

ress of the connection) but it may be also sent to another address (address of the pa
request.

customer. has no meter, the operator should clearly state the basis of invoicing (g
humber'ofinhabitants).

on'the terms of the service agreement, in the event of failure to supply, the bill should

'he meters,
verify the

e operator
' the meter
of an error

’ should be

should be

at the user
hmption or

bice should
, delivered

vailable in

format in the user aeceunt. By default, the invoice should be sent to the address of the consumption

yer) on the

.g. type of

be reduced

accordingly.

The billing

should be carried out with a system enabling controls for each period of billing:

number of customers billed;

— consumption or collection billed;

The billing

amount billed.

system should keep all information requested for invoicing.
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sponse to billing complaints

The water utility should provide a timely response to the registered customer, which clarifies the problem
or resolves the complaint within a reasonable time.

The water utility should maintain a local service commitment (which may be included in the service
agreement) to customers, which specifies a maximum response time for billing complaints.

Depending on the terms of the service agreement, the water utility should give consideration to monetary
issues caused by billing errors, explain to the customer the error origin and provide acceptable solutions
(e.g. reimbursements of the difference if the payment has already been made and there is an overcharge).

6.4.3

Clarity of billing

6.4.3.1 (

The water
based bills

The water

teneral

utility should operate a billing system which provides customers with papeér:or ele
or other means which are clear, comprehensible, accurate, timely and complete.

utility should provide the customers with detailed information regarding the str

ctronically

icture and

contents of bills. This information should be clear and easy to understand;“using plain language and

unambigug
tariff scheq

6.4.3.2 (

us presentation. Examples of documents that could be used to¢provide this informat
lules and special cases.

omponents of the tariff

The information should clearly state the different components of the water or wastewater tar

different c
structure |

In the casg
contents sH

If the com
should be 4
service.

6.4.3.3 (

The invoicg
consumpti

General in}
well as adv]
online cust

Informatio

ased on the categories of beneficiaries.

of different services sharing a common bill with drinking water or wastewater s¢
jould be clearly distinct, with each service being clearly identified.

munication infrastructure is in place and the customers expect this service, this i
vailable for the customer on the(online service platform or provided by the customer r

ontrol of the water consirmption and advice

e should include a pattérn of the water consumption of the customer or a comparison
bn with the previoiis year or period.

ormation and-best practices on consumption per usage (e.g. toilets, shower, electrica
ice for deereasing consumption, should be available in the consumer relationship centt
omer kelationship platform.

jon include

iff and the

ntegories of recipients. Where a stormwater management fee is relevant, this should show the fee

rvices, the

hformation
blationship

bf its water

goods), as
e or on the

n,onthe importance of reducing wastewater discharges, as well as advice on the mea

so (e.g. dec

consumer relationship centre or on the online customer relationship platform.

6.4.4 Methods of payment

The water utility should establish systems to facilitate payment by the customer in terms of:

a)
b) choice
c¢) freque
d)

regularity of consumption or discharge measurement and/or billing;

and flexibility of payment methods;

ncy of payment;
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Payment will be made according to local custom and practice, such as:

cash;

cheque;

bank transfer;

automatic bank debit to due date or progress payment (e.g. monthly, quarterly);
pre-purchased “water stamps” or “tokens”;

credit card or phone card;

virtua
Payment c

online

purse SOIUUOHS;

any payment means accepted locally.

hn be made:

on the customer relationship management application;

— by phadne, mail or at the customer relationship centre;

0on a s¢g

The water

If-service payment terminal.

utility should bear in mind that poorer customers often{prefer to make frequent p

small amo(]l

nts and adjust the billing systems to accommodate this preference, if possible.

A system of prepayment (pay as you go) enabling the customerto pay only what is consumed or

should be d
a double bd

it alloy

it alloy
or wat]
rechar

6.4.5 Pa

Payment r
check payn

Payment r
that the us

Any doublg
if needed, f

ffered to these users as far as possible and when.tli€ service agreement allows it. This

hyments of

discharged
system has

ng dispute

nefit:

s vulnerable customers with irregular revenues to pay with small amounts;

vs the automatic interruption of the water service when the credit is finished, avoid

er disconnection costs; the reactivation of the service will then be automatic when the user has
ged their pre-paid account.

yment management

pgistration systems should be managed accordingly and should offer the possibility f]

hent with amounts(due.

pgistration systems should keep historical data according to the duration mentioneq
er can check'the history of payment.

paymeht-or overpayment should be reimbursed to the user on request in a reasonablg
his stim will be credited to their account and deducted from their next bill.

por users to

I, if any, so

timescale;

In the casd

of-an unpaid bill on the specified payment deadline, the water utility should remind

the user of

their duties once or several times with any regulatory means. Delay penalties may be applied in consistency
with the service agreement.

If the bill remains unpaid after these payment reminders, the water utility should be authorized to close the
connection or to reduce the flow after a last reminder to the user. If legislation doesn’t allow the interruption
or reduction of the service, the water utility can take any means (regulatory or legal) to ensure recovery.

In the case of users with difficult financial situations, the water utility should evaluate the situation and

offer differ

ent solutions, in particular payment delays or time frames.
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6.5 Promoting a good relationship with users

6.5.1 General

The water utility should address user expectations. The water utility should have procedures promoting
understanding good relationships and participation by users in general. The water utility should provide
accessible contact information for user communication. The water utility should also have procedures
which deal with enquiries from users and which clarify and/or resolve them in a reasonable amount of time.
The procedures should also guarantee confidentiality to the user and be carried out in a competent and
respectful manner by people who have access to the most current information.

