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Foreword

ISO (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.
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the ISO/IEC Directives, Part 1. In particular the different approval criteria needed for the

bes of ISO documents should be noted. This document was drafted in accordande\with the

es of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).
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anation on the voluntary nature of standards, the :meaning of ISO specific termqd and
related to conformity assessment, as well as information about ISO’s adherence tp the
Organization (WTO) principles in the Technical Barriers to Trade (TBT) see the following
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bnt was prepared by Technical Committee SO/ TC 224, Service activities relating to drinking
systems and wastewater systems — Quality criteria of the service and performance indicgtors.
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Introduction

Benchmarking is a systematic process for the identification, familiarization and adoption of successful
practices from benchmarking partners. Typically, it is a continual or recurrent process. The primary
aim of benchmarking is the performance improvement of benchmarking partners.

Benchmarking provides a means of improving technical and economic processes. The principal
objectives of benchmarking in the water sector are performance improvements with particular
emphasis on reliability, quality, customer service, sustainability, and economic efficiency. It provides

those responsible in individual benchmarking partners with evidence to compare their processes with
the mostefficientequivalentsamong-the-widersrotup-of-benehmatidnes partae efrehtsions can then
be dfawn on opportunities or need for performance improvement.

htial consequential objectives can include communication with stakeholders..Relevant results of
ichmarking project can also be used to address the information needs of-stakeholders, such as

politjcians, the public and supervisory/regulatory bodies. Care is to be taken torerisure that all relevant
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of thle performance of services. However, it is intended to be remenibered that the ulti
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medJ:m entefprises. The approach in this document does not prefer any specific national

extual information and influencing factors are comprehensively describéd to avoid i
ading conclusions being drawn. Benchmarking might thus also suppornt the outward ti

hmarking is to ensure that the overall operations of the service are as effective, ¢
pbmical as possible.

pssful benchmarking needs the commitment and cofviction of the benchmarkir
hgement. Management know-how is needed when interpreting and analysing th
rmance assessment and in drawing conclusions. Additionally, benchmarking is a pr
penerate confidential data relating to individual”’benchmarking partners. Thus, t
nchmarking partners, the agreement of a code of conduct and trust in the entity th
enchmarking are prerequisites for successfiil benchmarking. Participation in benc
fore often voluntary. However, participation can be a requirement, for example, from
Drity.

document summarizes generally aceepted criteria for successful benchmarking of dri

tives. These have been derived from common experiences where benchmarking has 1

ist of examples of benchmarking projects in Annex B).

e derivation of benchmarking good practice in the water sector. It builds on earlier wo
y by the IWAl4), Reference [5], AWWA and IWAI6] and DVGW and DWAIZI. The be
pss can be wSed by any type of drinking water/wastewater service provider, includin

ercialfor professional association’s benchmarking method. The approach described r|
icewhen taken as a whole.

ISO 2 ;

laccurate or
ansparency
mate aim of
fficient and

g partners’
b results of
pcess which
he goodwill
ht organizes
hmarking is
h regulatory

nking water

lvastewater services and can be.applied at all levels of detail and for any specific ifnprovement

een applied

wo-step process; firstly foryperformance assessment and secondly for performance ifnprovement

document’s contenfsepresents an open, shared and international approach by the walter industry

'k published
nchmarking
g small and

regulatory,
eflects good

rovement of

the service to users and the management of the water utilities but do not present detailed assessment
and improvement procedures. This document gives guidance on benchmarking which is a widely used
procedure, combining the performance assessment with steps of performance improvement. As such, it
complements ISO 24510, [SO 24511 and ISO 24512.
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Service activities relating to drinking water supply systems
and wastewater systems — Guidelines for benchmarking of
water utilities

