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2 Purpose of Annual Service Plan

Irish Water and Fingal County Council agree to work, under the terms of the Service Level
Agreement (SLA), to provide efficient and quality water services. This ASP documents the agreed
objectives of Irish Water and Fingal County Council. The ASP commits both parties to deliver these
specific objectives and standards of performance against a budget covering headcount, goods and
services and investment in the forthcoming year as per SLA clause 16.4.1

The ASP concentrates on outputs and imposes a commitment on both sides to deliver these agreed
outputs. The Service Plan identifies:

e The detailed and specific targets and objectives for 2015.

e The performance indicators being monitored to ensure achievement of objectives.

* The methodology for measurement and calculation of performance.

e The process of reporting against the agreed performance indicators.

e The budget and headcount agreed by Irish Water and Fingal County Council for 2015.

¢ The 3 Year Transfarmation initiatives.

® The elements of the Irish Water Capital programme that are pertinent for Fingal County Council.

In order to effectively adapt to developing targets and objectives, including those set out in the
Commission for Energy Regulation (CER) Customer Handbook and the CER decision on the Water
Charges Plan (and the subsequent complexities associated with volume ranges, performance standards
and measures, and potential changes in customer needs), the Service Plan will be agreed annually. Each
successive Service Plan should seek to continually improve the type and quality of services provided by
Irish Water in partnership with Fingal County Council.

The Service Plan sets out how objectives and actions agreed between the LA and IW are to be
delivered, and is not to be interpreted as the detailed scope of the Services, which the LA is obliged to
deliver as per the SLA.



3 Overview

Irish Water, working with Local Autharities under the SLA, aims to provide water services, as per the
Water Services Acts. In doing so, Irish Water aims to satisfy the needs of its customers, in compliance
with statutory and regulatory requirements, and in a cost effective manner.

3.1 Vision and Values

As per the Irish Water/CCMA Joint Vision & Values Output Report, the joint vision for Irish Water
(IW) and the Local Authority (LA} sector should be to create a high performing utility that delivers:

A seamless service for the customer with a single way of working.

A motivated workforce who are all part of the transformation and delivery agenda.
A formal recognition of mutual interdependencies.

Increased integration.

Identifying best practice to drive continuous improvement.

To progress towards this vision, the joint values in the Transformation Plan for IW and the LA sector
are:

Openness and transparency.

Recognising interdependency.

Effective communication - especially the fullest sharing of information,
To recognise and value our skills and capability.

Mutual respect and understanding.

Customer service - that continues to improve.

Working together to deliver joint objectives.

s To be forward looking.



4 2015 ASP Context and Risk

4.1 Industry Opex Funding Context

Arising from the recently published decision by the Commission for Energy Regulation {(CER) on the
Water Charges Plan, the amount of the industry 2015 “Allowed Opex” is now known and will be €795m.
While this is broadly similar to 2014 in quantum, it has to accommodate much increased new activity
and related Opex, particularly in areas associated with the introduction of domestic water charging. This
additional new activity must be delivered while operating within the available budget.

The CER’s decision is based on imposing an average efficiency requirement of circa 7% per annum

for both 2015 and 2016, (S

4.2 Transformation Plan

As an industry, we are obliged to meet the regulatory financial targets set by the CER. The
Transformation Plan will assist us in delivering world class services within our funding and revenue
limits.

Irish Water and the Local Authorities will work together to transform the water industry and meet
the objectives of the Government and our Regulators as well as keeping commitments to our
stakeholders and customers. The Transformation Plan has been developed through a series of
workshops between Irish Water and the CCMA/WSTO. This single Transformation Plan is in place for the
sector, and this will inform the individual Annual Service Plans (ASPs) under the SLAs.

Operating together, Irish Water and the Local Authorities will take a strategic, national approach
within the SLA framework to create an industry with the capacity to deliver world class water services.
This will provide the capability for planning, development, raising finance, investment and operations
necessary to meet this objective

4.3 Customer Handbook and Codes of Practice

The 2015 ASP incorporates the relevant elements of the CER Customer Handbook and Codes of
Practice. The objectives, 1 — 6 in this document, set out the targets and measures for meeting these
objectives. Full implementation of these measures is dependent on the roll-out of the Customer
Handbook and Codes of Practice transformation initiative. In the interim, Business as Usual must be
delivered for the Customer, building on the 2014 ASP.