The water utility should maintain a local service commitment (which may be included in the service

agreemenﬂ which Qpp{‘ifiPQ amaximum response time to the enquiries

The water]
segmentat

6.5.2 Wi

The water
of users an
answers to

The water
agreement

6.5.3 Te

Where teld
in a reason

The teleph
The water
agreement]

In areas where a telephone service is not dvailable, the water utility should provide an alternative]

responding

6.5.4 Us

The water
facilities s
managed V
or low-den
(e.g. mobild

The facilit

utility should be able to respond to the various expectations of users accqndir
on (household or non-household, professional activities and water usage) and/or vuln

"itten contact

utility should specify the forms of written communication available thatare adapted t
d provide a response in a reasonable time. The water utility should-provide suitable s
users.

utility should maintain a local service commitment (which may be included in {
which specifies a maximum response time for written ¢ontact.

ephone contact

phones are available, the water utility should previde a service which responds to rec
able time and also provides suitable solutions or answers to users.

pne service provided should be available at all times to respond to calls regarding en
utility should maintain a local seryvice commitment (which may be included in {
which specifies a maximum waiting time and a maximum response time for telephon

y to enquiries or emergency.contact from users.

er visits to the offices\of the water utility

utility should provide designated facilities which are appropriate for the reception of]
hould have established opening hours which are respected and provide reasonablg
Faiting times<for visitors. The facilities should be at offices that are convenient to use|

 offices;electronic desks).

eS-should offer visitors confidentiality and the employees of the water utility th

1g to their
erability.

b the needs
olutions or

he service

eived calls

hergencies.
he service
e contact.

system for

users. The
and well-
rs. In rural

Sity areaS, where fixed offices are not cost-effective, the water utility should provide allternatives

at provide

assistance

| 1 111 1 1o PRI
LU LTI STI0UIU DE CICdlly IUCIILITICU.

Easily understandable documents that relate to the main features of the service should be made available
proactively to visitors of the designated facilities. These should include information that sets out in simple
terms the water utility’s application procedure for a service.

6.5.5 Online customer relationship service

Wherever possible, the water utility should offer users a secured internet space giving them 24 h access
seven days a week to a first level of information and should carry out administrative procedures for the
management of its service agreement. Online services are an alternative or supplement to other means of
submission.
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6.5.6 Social media

Wherever possible, the water utility should offer the user through social media a first level of information on
the water and wastewater service and a first level of collection and treatment of their requests and reclaims.
Social media are an alternative or supplement to other means of submission.

6.5.7 Visits to the user

The water utility should adopt procedures which ensure that their employees observe appointment times
agreed for visits to users. The procedures should also require that employees who visit the users carry
appropriate identification and that they show it to the users. Users should be made aware of this requirement.

Employees of the water utility should minimize any inconvenience to the user and provide confidentiality
during and after the visit. Employees making visits to users should be competent regarding the|reason for
the visit arld should always behave in a courteous manner.

6.5.8 Complaints and requests

The water
users. The
service agl

all complaints and requests, the water utility should put in place a monitoring'system to assess th

time.

Complaint
— writte
by tele
by e-m
by fax;
verbal
— verbal

For furthe

The water
request, th
of the utilit

6.5.9 Natification-of restrictions and interruptions

The water
or any pla

utility should have procedures for answering and/or resolving complaints and reques
water utility should maintain a local customer service commitment (which may be incl
eement), which should specify maximum response times for users’>¢omplaints and re

and request methods can be:
n;
phone;

ail (internet or social media);

via a visit from the user;
via a visit from the employegs of the water utility.
guidance on handling complaints and requests, refer to ISO 10002.

utility should inform the user that if they are not satisfied by the response to their cq
ey may benefit fronta cascading procedure enabling them to make a claim to another d
y or another organization (e.g. water mediation).

utility>should use the most appropriate method to notify affected users about unsafe

ts made by
uded in the
quests. For
e response

mplaint or
epartment

conditions

restriction i
of the reason for, and the expected duration of, the restriction or interruption.

al service

nediwrestrictions or interruptions to the service. In the case of unplanned or exceptio
LMMDMMMMM&M&W ili i ible i cted users

It is recommended that the water utility maintains a local customer service commitment (which may be
included in the service agreement) which specifies the minimum period for notification to affected users of

planned re

Frequent u

strictions or interruptions of the service.

pdates on any prolonged interruptions should be given to the user.

6.5.10 Notification of an abnormal water situation

In the case of existing smart meters, the water utility should implement an alert system to the user by any
means and as soon as possible after the statement of an abnormal situation, such as a proven water loss, a
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water loss suspicion or an overconsumption, a likely sewer back-up or a stormwater flooding warning, so
that they can react rapidly.

After verification of abnormal consumption (water loss or overconsumption) or abnormal collection, a
message with or on the invoice should alert the customer so that they can check their device. A separate
message (before or after invoicing) can also be sent to the user to alert them of this abnormal consumption.

When the abnormal consumption remains very low during several consecutive periods, the water utility
should be allowed to check the user's device.

6.5.11 Availability of service information

The operator, responsible body and relevant authorities should openly and transparently provide the users

with gener
responsibi
should be j

Users may
are some g
not necess
authorities

EXAMPLE

qu

custom
co
co
mé
ho

legal fr|
— cu
rig
re

tai

public health matters:

al information regarding publicly available aspects of the service, including the des
ities and the performance of the services in accordance with local conditions. This’i
rovided in such a manner as to be of the greatest use to the greatest number ofusers.

ases where information disclosure is controlled by law. Information may:be made av
hrily publicly disseminated. However, when possible, the operator, respansible body aj
should provide all legally available information actively when requested to do so.