1 Scope

This
utilit
sectd
by th

This
not f

2 Normative references

Ther]
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ISO 4
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31
aggr
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Note
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require more detajled.performance indicators (e.g. time commitment per metre of sewer cleaning)

also s

Note
cons
bencH

Terms and definitions

document provides guidelines on good benchmarking practice of drinking water and

r. The guidelines are intended primarily for voluntary benchmarking. Specific'objecti
e authorities and which are to be achieved by the water utility are not coveredby this

document is applicable to water utilities of any size managed by a public’er private el
hvour any particular ownership or operating model.

e are no normative references in this document.

he purposes of this document, the terms and definitions given in ISO 24510 and the foll
nd IEC maintain terminological databasesfor use in standardization at the following 2

SO Online browsing platform: availableat http://www.iso.org/obp

EC Electropedia: available at http://www.electropedia.org/

egated performance indicator
rmance indicator (3.13)"at superior level, which represents one or more levels of detail

1 to entry: A highly.dggregated performance indicator gathers information at utility level wi
Fail (e.g. operatingZcosts of water supply per cubic metre of water delivered). Lower levels o

ynonymously-to data variables (3.8).
2 to_entry: A synonymous term is “aggregation level”. In this context, aggregation levd

lidated " status of a performance indicator or a data variable relating to the informati
niaxKing object (3.4).

wastewater

ies. It describes the basic framework and methods associated with benchmarking in the water

Ves set forth
document.

ntity. It does

bwing apply.

ddresses:

th a low level
[ aggregation
L This applies

1 means the
n about the

3.2

benchmark
single value representing an accepted reference value derived either from comparisons among
participants or from literature, used for orientation

Note

Note

© ISO

1 to entry: The benchmark may be determined collaboratively or individually.

2 to entry: By clustering (3.6), different benchmarks can occur for different peer groups.
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benchmarking
systematic process for the identification of, becoming acquainted with and for adoption of successful

practices of

benchmarking partners (3.5)

Note 1 to entry: Typically, benchmarking is a continual process.

Note 2 to entry: Benchmarking at process level means that the object of benchmarking is a process, e.g. operation
of sewers, billing or material purchasing.

Note 3 to entry: Benchmarking at utility level means that the object of benchmarking is the water utility and the

main tasks, e.

g. drinking water and wastewater services.

3.4
benchmark
water utilit
services or
are dissocia

EXAMPLE

3.5
benchmark
participant

3.6
clustering
grouping of
or explanatd

EXAMPLE
(m3/km/yea

Note 1 to entry: For different performance indicators (3.13), different clustering might be appropriate;

clustering, s

Note 2 to en
clustering cr

3.7

context information

information
Note 1 to ent

informat
(e.g. denf

charactd

ing object
ies managed by a public or private entity, utility sectors, functions, procesSes,
pther products, which are the subject of benchmarking (3.3) and, with clear+eut interf
ted from each other and from non-investigated objects

Sewer construction, pipe network operation.

ing partner
n a benchmarking (3.3) project

benchmarking objects (3.4) according to different¥ind of criteria [context information
ry factors (3.10)] in order to create rather homogenous sets of peers

Clustering by utility size, delivered volume, served population, network delivery

=

).

ecific benchmarks can/will occur for,each peer group.

try: The result of clustering.issa comparison of performance indicators less influenced b
teria.

on characteristies and framework of drinking water and wastewater services
Fy: There are to possible types of context information:

ion describing pure context and external factors that are not under the control of the water {
ographics, topography, climate);

asks,
aces,

(3.7)

rate

tility

f the

ristics that can only be influenced by management decisions in the long term (e.g. age ¢

infrastructures).

3.8

data variable
technical or economic parameter for the description of benchmarking objects (3.4) as basis for the
calculation of performance indicators (3.13)

EXAMPLE

Energy (kWh/year); COD (kg/year); costs ($/year) ; treated (waste-) water quantities (m3/year).

Note 1 to entry: The basis for resilient performance indicators is a clear definition of the parameters within a
structured data model taking into account the data confidence (e.g. reliability, accuracy).

