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Overview

Connect Saint Helena Ltd commenced the delivery of utility services on 1% April 2013.
Previously these services were provided by St Helena Government. The Utilities Regulatory
Authority was established to protect consumers from unreasonably high prices or low levels
of service. After Connect’s first, second and third year of trading, annual reports were
presented to the Authority with the them subsequently issuing their reports on ‘The quality of
services provided by Connect Saint Helena Ltd 2013/14’, ‘The quality of services provided
by Connect Saint Helena Ltd 14/15" and ‘The quality of services provided by Connect Saint
Helena Ltd 15/16’. This report has been prepared for the purpose of demonstrating
performance against the targets established with the Authority for the period 2016/17 and
should provide sufficient basis for the Authority to independently examine and publically
report on Connect’s performance.

Since divestment the current position against all benchmarks shows an improvement, the
details are in Appendix 4 of this document.

Key Business Activities

As the company entered its fourth year of trading the business processes further bedded in.
The company received a clean financial audit and had a second internal audit which
identified improvements of a minor nature and commented how the business had noticeably
matured over the last year.

There was no further investment in renewable energy this year although an impressive 26%
of the island’s electricity was generated from the wind and solar farms. Connect is working
with SHG to identify alternative funding streams for renewable energy. Renewable energy
directly affects the business by reducing the quantity of diesel fuel requirement. Customers
see no direct benefit but the reduction in subsidy provided by SHG has allowed them to
direct that funding to other priority areas.

Considerable investment was made in refurbishing some key 11kV electricity feeder
infrastructure which has further helped us achieve the increasingly tighter power outage KPI.
Work also commenced on a HV link between the main Feeder 2 and Blue Hill. The area to
the West of Scotland currently has no alternative means of electricity supply which
inconveniences consumers during fault conditions and during scheduled maintenance.
Once the link is complete it provides us with more flexibility to improve the level of service to
these consumers.

The enlargement of Harpers 3 reservoir to increase capacity from 8,000m*® to nominally
20,000m* was completed. Whilst the butyl lining contractor was on island we took the
opportunity to replace the time expired linings in Longwood 1, Longwood 2 and Millfield
reservoirs which following this exercise are now fully watertight and serviceable for the
foreseeable future.



Silt traps were installed on the watercourse feeding Harpers 2 Earth Dam. This omission
from when the reservoir was originally constructed in the 1980’'s has created a serious
problem with excessive silt now in the reservoir. The traps will prevent further build up and
we are now faced with the significant task of removing the unwanted silt.

Surveying work is ongoing and now being supported by contractors. Having started from
scratch, the task of surveying all assets is enormous but once complete will provide quality
data to support investment decisions.

Although the previously mentioned planned activities were successfully implemented the
year was dominated by a severe water shortage which consumed significant physical and
human resources. When the previous Annual Report was presented to the Authority we
were part way through the crisis and the Authority took the opportunity to conduct a brief
audit and was satisfied with the manner in which the water shortage was being handled at
that time. The Authority is invited to complete a further more in depth audit of the shortage
from start to finish.

The water shortage was triggered when the winter rains never materialised. The ultimate
solution was always going to be when the rains finally arrived and in March reservoirs were
replenished and we entered the 2017/18 financial year with full reservoirs. Previous Annual
Reports mentioned the work completed to improve water catchments so it was pleasing that
when the rains finally came there was clearly a significant improvement in the efficiency of
water capture with a very high percentage of free flowing water ending up in the reservoirs
whereas prior to that significant quantities were lost to the ocean and reservoirs struggled to
fill when water was available. This improved situation is as a direct result of the investments
made to the raw water catchment systems.

SHG supported the crisis well with our business case for additional transfer systems and an
exploratory drilling program funded through a capital grant. There is always excess water in
Jamestown and a transfer system is now in place to pump from there to Scotts Mill reservoir.
A second system supplying water from Prosperous Bay Plain and a third from Sharks Valley
were substantially completed prior to rains arriving. All of these systems are expensive to
run so will only be used in times of an impending crisis.

During the drought a total of 29,038 bowser trips were made delivering 126,962 cubic metres
of water. Although times were difficult all commercial agricultural users were supplied with
water quantities dictated by ANRD. Exemption notices were used to control all nhon-essential
use. The way the drought was managed was detailed in a contingency plan that had been
prepared following the 2013 water shortage and had been updated earlier in the year before
the trouble began. A tactical implementation plan was created to distil required actions down
to individual performance objectives and this was used to ensure everyone understood their
roles and responsibilities. Once the drought was over the document was further scrutinised
by SHG’'s Emergency Planning Team with final honing now complete and the document
approved by the Connect Board of Directors.