Depending on local conditions, public aspects of the service can include:

plity test results;

Fiodic reports on water quality;

Fiodic reports on wastewater quality and residue disposal;

er service:

htact details (office hours, telephone contacts, internet address);
mplaints procedures and cascadingprocedure for amicable resolution;
tering procedures, billing procédures and payment procedures;
v to seek available help topay a bill (e.g. social security);
hmework:

stomer contracts;

hts of users;

ponsihilities of users;

iffs;

ignation of
hformation

request the operator, responsible body and/or relevant authorities to disclose information. There

hilable and
hd relevant

operati

tariif-setting procedures;
existing contracts (e.g. concessions, management agreements);
proposals for new or renewed contracts (e.g. concessions, management agreements);

procedures for contract awards (e.g. concessions, management agreements);

onal matters:

timelines for service extension;

© IS0 2024 - All rights reserved

19


https://standardsiso.com/api/?name=cec4819678f60f717bbe2f4911ac2287

— em
— pri

ISO 24510:2024(en)

ergency procedures;

financial matters:

cost structure;

cing formula and price evolution formula;

performance of the service:

performance data as published, for example, by relevant authorities.

6.5.12 Community activities

The water
service, or
promote gg
of local ex
participati

6.5.13 Pa

The operat
users (e.g.

ongoin
of sery

consul
either

listeni
user sa

6.6 Protection of the environment

6.6.1 Su

The water
(e.g. energy

The water

should organize its own activities, such as facility open houses and tours. The water ut

pectations (as this could result in, for example, cooperation from the community ang
bn in cases of emergency).

rticipation of the users

participation in dispute resolution for individual cases;

hg to customer needs and measurement of the quality of the service by anonymous

utitity should participate I tocat community activities, Whenever these are retey

od relationships with the local community by providing information proactively,ahd b|

or, responsible body and/or relevant authorities should encourage:and promote parti
egal framework, funding), which could take several forms, for éxample:

g consultation through standing user committees which-4nay monitor complaints and
ice;

ation can take place between users and operators, responsible bodies and/or relevant 3
ointly or separately;

tisfaction.

stainable use of natural resources

utility should(strive for efficiency and sustainability in the use of water and other

).

utility sheuld also undertake actions such as:

I~
L

ant to the
lity should

eing aware
| volunteer

ipation by

standards

consultation at key decision points, such as new programmes to extend the network, set prices for a
new pe¢riod, considering the content of new operating contracts and/or changes of the respon

sible body;

wuthorities,

surveys on

resources

minim

|izing leakage;

minimizing contamination of the environment;

establishing source water protection, including long-term resource allocation mechanisms;
monitoring the quantity and quality of water resources in catchment areas;

participating in commissions responsible for river basin management;

providing education and general information to users about efficient use of water and other natural
resources;

setting tariffs and/or taking measures which promote efficient water use.

For further guidance, refer to ISO 24511 and ISO 24512.
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6.6.2 Wastewater treatment

The responsible body and/or relevant authorities should ensure the adequate treatment of wastewater to

prevent ris

ks to public health and to minimize adverse environmental impact.

The operator, responsible body and/or relevant authorities should provide users with information regarding
any applicable regulations and guidelines and the level of compliance.

For further guidance, users should refer to ISO 24511.

The responsible body and/or relevant authorities should ensure the adequate treatment of stormwater to

prevent ris

ks to public health and to minimize adverse environmental impact.

For further guidance, refer to 1ISO 24536 and ISO/TR 24539

6.6.3 En|

The opera
impact of
to the staK
environme
authorities
water serv

For furthei

6.7 Safe|

vironmental impact

tor, responsible body and relevant authorities should take positive action to mi
their activities on the environment. The results of implementation should be com
eholders. These activities should be in accordance with guidelines and/can be enha
ntal management system (e.g. ISO 14001). The operator, responsible body and/q
should provide regular information about the environmental impdet of the activities
ices.

guidance, refer to ISO 24511 and ISO 24512.

ty and emergency management

The operator, responsible body and relevant authorities;should develop and regularly test a
emergencyland prevention plans based on risk managemént principles that include:

a) preverltion and mitigation measures;

b) the internal organization to deal with emergericies;

¢) training procedures for employees;

d) appropriate information for users;

e) procedures for the restoration.of normal service operation.

Emergencyl plans should be deSigned to restore the service to users in a reasonable time and r¢
and inconveniences as far-aspractically possible, in accordance with local conditions. The emerg
should alsq be designedto.prevent disruptions to the service due to problems with quantity or qu
supplied wiater or degradation of water resources or the environment.

Emergencyl planssshould be in accordance and integrated with general emergency plans for thg
operator, responsible body and/or relevant authorities should provide easily accessible means
during an ¢rhergency. Such means may be common to all kinds of emergencies in a given area.

himize the
municated
hced by an
r relevant
relating to

ppropriate

bduce risks
ency plans
ality of the

b area. The
of contact

During any emergency, the operator, the responsible body or the relevant authority should provide timely

informatio

contac

n to the users on the following:

the nature of the incident and the risks (if any) involved;

t details for appropriate water utility representatives;

what (if anything) the user should do;

the estimated time before normal service is resumed and what temporary solutions are available.

The information should be distributed to users by appropriate and available methods under the
circumstances of the emergency.
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For further guidance, users should refer to ISO 24511 and ISO 24512.

7 Assessment criteria for service to users

7.1 General

The service to the users should be assessed, taking into account users’ needs and expectations and the
results of the actions defined from the guidelines presented in Clause 6. The fulfilment of these needs and
expectations and the degree of success of the actions can be measured by means of performance indicators.