Note 2 to entry: Each variable should

fit the definition of the performance indicator or context information (3.7) it is used for,

© ISO 2017 - All rights reserved
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— refer to the same geographical area and the same period of time or reference date as the performance
indicator or context information it will be used for, and

— beasreliable and accurate as the decisions based on it require.

3.9

deviation from benchmark

result of the comparison of performance indicators (3.13), as the difference of an observed value, from
the benchmark applied

Note 1 to entry: See Figure 1.

3.10
explanatory factor
reas¢n for deviations of performance indicators (3.13) of various benchmarking partners (3.5)

Note |l to entry: Explanatory factors can be differentiated into modifiable components, (elg-energy ¢gonsumption)
and hon or only long-term modifiable components (e.g. water source). Non- ornonly long-terin modifiable
components result from the context information (3.7) of the water utilities. For the interpretation of|performance
indicator results, explanatory factors are essential. They can be derived from the context informpation. Under
certafin circumstances, a standardization is possible and sensible for the ‘establishing of compprability, e.g.
standardization of different depreciation rates.

3.11
improvement potential
deviation of a performance indicator (3.13) from the benchmark

Note[l to entry: The deviation can be reduced through impreévement actions.

3.12
perfprmance category
classfification of the general objectives of drinking water and wastewater services

Note|l to entry: Main categories comprise-reliability, quality, customer service, sustainability gnd economic
efficipncy.

Note 2 to entry: Assessment criteria‘cam be grouped by performance categories.

3.13
performance indicator
parameter, or a value detived from parameters, which provides information about performfance

Note [l to entry: Perfdérnrance indicators are typically expressed as ratios between variables. These fatios may be
commensurate (e.g./%) or non-commensurate (e.g. $/m3).

Note |2 to entry: Performance indicators are means to measure the efficiency and effectiveness of al water utility
in achieving,its objectives.

3.14
performance indicator comparison

comparison of values of performance indicators (3.13) against values of the same indicator from other
utilities, previous values of the same indicator or the benchmark

3.15
performance indicator system
controlled compilation of performance indicators (3.13), which are related to each other either logically

or mathematically and which, overall, are aimed at a common, superior objective or benchmarking
object (3.4)

© IS0 2017 - All rights reserved 3
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3.16
process
set of interrelated or interacting activities that use inputs to deliver an intended result

Note 1 to entry: In benchmarking (3.3), organizational and technical processes and combinations of both of
them are considered. A process within the meaning of benchmarking comprises a combination of one task with
one plant/one object (e.g. operate sewer network, treat wastewater, treat water, provide domestic connection,

further train

3.17

staff, purchase material).

reference parameter

data variabl

e (3.8) used in the denominator of a performance indicator (3.13)

Note 1 to en
the specific g
inhabitants p

Note 2 to entt
should repre|
annual costs)

4 Bench

4.1 Objeg

The primary

marking — Objectives, work steps and characteristics

'ry: The reference parameter is aligned with the specific benchmarking object (3.4) descxib
erformance indicator [e.g. treated (waste) water quantity, influent loading, influent or conn|
lus population equivalents].

y: In case of benchmarking (3.3) of the whole drinking water or wastewater service,the denomi

sent one dimension of the system (e.g. number of service connections, total water main 14
. This allows for comparisons through time, or between systems.

'tives

bd by
ected

hator

ngth,

r objectives of benchmarking lie in determining impyovement potential and working o

uft and

implementing realisable actions to improve performance. Fhe comparison of specific organizatjional

units can ei
any other o
exchange. P
Clause 5).