4.4 Building Control Regulations Exemption

Irish Water and the Local Authorities will adopt a joint partnering approach to the efficient
completion of water and wastewater projects commenced by the Local Authorities and to be completed
by Irish Water where Irish Water will be relying on the Local Autharity exemption from Building Control
Regulations.

4.5 Risks to ASP Delivery

The graphic below highlights areas of risk, for the overall delivery of this Service Plan

Asset
Condition

Compliance

Asset
Transfer

Managing
Expectations




4.5.1 Reducing Risk through the Transformation Programme

Organisation.

Process.

Technology.

To move towards an Industry model.

Development of centres of excellence/specialisation to consolidate and drive performance,
including, inter alia:

o Laboratory Services, water loss management, water safety plans, DWIRPS/WINREPS,
minor works, DBO Management, 24 hours treatment plant monitoring and alarm
management.

e Cross-boundary working.



5 Annual Service Plan Methodology

This Service Plan is an objective-focused document, using Performance Indicators to signal progress
in achieving specific targets and improvements in performance.

5.1 Objectives

The objectives have been grouped into 4 categories representing the pillars of the Balanced
Scorecard:

Customer — Providing services that are valued by customers. This is influenced by the CER
Customer Handbook.

Internal Process / Compliance — Adherence to all reporting requirements and meeting
regulatory requirements as set out by IW and relevant statutory and regulatory bodies, e.g. CER
and EPA.

Financial — Providing a cost effective service, within budgetary constraints.

Learning & Growth —To continuously improve & drive change initiatives.

The progress for each objective will be monitored throughout the year, as required.

5.2 Performance Indicators/Metrics

Where possible, each Performance Indicators (Pl) /metric has:

e A historically-based baseline.
* An agreed target.
e A method for calculation.

Monitoring of Pls/Metrics will occur through monthly reporting tools, i.e. Performance Dashboard
snapshots and the Balanced Scorecard. Tier 2 & 3 meetings will continue as they are until such time as
the SLA / ASP Meetings Protocol is agreed.

LA

3 Year Transformation Plan

Annual Service Plan

Objectives - (Customer, Finance, Internal Process /Compliance, Learning & Growth)

*Pis
s Metrics

Perfromance Dashboard & Balanced Scorecard

10



5.3 Definitions

Strategic Objectives describe important medium- and long-term

Set only one Target per Measure.

S LU goals that Irish Water wishes to achieve. Example: “Provide

safe, high quality, sustainable compliant operations”.
_— The element that must be completed to achieve the Strategic

Objective . L. . . , , .
Objective. Derived by asking “To achieve this Strategic
Objective, what must we do well?"

Measure(s) How"we Teasure perform:mce for success. Example: "Number
of ..." or “Percentage of ...".

[} -] 10 15 0
Target The required level of performance to ensure success by closing

the gap between current and expected performance.

Risk

| objectives and fulfil its mission.

Regarded as a possible loss or other adverse consequence that
has the potential to impact on Irish Water’s ability to achieve its

Initiative(s)
Also known as Task(s), Action(s), or
Programmes.

These are actions that must be taken to achieve success, and,
thus, the Irish Water Objectives. Initiatives should be included
that will assist in off-setting some or all of the Risks that may
otherwise hamper success.

Business As Usual
(BAU)

The normal execution of standard functional operations ~ in
accordance with SLA clause 3.4. In relation to customer, this
relates to any works, notifications, classification, identification of
customers affected by loss of service and/or monitoring of both
planned and unplanned activities that are currently being carried

out in the Local Authority.

* - to be supplemented through CER Customer Handbook and Codes of Practice Transformation Initiative

11
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7

Inputs

7.1 Budget & Headcount

Irish Water - O&M Budget 2015

LA & IW Budget supporting the ASP

LA Budget

ik
Payroll
Basic & Allawances [ ] =)
Overtime [ ] ]
Total Opex Payroll ] == i-
Captal Ofice Payrol ) & pa=T
Total Payroll Cost o ' o
Travel & Sub
Opex & L
Capex a
Total Travel & Sub 2 [ ]
o))
Tota CHC - . -am
2024 ASP and Restated c
movemants Budget 2014 1 S
FTEs
AP 2014 al
Adjustments to 2014 FTE - Agreed i |
Opex a a a
Capital Office a =] .
Total FTEs a L

Nates

Payacll + Travel & Sub

19