In such cases, in order to define specific performance indicators, this clause presents key assessment criteria
needed to evaluate the fulfilment of the related objectives. For every user need and expectation in Clause 5,

a guideline
objective c
stakeholde
depend on
written co
measures

more of the
of perform|

7.2 Acce

The assess

equity
access

access
trainir

afford

impler
and vu

sustail

the pr

7.3 Prov

quantity of water available to users;

availability of feasible and-affordable alternatives to the service;

is listed in Clause 6 and corresponding assessment criteria are given in this claus
hosen for the utility, one or more performance indicators should be developed by-the 4
I to use in assessing the service for this objective. The specific performance indicators
local conditions (e.g. in populations with high illiteracy rates, performance‘indicator
mplaints are not valuable; in non-network systems, performance indicators related {
hre not relevant). In every case, the performance indicators should be '\developed ug
e assessment criteria outlined in this clause and the methodology presented in Clause §
ance indicators are provided in Annex A.

ss to water services

ment criteria include:

in the access to drinking water and wastewater‘services;
to drinking water and wastewater services.n rural areas and poor areas;

of vulnerable users to customer and relationship services (including set-up of measure
8);

hbility of the water supply and wastewater services;

hentation of public policy/to'support access to drinking water and wastewater servic
Inerable people;

hability of the Wwater supply and wastewater services;

bability ef'stormwater occurrences and their impact in the region.

rision of the service

b, For each
ppropriate
to be used
s based on
0 pressure
ing one or
. Examples

5 for digital

es for poor

7.3.1 Time to establish new service provisions

The assessment criteria include:

— compliance with the standard service connection time;

— simplicity of establishing a new service connection;

— average time to establish alternative forms of service provision.
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7.3.2 Repairs

The assessment criteria include:

— effects on users of service interruptions (planned or unplanned);

— extent of information to users on interruptions (planned or unplanned);

— degree of success in finishing planned repairs in the specified time.

7.3.3 Price of service

The assessment criteria include:

— variation in price regarding historic price levels (taking into account currency fluctuations);

— degred of cost-recovery and degree of coverage by subsidies;

— affordability of the service;

— compafrison with other forms of provision of the water services (e.g. ratio of vendor prices to

prices];

— comparison with other networked services.

7.3.4 Quantity of drinking water supply

The assessment criteria include:

— existence of a service development plan;

— balande between demand and capacity of the drinking water supply system;
— efficiency in the use of water and of water resaurces;

— quantity or rate of water losses.

7.3.5 Drjnking water quality
The assessment criteria include:
— resultg of analyses of samples and their compliance;

— drinkipg-water-related complaints.

7.3.6 Aesthetic aspects of water

The assessmenticriteria include:

— complaints related to aesthetic quality of drinking water;

— complaints related to odours from the wastewater system.

7.3.7 Pressure of drinking water supply
The assessment criteria include:
— compliance with pressure guidelines;

— pressure-related complaints.
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7.3.8 Continuity of drinking water supply

The assessment criteria include:

— degree of continuity of the supply;

— regularity of non-network means of supply;

— continuity-related complaints.

7.3.9 Coverage and availability of drinking water services

The assessment criteria include:

— degres

equity
7.3.10 Co
The assess
— degres

equity

of coverage or availability;

of coverage or availability.

verage and availability of wastewater services
ment criteria include:
of coverage or availability;

of coverage or availability;

— interryptions of wastewater or septage collection and discharge.

7.3.11 Pr
The assess

damag

bperty flooding by wastewater
Iment criteria include:

e by wastewater flooding;

existe
existe

complj

7.3.12 Pr
The assess

probal

|

ce of wastewater flood-prevention measures;
ce of action plans, including communication in the event of wastewater flooding;

ints related to wastewaterflooding.

pperty flooding by stormwater
ment criteria include:

ility and extent of flooding due to extreme weather events;

dama

e likely tobe caused by stormwater flooding;

existemce’of stormwater flood management and prevention measures;

existence of action plans, including communication in the event of stormwater flooding;

complaints related to stormwater flooding.
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7.4 Contract management and billing
7.4.1 Content of the service agreement and consumption measurement

7.4.1.1 Availability of a clear service agreement
The assessment criteria include:

— existence of a clear publicly available service agreement (so-called “service rules”) transmitted to each
user;

— existence of adocument describing and summarizing the specific conditions of the subscription targeting
each user;

— existence of a follow-up and treatment of service-agreement-related complaints.

Assessment criteria include:

— metering errors;

— incidelts with meters;

— inaccepsibility of meters;

— resultg of meter calibration;

— resultg of regulatory controls when they exist at nationaldevel.

7.4.2 Acfuracy of billing
The assessment criteria include:
— corrected bills;

— invoicing speed (delay between metering and invoice mailing).

7.4.3 Response to billing complaints
The assessment criteria include;

— efficiency in complaifitfandling;

— effectipeness in-complaint handling;

— conformity with the standard response time.

7.4.4 Clarity-ofbilling

The assessment criteria include:
— contact regarding bills;
— existence of additional information regarding bills;

— customer surveys regarding bills.
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7.4.5 Methods of payment

The assessment criteria include:

— choice of payment means;

— variety of payment methods;

— convenience of local payment points;
— efficiency of payment record systems;

— effectiveness and efficiency of collection and recovery of water billing.

7.5 Pr01|noting a good relationship with users

7.5.1 Geperal

The assessment criteria include:

— the existence of a management unit in charge of relations with users;
— the existence of a participation scheme for users;

— user surveys regarding the service agreement management and reldtionship with the water Nitility;

— the degree of privacy or confidentiality enjoyed by users.

7.5.2 Written contact
The assessment criteria include:
— effectipeness in handling written contact;

— conforjmity with the maximum specified response time.

7.5.3 Telephone contact

The assessment criteria include:

— effectipeness in handling telephone contact;

— conformity with the maximum specified response time;

— conformity with the maximum specified waiting time.

7.5.4 Uspr visitsto the offices of the water utility

The assesspient criteria include:

— availability and convenience of offices;
— efficiency in handling user complaints and requests during user visits to the offices;

— effectiveness in handling user complaints and requests during user visits to the offices.