Public or p
start and fir
meters for ¢
Benchmarki
performanc
systematic i
Benchmarki

identificatign and implementation of best practices. The first information on this is supplied b

performanc

In non-bran
and wastew

Benchmarki

rganization/s. External comparisons can fagilitate mutual improvement and best prg
ptential consequential objectives can incltde communication with stakeholders (se¢

[ivate water utilities, utility seetors, functions, processes or tasks with clearly de
lish boundaries (e.g. new construction of pipelines, maintenance measures, replacemg

ng objects should be cormpletely defined by the determination of all data variables
e indicators necessary for their accurate comparison across benchmarking partners
dentification of influenceable causes for existing differences is the focus of benchmar
ng extends beyond performance assessment (see ISO 24510:2007, Clause 7). It delves

P indicator comparison, which flows into a cause analysis (see Figure 1).

ch-specifi¢’areas (e.g. logistics, material management), companies outside drinking v
ater serwvices can also be taken into consideration as benchmarking partners.

[her be done internally within the water utility or externally with other water utilittiE

s or
ctice
also

fined
nt of

liIstomers, meter reading and accounting for consumption, quality control) can be examjined.

and
The
king.
into
y the

vater

] the

ng_projects can be differentiated according to the type of benchmarking object an

level of deta

il, e.g. benchmarking at process level or benchmarking at utility level.

4.2 Performance assessment and performance improvement

Benchmarking consists of two basic consecutive elements: performance assessment and performance
improvement.

Performance assessment as a process should be managed to achieve a clear and precise purpose
and refer to the objectives of a wastewater or drinking water utility (see ISO 24511:2007, 7.1 and
ISO 24512:2007, 7.1). The fulfilment of the objectives and the degree of success of the actions can be
measured by means of performance indicators (for example, performance indicators are employed for
the assessment of performance within the water utility and/or in comparison with other benchmarking
partners).

© ISO 2017 - All rights reserved
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Performance assessment and performance indicator comparisons are elementary components of
benchmarking, which differs from simple performance indicator comparisons by additional and
continuing work steps, involving “analysis” and “implementation” (see Table 1), leading to performance
improvement.

The analysis at utility and process level comprises the examination of causes for deviations of
performance indicators of different participants on the one hand and of individual performance
indicators of participants to the benchmark on the other hand and the determination of improvement
potentials and action plans for improvement (see Figure 1).

Performance improvement in a benchmarking project is dependent upon decisions and actions aligned
withrthe—eontextandoveratt ubjct,tivco of-the—watet utlllty (C.s. illllJl ovenent UbjCLtiVC‘ and action
plan$ need to be relevant, achievable, and adapted to available resources within indijidual water
utilitiies). It might be the case that only performance assessment will be completed irfthe qourse of the
benchmarking project.

Benchmarking
(Performance Assessment and Performance Improvement)

Performance indicator

comparison
T T~ 1
- : | | . .
| modifiable? | quantifiable actions
.
———= non- quantifiable act{ons

non-

modifiable

Actual Bench- (Theoretical) Future

value mark Improvement value
potential

(=Deviation)

Continual feedback

Figure 1 — Benchmarking elements

4.3 | Benchmarking work steps

The process of benchmarking can be broken down into five work steps, which comprise several
individual activities. Table 1 illustrates these relationships.

Benchmarking is flexible in its execution. Some of the activities described in Table 1 may be capable of
parallel execution (e.g. by workshops). Activities can be matched to the requirements and objectives of
the benchmarking objects and benchmarking partners.

© IS0 2017 - All rights reserved 5
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4.4 Requirements on performance indicator systems for drinking water and

wastewate

I services

Performance indicator comparisons and, consequently, performance indicator systems are core
components of each benchmarking. In general, the following requirements should be fulfilled by
performance indicator systems for benchmarking.