7.5.5 Online customer relationship service
When online customer relationship is implemented, the assessment criteria include:
— availability of the online relationship service to users;
— personal data security;
© IS0 2024 - All rights reserved
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complaints of the customer online service;

digital

training measures;

number of users connecting to the website;

number of online records (e.g. subscription, payment).

7.5.6 Social media

Where social media communication channels are implemented, the assessment criteria include:

numbd

7.5.7 Vis
The assess

the exi
chargsg

— compli

7.5.8 Co
The assess

the ex
(e.g. IS

efficie

effecti

r of users consulting the site or following the website.

its to the user
ment criteria include:

stence of procedures for visits to the user, including identificatien procedures of the €
of meter reading;

hints regarding visits to the user.

mplaints and requests
ment criteria include:

stence and use of a procedure for handling complaints and requests or a monitor
0 10002);

cy in handling complaints and requests;

veness in handling complaints and requests;

existence and set-up of a cascading'procedure aiming for an amicable resolution.

7.5.9 Nagtification of restrictions and interruptions

The assess

efficie]
effecti

confor

ment criteria include:
cy in notifyying users of interruptions to the service;
venessintnotifying users of interruptions to the service;

mity'with the specified notification time.

effectiveness and efficiency of the administrative procedures and the treatment of requests and

mployee in

ng system

7.5.10 Notification of an abnormal water situation

The assessment criteria include:

effectiveness and efficacy of the alert system;
existence of risk of a sewer system overcapacity;

existence of risk of stormwater flooding.
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7.5.11 Availability of service information

The assessment criteria include:

— the availability of information regarding the service to the general public (e.g. website, periodic reports);

— complaints regarding availability of the information;

— accessibility of the available information (potential number of users with access to the information
channels).

7.5.12 Community activities

The assess

— existence of a policy for community participation by the water utility;

— stakeh

facilitips, school programmes, information packs distributed).

7.5.13 Pafticipation of the users
The assessment criteria include:

— existence of a legal framework or collective agreements to establish.user participation;

— degres
— intervq

— user s4

7.6 Protection of the environment

7.6.1 Su

The assess

— existence of an environmentalimanagement system (e.g. ISO 14001);

— water
— efficiel

— efficie

r's i 3 3 | |
IICIIU CIILUT Id TTICIUUT.,

olders involved directly in activities with the water or wastewater service (e.g:yvisits t

of user participation in consultation processes regarding the governance of the servig
entions delivered by users’ committees;

tisfaction surveys.

stainable use of natural resources

Iment criteria include:

osses;
1Cy in energy cenSumption;

\cy of use af.water by domestic and non-domestic users.

For additignal criteria, refer to ISO 24511 and ISO 24512.

7.6.2 Wastewater treatment

b operating

The assessment criteria include:

— wastewater treatment capacity;

— results of wastewater and ambient water analyses;

— enviro

nmental impact of wastewater discharge;

— effects of wastewater discharge on public health.

For additional criteria, refer to ISO 24511.
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7.6.3 Stormwater treatment

The assessment criteria include:

— stormwater treatment capacity;

— results of stormwater and ambient water analyses;

— environmental impact of stormwater runoff;

— effects

For additio

of stormwater runoff on public health.

nal criteria, refer to ISO 24536 and ISO/TR 24539.

7.6.4 Enyironmental impact

The assess

— existence of an environmental management system (e.g. ISO 14001);

— compli

— total p

ment criteria include:

ance with guidelines;

pllutant emission from the water or wastewater system (gas, liquidor solid phase);

— envirjumental impact of water abstraction.

For additi

7.7 Safe|
The assess

— the exi

— availability of means of enquiry during an emergency;

— efficiel

— effecti

For additignal criteria, refer to ISO.24511 and ISO 24512.

8 Asses

8.1 Gen

Assessmen
outlined in|

nal criteria, refer to ISO 24511 and ISO 24512.

ty and emergency management
ment criteria include:

stence and regular testing of an emergency plan (including prevention measures);

\cy in providing emergency information;

veness in providing emergency information.

sment of water services

bral

t as agprocess should be managed to achieve a clear and precise purpose and refer to the
Clause 5. The following should be established as part of a comprehensive policy (see 8

objectives
.2):

— the goal'and scope of the assessment (see 8.3);

— the parties involved in the assessment (see 8.4);

— the methodology of assessment (see 8.5);

— the necessary service assessment criteria (see 8.6);

— the resources necessary to conduct the assessment (see 8.7);

— the production of output and recommendations for the use of the output (see 8.8).

How and by whom the assessment information is to be used should also be identified.
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If not precisely specified, the assessment can cause confusion or conflicts among the parties involved.

There is a great variety of types of assessment, depending on the characteristics listed.

EXAMPLES
assessment,

Environmental performance assessment, conformity assessment relating to best practice, risk

audits.

The output of this process (i.e. assessment as a result) should facilitate the further decision-making process
for the stakeholder requesting the assessment.

8.2 Assessment policy

The responsible body should establish a comprehensive policy for the assessment of service.

A sound af
a general {
strategic p

The assess
decision-m|

procedures

It should a
providing {

the set

— thegu

the sel

Assessmen
learning af

sessment policy is a key component of the continuous improvement of the service., It
ramework for the assessment. It facilitates the determination of the actual situatio
anning and decision-making influences performance.

ment policy should address the overall efficiency and effectiveness of thelstrategic pl
aking activities. It should be designed to encompass all of the variousmanagement sy
and should include self-assessment in the management component.

bsist in the measurement of the achievement of the various functions and activities pef
he services, closing the cycle and linking:

of objectives stipulated in Clause 5;
delines for satisfying users’ needs and expectationscinClause 6;
ected assessment criteria in Clause 7.

t should be designed and implemented asca“tool for promoting the development o
1d feedback to decision-making.

hould give

n and how

hnning and
stems and

formed for

[ collective

8.3 Goal and scope of the assessment

The general goal of assessment is to check'if the water service objectives concerning the users|have been
met. Objectives for the service to users.are defined in Clause 5.

The goal and scope for a specific dssessment should be clearly defined, taking into account climate change,
higher user and regulatory demands and available technologies.

This docurment does not deahwith the assessment of the management of the utility.

Service asgessments shiguld be focused on service performance, on the satisfaction of users and pn meeting
the objectives for thelservice, but not on the means used or the detailed organization implefnented for
meeting thie objectivés.

Part of the|assessment of water services deals with the assessment of service to users. For servige to users,
assessmentshewldfocus-entheinterface betweenthe utility-and-the user{e-gmeasuringusersatisfaction).

Assessment of service to users should effectively involve the users in the process. With regard to assessment
of water services (in addition to the assessment of service to users), the general recommendation is to
focus on the service performance. Nevertheless, some activities do not fit well with direct measurement of
their performance. In such cases, indirect assessment of the performance can be accomplished through the
evaluation of some management systems (e.g. risk management, security management, asset management).
More guidance for the assessment of water services is given in ISO 24511 and ISO 24512.

8.4 Parties involved in the assessment

The responsible parties and all other parties (e.g. the assessment team) involved in the assessment should
be clearly defined. Their responsibilities, their role in the process and the framework of operation for each
party should be specified.
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When the responsible body and the operator(s) are not the same legal body, assessment procedures, if not
fixed by legal requirements from the relevant authorities, should be agreed to in advance to provide coherent
assessment results from all involved parties, in accordance with respective rights and responsibilities.
Concerning service to users, the responsible body and its operator(s) should take a consistent position

relevant to

the assessment procedures concerning service to users.

8.5 Methodology of assessment

Due to the diversity of legal, institutional and managerial systems governing water services, this document
does not present detailed service assessment procedures. However, this document should be used to
configure assessment procedures appropriate to local conditions.

The select

on of the assessment tools should fit the assessment gnalc and scope Performanc

e indicator

systems ar

NOTE
investors.

I

Assessmen

[n some cases, specifications for assessments can be required by relevant authorities’or

e one of these tools (see Clause 9).

t methodology and procedures should be:

of dup
flexibl

gained.

Some type
that the re

EXAMPLES
3.4.11).

If, at a geo
services, tH
satisfactiol

8.6 Sery

The neces
requireme

Service as
example sh
presents aj

It should b

develI
periodically reviewed to check their efficiency and effectiveness, paying notable attention tg

ed with a capacity for repeated measurement to determine trends;

ication;

b, to adjust to changes in goals, framework, assessment ctitéria and indicators as new i

b of assessment procedures will possibly already belstandardized. In such cases, itisrec
evant standards be used.

Review (see ISO 9000:2015, 3.11.2); envirehmental performance evaluation (see ISO

braphically relevant level (country, fegion and city), specifications are established foj
en these specifications should a}soinclude provisions concerning assessment processq

1).
ice assessment criteria

cary service assessment criteria should be selected in accordance with the obje
hts of interest as-detérmined by stakeholders, taking into account local conditions.

bessment criferia are the link between objectives and performance indicators. Th¢
ows, for one-of the objectives proposed in Clause 5, possible service assessment criter
sessment.criteria for service to users for every objective listed in Clause 5.

e noted that service assessment criteria can be related to more than one objective.

EXAMPLE

by financial

avoidance

hsights are

bmmended

14031:2021,

" the water
s (e.g. user

ctives and

e following
a. Clause 7

Objective: written contacts.

Possible ser

vice assessment criteria:

effectiveness in handling written contacts;

conformity with the maximum specified response time.

8.7 Resources to conduct the assessment

The responsible party for the assessment should ensure that the necessary resources, including
human, financial, organizational and required information technology, are available. The team with the

© IS0 2024 - All rights reserved

31


https://standardsiso.com/api/?name=cec4819678f60f717bbe2f4911ac2287

ISO 24510:2024(en)

responsibility for carrying out the assessment should be clearly defined. This team should be empowered to
specify and steer the assessment process within the given framework (e.g. goals, scope, resources, parties
involved, methodology, outputs).

8.8 The

production of output and recommendations for the use of the output

The output of assessment should be a report about the assessment process and its results. It should include
additional guidelines for the use of these outputs. The output should make transparent the distinction
between the defined targets and the actual service.

9 Performance indicators

9.1 Gen

Performan
objectives

Performan
assessmen

Performa

allow for a

bral

[particularly those identified in Clause 5).

e indicator systems should be considered as a key assessment tool amgng the vario
L tools (see Clause 7 and Clause 8).

should include, among other tools, a coherent set of indicators-‘and the related comp
clear definition of these performance indicators and assistiitheir interpretation.

9.2 Performance indicator systems

9.2.1 Ke
A perform{
— perfor

contex

variab

In addition
adjusted ajs

9.2.2 Pe

Individual
relevant ag

Each perfo

be cle

y components of a performance indicator system

ince indicator system comprises a set of theféllowing key components:
mance indicators;

t information;

es.

, specific targets for eachrindicator should be established and routinely monitored, t
needed.

rformance indicators

pects of €he service in a true and unbiased way.

rmanee indicator should:

rivdefined with 2 cancise and nhoqninnr‘a] inter
HyageHhedwWitl-a-€ = HH —Htef

e indicators are used to measure the efficiency and effectiveness of a utility/in ad

nkce indicators should be used within the context of a comprehensive service assessmég
This systeIE

performancé. indicators should be unique and collectively appropriate for repres

hieving its

us existing

bnt system.
bnents that

racked and

enting the

be assessed from variables that are easily and reliably measured at a reasonable cost;

contribute to the expression of the level of actual performance achieved in a certain area;

geographical area);

be related to a specific time period (e.g. annual, quarterly);

be verifiable;
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— be simple and easy to understand;

— Dbe objective and avoid any personal or subjective appraisal.