— Takingi

nto account the main performance categories

In drinking water and wastewater services reliability, quality, customer service, sustainability
and econom1c eff1c1ency are main performance categories (see Flgure ) For these, along with

the tecl
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— Explang
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— Clear dd

Main cq
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as an initial basis for the interpretation of the results. Additionally, “confidence grading

ISO 245
— Taking

The cos
early st

1nformat10n for corporate dec151ons Performance mdlcator systems should recor(
performance categories taking into account the respective local conditions and enab
on. Because trade-offs between performance categories can occur (for example; low
hing maintenance costs versus long-term warranty of the supply security), dll features
assessment should be considered to a balanced degree.

tory factors for the interpretation of performance indicators

interpretation of performance indicators, a performance indicator system should
explanatory factors and context information. These are surveyed, in addition to the
s collected for building performance indicators (e.g. structure of the water utility,
Collection area), or they are derivable from assumptions‘about performance indicator
pply or collection rates result in an increased number of necessary laboratory analy{
ective water qualities.

finitions and assessment of the reliability and aceuracy of all data

ita variables, embedded in a coherent data structure (e.g. water balance scheme, fin
Fe), in order to achieve a uniform understanding with all users of a performance indi
In combination with the examination of the reliability of the data source and the accy
pta set, these requirements formm the basis of the survey of robust performance indic

10:2007, 2.8) may be considered.

nto account costs of performance indicator systems

t to implement a.performance indicator system should be reasonable and considered
hge.
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mponents of a performance indicator system are clear, detailed and shared definitions
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Performance categories of drinking water and wastewater services

I

|

s . Customer s Economic
Reliability Quality service Sustainability Efficiency

e Access to service o Water quality o Affordability * Resource origin, o Cost
» Service reliability e Plant monitoring e Complaints conservation and transparency

o Facility utilisation

and

» Service quality

consumption

¢ Cost coverage

e Central documentation e Public relations * Environmental e Investments
ITOTItOTINg s LOSSES ANd CUSTOMET ETISSTOS amd sPersomel
o $afety and e Damage information treatment ...
Bmergency e Condition of ... capacity
management networks e Energy
o L. e Property flooding consumption
and overflows e Water reuse
... * Maintenance of
assets
* Personal-and
socia] critéria
« Finangial
resources
'3 amea
NOTE1 ISO 24511 and ISO 24512 list additional assessment. criteria for wastewater and dr
utilit]es respectively.
NOTE 2  Examples of performance indicators related to.the above service assessment criteria
exampple, in ISO 24510, ISO 24511 and I1SO 24512 or in IWA manualsl4][3].
NOTHE 3  Some assessment criteria might be considered in different performance categories.
Figure 2 — Main categories of performance assessment of the drinking water and w

A pel

A hid
degr
aggr
indid
perfq
systq
dow}

For ¢

services with examples of service assessment criteria

'formance indicator systeim)should be structured hierarchically.

brarchical performaince-indicator system allows a linkage of tasks or processes of
bes of detailing forall performance indicators. This enables both a more general survey
poation level, as-well as a simultaneous consideration of detail. To be effective, a |
ator systemssheuld have clearly defined levels of hierarchy and a capability of lin
rmance indicator over the individual levels. It is always helpful if the performan
m enables)a more detailed consideration and/or analysis of the benchmarking objec
1 capability of the process considered into explanatory sub-processes).

xample, the main tasks of a water utility (see Figure 3) can be employed for the st

inking water

hre given, for

astewater

the various
y on a higher
erformance
kage of the
ce indicator
t (e.g. break

ructuring of

the performance indicator system according to administrative and technical tasks. This of

ten does not

correspond with the organizational structure in the water utility but makes the differentiation of the
benchmarking objects easier.
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Drinking water services

Administration

(general management, human resources, financial and commercial
functions and customer service)

Water production Water distribution + storage

(Technical) sunpnort services
T 7 PP

(e.g. quality control/laboratory, meter management)

Wastewater services

Administration

(general management, human resources, financial and commercial
functions and customer service)

Wastewater collection Wastewaten treatment

(Technical) support services
(e.g. quality control/laberatory)

Figure 3 — Example of a task catalogue for drinking water and wastewater services

Alternativelly, for example, comprehensive process models of drinking water or wastewater seryices
can be employed for differentiation. By now, various practice-proven performance indicator systems
for drinking water or wastewater sefvices exist, which correspond to a large extent with the geperal
requirements formulated above. In‘order to enable a comparison of own performance indicators|with
other benchmarking projects, the)compatibility of the performance indicator system employed (e.g.
the definitigns applied therein}-should be considered. The participating water utilities can, however,
also define [their own performance indicators which satisfy the specific questions of the indivjdual
benchmarking project.