Performance indicators are typically expressed as ratios between variables. These ratios may be
commensurate (e.g. %) or non-commensurate (e.g. $/m3). In the case of non-commensurate ratios, the
denominator should represent one dimension of the system (e.g. number of service connections; total water

main length; annual costs). This allows for comparisons through time or between systems.

Variables that can vary substantially in time (e.g. annual extraction or discharge volumes), particularly if
not under the control of the utility, should be avoided as denominators in the indicator ratios. An exception

can be made when the numerator varies in the same proportion as the denominator.

A clear pr

pecify all the

variables 1

within the
be assesse

out withoy

Therefore,

characteriy

Additional

CEOUTIT Torre—orrotrror o e o r e o ror— o retrore it

provided in Annexes A and B.

9.2.3 Va
Each varia
a) fitthe

b) refert

riables

ble should:

indicator or context information it will be used fors

equired and their algebraic combination. The variables may be data generated-an
utility (utility data) or externally (external data). In either case, the quality of(the data should
l (see 9.3) and verified. The interpretation of the performance indicators should not{be carried
t taking into account the context, particularly if it is based on comparisons’ with other cases.
complementary to the performance indicators, the context information should consider also the
tics of the system and the region in which the services are provided.

definition of the performance indicator or contextinformation it is used for;

1 managed

information on performance indicators and grading systems.for performance indicators is

b the same geographical area and the same period of time or reference date as the performance

furacy and

c) Dbeasreliable and accurate as the decisions made based on it require.
Some of thle variables are external data andmainly informative, and their availability, accuracy, reference
dates and limits of the corresponding geographical area are generally out of the control of the ut{lity. In this
case, variaples should also:
— wheneyver possible be collected’from official sources, which include information on the ac

reliability of the variable(s);
— be carefully documente® and controlled in terms of source, mode of collection, and so on, for a reliable

perfor

9.2.4 Co

Context inf

of the perf

mance indicatorassessment or interpretation.

ntext information

ormation defines the inherent characteristics of a system that are relevant for the int¢rpretation
rmance indicators. There are two possible types of context information:

— information describing pure context and external factors that are not under the control of the utility
(e.g. demographics, topography, climate);

— characteristics that can only be influenced by management decisions in the long term (e.g. age of the
infrastructures).

9.3 Quality of the information

The quality of the data should reflect the importance of the assessment being conducted.
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A scheme providing information on data quality is needed so that users of the performance indicators and
context information are aware of the reliability of the information available. The value of the performance
indicators can be questionable without this scheme.

The confidence grade of a performance indicator can be assessed in terms of its accuracy and reliability.
The accuracy accounts for measurement errors in the acquisition of input data. The reliability accounts for
uncertainties in evaluating the reliability of the source of the data.

An example of a confidence-grading scheme is presented in Annex B.

9.4 Example of a performance indicator

Performance indicators are relevant to service assessment criteria to which they link. The following example

shows, for
service as§

EXAMPLE
Objective: W

The user ex
amount of t

Possible ser]
Possible pet
Definition:

complaints

Processing

where

Igs3a
Fy,
Fy3

Comment: }
interpretati
guaranteed

Internation

pne of the objectives proposed in Clause 5, possible performance indicators relevanttd
essment criteria shown in Clause 7. More examples are given in Annex A.

rritten contacts.

pects written contacts (e.g. letter, e-mail, fax, sms) to be responded to and-dealt with within g
me and in a respectful manner.

vice assessment criteria: conformity with the maximum specified response time.
formance indicator: response to written complaints (%).

[number of written responses within the target time during the assessment period/numbe
Huring the assessment period) x 100

£,
fule: 1 =—22x100
QS34 Fys

is the performance indicator of efficiency-in responding to written complaints, in per cent;
is the number of written responses;

is the number of written complaints.

'his indicator may be assessed for periods shorter than one year, but special care is requir
on when used for beth_internal and external comparisons. This indicator is applicable in t
standards scheme.

h] Water Assogiation (IWA) code: QS34.

one of the

reasonable

I of written

ed in result
he case of a
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Annex A
(informative)

Example of performance indicators

eral

This annex_presents specific examples of performance indicators developed in accordanc

with the

assessmen
indicators
with users

Some of th
or estimat
estimated

agreement]

The examp
be develop

PerformarllE

in this an
and applic:

The interp
characteriy

A.2 Accd

Performance indicator: population per public tap or standpipe (persons/tap).

Definition
of public t3

Processin

where

Igsg
F3

L criteria contained in Clause 7 and the methodology presented in Clause 8. The {p4g
should be used to assess the performance of the service against the objectives set in
needs and expectations included in Clause 5.

e assessment criteria listed in Clause 7 for service to users require somequalitative 4
on of data. Even though the principles of performance indicator use are<contrary to
data, when necessary, these estimated data should be obtained in, @ systematic
with all the stakeholders involved in the assessment process.

les given in this annex are not exhaustive. Other similar examplées'of performance indic
ed or found in other references (e.g. References [15] and [1€]) for application of this
e indicators are sensitive to local conditions and need to'beadapted. The performance
x are offered as examples only and should not be uséd without confirmation of thei
bility.

retation of the performance indicators should refer to the context information, which i

tics of the system and the region.

pss to drinking water services

: resident population served by the water delivered through public taps or standpipes |
ps and standpipes.

F.
g rule: Ing :F—3
8

is the performance indicator of population per public tap or standpipe, in persons/tap

is thénumber of persons served by public taps or standpipes;

Fg

rformance
hccordance

ssessment
the use of
vay and in

htors could
document.
indicators
" relevance

hcludes the

er number

isthe number of pnh]ir taps and qf;mdpippq

Comment: This indicator is assessed for a reference date. This indicator is relevant only for developing
regions where a significant part of the supply is provided by public taps and standpipes.