4.5 Benchmarking at different levels of detail

Benchmarking-is possible at different levels of detail (see Figure 4 for an overview and Table 2 for
details).
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Level of detail
{ N\
. Task Identify-
7 T
p 3 ability of
p causes
rocess and
N / actions
4 \
Function
\_ J
4 N\
Lisilids
U LIl L_y
\_ J

Performance assessment Performance improvement

This figure is based on Reference [6].
Figure 4 — Benchmarking at different levels

ly aggregated performance indicators at utility level suppért the summarised evaly

aggregation, however, at the same time holds the risk of misinterpretations and crude

more detailed the investigation (e.g. at process level) turns out, the more acc
rmance indicators reproduce the benchmarking object (e.g. a process with regard t
rocessing time, its resource consumption or it$, costs). The performance indicators pg
[ficance regarding the performance assessment and the analysis of deviations from the
increasing level of detail. This brings_about higher requirements on the compara

ation of the

rmance of a water utility and the depiction of the develoepment of performance indficators. The

seneralities.

urately the
its quality,
ssess a high
benchmark
bility of the

The performance indicator ‘manpoweiniin full time equivalent’, as an example, is a useful ¢omparative
valug for a first performance assessment for the personnel costs at utility level. On the lev¢l of process
benchmarking, this performangetindicator can be further specified and differentiated) e.g. by the
average time needed for readifigione customer meter.
Table 2 — Characteristics and properties of benchmarking at utility level and benchmarking at
process level
Aspect Benchmarking at utility level Benchmarking at process level

Integration inthg utility |Component part of the strategic plan- Implementation of strategic planning
strategy ning process framework

Whole utility Processes and tasks and theif procedures
Level of detail

Comparison of sectors Comparison of single procesfes
Approach Structured, at regular intervals Systematic single examination in several

phases, also at regular intervals

Identifiability of causes

Slight to medium,

(important indicator function; gives hints
for necessity of additional detailed analy-
sis, e.g. benchmarking at process level)

High,

(causes are analysed, potent
estimated and/or identificat
practices possible)

ials are
ion of better

Possibility of derivation Shg.ht to medium . . High
. indication for more detailed considera- . .
of actions tions (formulation of concrete actions)

Benchmarking aimed at a whole water utility and benchmarking concentrated on more detailed levels
(e.g. at the level of processes) can form a mutual supplement. A combination of benchmarking at utility
level and benchmarking at process level makes sense especially when an identification of relevant
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processes (e.g. with the highest optimisation potential) for planned benchmarking projects takes place
via benchmarking at utility level.

5 Notes and recommendations for benchmarking projects

5.1 General

Successful benchmarking projects are often based on voluntary participation, the confidentiality of the
project results and on the comparability of the benchmarking objects. Issues arising from the potential
confidentiality of benchmarking outputs (particularly performance indicators) are discussed further in

this clause.

5.2 Comy

The right p
participants
approaches
systematic g
(project reg
processes, €
into accoun

is fundamental to ensuring a specific interpretation of performarnee indicators. In particular, {

include hyd
materially i
and urban
difference r

5.3 Noteq

5.3.1 Pro

The project
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involved in {

The respon;
operative re

Along with t
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Typically, th
time, ensure

jarability of benchmarking objects

artners for comparison should be found for benchmarking projects. A¢high numb
is not always a guarantee for the quality of the results because, ppssibly, practi
for improvement cannot be identified and or defined. The quality is mainly influenced b
pproach, which is the basis of the benchmarking, as well as the suitability of the coordil
ponsible body). A comparability of the benchmarking objects (water utilities, seq
tc.) only exists if the context information at the respectiveevel of consideration is t
[ through the design of clusters, for instance. The recordihg of such context inform

Fological, topographical, urban residential, geographical and geological conditions, W
hfluence the processes of drinking water or wastewater services. When comparing

vater utilities, different structural characteristiessshould be taken into account. A fu
bsults from the different utility tasks (e.g. distant/remote supply, local supply).

for project organization, project management and data management

ect organization

should be supported and attended by internal decision makers and emplo
ves. Fundamentally, all employees of a water utility affected by the project shou
W sensible way.

ible decision-makers-in the water utility take on the control function in the project
sponsibility for the.project should be additionally clearly defined.

he internal fihctions, an external project structure is essential for the specific coordin
ripating water utilities. An external operational project team, consisting of the resp¢

ese farm the interface with the project management of the overall project and, at the
the flow of information into the water utilities. For the overall control of the project, a px

steering gr

er of
rable
y the
hator
tors,
aken
htion
hese
rhich
rural
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same
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P

5.3.2 Project management of the overall project

An important role in benchmarking projects is attached to the project’s management (i.e. that of project
responsible body/coordinator). In general, it takes on the central communication and monitoring tasks
and is available as a contact point for the others involved in the project.

Project management and organization can be performed either by the benchmarking partners
or assigned to an external adviser with the required competence in this field. An assignment to a
competent third party, if only for reasons of personnel capacity, which the participants have at their
disposal, is frequently helpful. In any case, a general acceptance of the project management by all
involved, combined with a neutral exercise of functions, is important.
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5.3.3 Data management

A further element, which should be given much attention in the context of benchmarking, is the handling
of the data. Data management typically necessitates the employment of electronic data processing
with the recording, archiving, assessing of data and the presentation of results. In particular, attention
should be paid to the following:

a) projectinternal data transparency and traceability;
b) flexibility for additional evaluations;

c¢) documentation of the calculation methods;

d) data security with regard to the archiving and further processing;
e) gimple processing for the employees involved;

f) ¢énsure confidential handling of data.

5.4 | Requirements on the personnel involved

Perspnnel involved at the participating water utility should cover technhical, financial and administrative
knowledge.

It is necessary that the participating water utility involves atdeast one technical representative with a
morg thorough knowledge and experience.

In any case, the persons immediately responsible for thé-object and result, such as technicigns/foremen
or plant engineers, should be involved. Such individuals should have a complete overview of|all the main
technical and ancillary facilities, as well as the.kmowledge and also the capability of interyention with
the (J;ganizational procedures.

Furthermore, personnel from the waterutilities should be involved who possess knowl]edge of the
individual accounting procedures which-are connected with the benchmarking objects, als well as on
the water utilities’ requirements for cost accounting, for example with internal cost allocatjon.

Analpgous to the technical personnel involved, a person involved in the project should possess an
extensive financial knowledge, (for example, with regard to the uniform handling of deprefiations and
interfest rates), the indexing-of historical costs or the handling of operating provisions and overhead
cost pllocations.

6 Results and their application

6.1 | Principle of confidentiality

In the-interest of participating water utilities, project data should be handled confidgntially. The
confidentiality with regard to third parties is an essential prerequisite for the necessary openness
of the benchmarking partners in the exchange of opinions and data. Thus, confidentiality is often an
important prerequisite for the success of benchmarking projects.

An extensive, external exploitation and dissemination of the results gained from a benchmarking
(for example, through publication) is only permissible if the participating water utilities agree on the
approach.

Issues should be specified according to the checklist in Annex A.

6.2 Use and presentation of results in public

Anonymised and aggregated performance indicators can be used for a presentation of the results (for
example, in a sector portrait). The results should be comprehensible by the public at large, adapted
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