IWA code:

QS9.

A.3 Provision of the service

A.3.1 Time to establish new service provisions

Performance indicator: new connection efficiency (days).
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Definition: total time spent for establishing new connections during the assessment period/number of new
connections installed during the assessment period.

Processing rule: Iog;3 :F—

where

Igs23
Fy

FlO

Fy

10

is the performance indicator of new connection efficiency, in days;
is the new connections establishment time, in days;

is the number of new connections established.

Comment}
to mislead
interpretin
contracts,

IWA code:
A.3.2 Re

A3.21 Iy

Performance indicator: interruptions per connection (number/1 000 connections/year).

Definition|:
period x niimber of service connections)] x 1 000.

Processin

where

Igsia

Comment]
to mislead
interpretin

IWA code:

This indicator should not be assessed for periods shorter than one year, since_thi
ing conclusions. If a shorter assessment period cannot be avoided, special care.is 1
g results. External comparisons on such time bases shall be avoided. This indicator re
vhen service connections already exist.

QS23.
pairs

terruptions per connection

[(total number of interruptions during the* dssessment period x 365)/(
D3¢ %365

H{xC

gl‘ule: IQSl4= x 1 000

24

is the performance indicator of interruptions per connection, in number/1 000 connec
is the number of service conneéctions;

is the number of service-interruptions;

is the assessmentperiod, in days.

This indicater.should not be assessed for periods shorter than one year, since thi
ing conclusiens. If a shorter assessment period cannot be avoided, special care is 1
g results. External comparisons on such time bases shall be avoided.

QS14

5 may lead
equired in
fers to new

issessment

tions/year;

5 may lead
equired in

A.3.2.2 Average interruption time

Performance indicator: average interruption time (days).

Definition

: average duration of all interruptions taking place during the assessment period.

Processing rule: total time of interruptions during the assessment period (in days)/total number of
interruptions during the assessment period.

Comment: This indicator should not be assessed for periods shorter than one year, since this may lead to
misleading conclusions.
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A.3.3 Price of service

Performance indicator: affordability of connection charges (%).

Definition: price of a new service connection in an area requiring network extension with respect to the
average income in the area.

Processing rule: (price of a new connection to the service in an area requiring network extension/average
monthly household income in the area) x 100.

Comment: The procedure to estimate the monthly household income in the area should be clearly specified
beforehand and in agreement with all the stakeholders involved.

A34 Q

Performance indicator: time with water-use restriction in place (%).

Definition
in place.

Processin
during the

Commentj

Py £ loas L A= 1
dlItily Ul UTIIRIITS WdLCT SUpply

: percentage of time each year where a voluntary or legally enforceable water-use rest

b rule: [days during a year when a voluntary water-use restriction was ‘in place (num
year when a legally enforceable water-use restriction was in placefmumber)] x (100/3

The value 365 should be replaced by 366 when the year is a leapyear. Only water-use 1

thatare du|
indicator.

performanice indicators.

A.3.5 Drjnking water quality

Performa
Definition|
during the
period) x 1
Processin

where

Iosis

to insufficient water quantity at source should be included-in the calculation of this p4
ater utilities may choose to indicate voluntary and legally ‘enforceable restrictions wi

ce indicator: quality of supplied water (%).

: (total number of treated water tests, complying with the applicable standards or
assessment period/total number of, tests of treated water carried out during the 3
00

(Dgz + Dg3 + Dgg ¥ Dgs ) «
Dsy

4 I‘ule: IQSlB = 100

is the performance-indicator of the quality of supplied water, in per cent;
is the numbery of treated water quality tests carried out;
is the numper of complying aesthetic tests;

is theqiumber of complying microbiological tests;

riction was

ber) + days
65)

estrictions
rformance
'h separate

legislation
ssessment

H 1 1 £ i 1 H 1 1 H 1 4 4o
S tuc HUIoTh U CULITPTY TS PITY SICAIFUIITIHIITAT TESLS,

is the number of complying radioactivity tests.

Comment: This indicator may be assessed for periods shorter than one year, but special care is required in
interpreting results when used for both internal or external comparisons.

IWA code:

QS18.

A.3.6 Aesthetic aspects of water

Performance indicator: water quality complaints (%).
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Definition: (number of water quality complaints during the assessment period/number of service
complaints during the assessment period) x 100.

Processin : = Fig

grule: I5530 =—— x 100
Fis

where

Igs3p is the performance indicator of water quality complaints, in per cent;
Fis  isthe number of service complaints;

Fig is the number of water quality complaints.

Comment] This indicator may be assessed for periods shorter than one year, but special care is.required in
interpreting results when used for both internal or external comparisons.

IWA code:|QS30.

A.3.7 Pressure of drinking water supply
Performance indicator: pressure complaints (%).

Definition: (number of pressure complaints during the assessment period/number of service fomplaints
during thel|assessment period) x 100.

. Fie
Processing rule: [pg,3 =—— x 100
Fis
where

Igszg [is the performance indicator of pressure cemplaints, in per cent;
Fis  [is the number of service complaints;
Fi¢ [is the number of pressure complaints.

Commentj This indicator may be assessed for periods shorter than one year, but special care is required in
interpreting results when used for beth'internal or external comparisons.

IWA code:|QS28.

A.3.8 Coptinuity of drinking water supply

A.3.8.1 C(Continuity ofsupply

Performe:Ice indicator: continuity of supply (%).

Definition: [pumber of hours when the system is pressurized during the assessment period/(24 x gssessment
period)] x T00:

H
Processing rule: Iogq, =H—224 x 100
1%

where
Igs12 is the performance indicator of continuity of supply, in per cent;

H; is the assessment period, in days;

H,  isthe time system is pressurized, in hours.
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