Connect had already planned to undertake an exploratory drilling program with the intention
of identifying additional raw water resources and setting up a ground water monitoring
program. The drought prompted an acceleration of that process under guidance from a
specialist consultancy. Ten trial boreholes were drilled to a maximum depth of one hundred
and thirty metres, eight of which can produce water, two of those in significant quantity.
There is further work to be done now to establish potential yields and environmental
assessments need to be undertaken to support any development application that we will
need prior to bringing any into service.

Although it has been a difficult year the majority of planned works have been undertaken. In
terms of our codes of practice resource was diverted away from providing new supplies as
we struggled to maintain raw water volumes and therefore we failed to conduct a survey
within 5 days from receipt of application. Performance was compliant prior to the drought
and subsequently returned to compliant. Although the drought stretched resources we
emerge stronger from it, with a clean financial audit and our systems and processes now
well bedded in the company moves out of the early development phase and into the
business as usual phase of its evolution.
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Requlatory Requirements

A. Public Utilities Development Plan

The details of the plan are located in Appendix 1 of this report. The performance measures
are divided into three categories with a commentary on each below.

1. Reliability

There were a total of ninety two unplanned interruptions to the electricity supply; the target of
one hundred and five was achieved. Against the pre-divestment benchmark this is an
improvement of 37% and a 17% improvement on the previous year. The graph below shows
an improvement trend with 2013 being an exceptionally good year which bucked the trend.
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In recent years the proportion of high voltage and low voltage faults remains about equal.
Looking further back in time from 2007 until 2010 high voltage faults dominated, high voltage
faults are considerably more disruptive than low voltage faults in terms of numbers of
consumers affected.

Proportion 2007/08

m HV faults
LV faults

Proportion 2016/17

W HV faults
LV faults

The spread of both low voltage and high voltage interruptions remains similar in proportion to
the previous year, high voltage faults reduced from fifty seven to forty nine and with a
reduction of power station faults from one to zero.
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The unplanned outage KPI is key to the public perception of Connect’'s performance. We
continue to focus our lines team and local contractors on preventing failure and we are

making progress against this enormous task.

We have improved the specification of newly purchased HV insulators to silicone (rather
than ceramic) and as lines get maintained they will become more reliable since silicone is

technically superior.




Water interruptions amounted to one

thousand, one hundred and twenty two, Water Faults 2016/17
adverse against the target of eight
hundred and fifty. This is 14% adverse 2479

on the previous year. The gathering of
more spatial data is helping to identify
problem areas where mains are

M Burst pipe

B Leaking pipe

replaced rather than repaired. Previous = Blockage
reports showed the process how ® Air lock
clusters of leaks have been identified to

B Tank empty

inform the decision making process, we
have invested in surveyors and a
dedicated team to commence an
upgrade program and make progress to
improve on this KPI.

® Mechanical

Leaking and burst pipes accounted for 92.5% of the callouts, 4% of callouts were attributed
to the network being damaged with the combined blockages, air locks and empty tanks
accounting for the remaining 3.5%. Although this year the target was missed, against the
pre-divestment benchmark an impressive 29% improvement has been made in the quantity
of water faults.

Burst pipe Leaking pipe Blockage Air lock Tank empty Mechanical
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Compared to the previous year the number of leaks has increased from six hundred and
eighty one to eight hundred and thirty one. All other fault numbers remained broadly similar
to the previous year. One possible explanation is the extended dry period made leaks more
evident so more were being reported. However we do know that the water network is in an
extremely poor state and will take many years to make significant improvements. The
ongoing survey work is providing essential design data to allow areas of the network to be
replaced and we have recruited a team specifically tasked with making progress in this area.
The enormity of the task must however not be under estimated.

2. Quality

Appendix 3 shows the results in more detail but the result was 100% success in both water
visual appearance and microbiological integrity. The Public Health Laboratory (who analyse
the samples provided by Connect) was unable to perform analysis on one occasion which is
a significant improvement from previous years. The Environmental Health Department still
provide independent verification of results with the sampling and testing regime now working



well supported by annual training from the Senior Microbiologist on correct sampling
methodology.

This year is the first time we implemented and reported on water appearance against the
internationally recognised NTU scale rather than relying on the subjective visual
measurement. There were issues with calibration of the newly installed sensors and some
valve failures on the clarification plants. During the drought we minimised backwashing to
preserve water stocks since backwash water is significant in quantity and is not recovered.
So although we were fully compliant with the previous measures there is still work to do in
obtaining accurate NTU data and optimising the filtration plants which will further improve the
visual appearance of our treated water.

3. Customer Service

We agreed improved targets for the time to perform new connections to the electricity and
water supply networks. The measure is the number of days Connect contributes to the
process, for ease of measurement non-working days are included. Electricity connections
were favourable against the target, the 2012/13 benchmark was fifty days, the 2016/17
target was eighteen days and the actual was an achievement of seventeen days. Electricity
connections show a 10% improvement compared to last year and an impressive 66%
improvement against the pre-divestment benchmark.

Water connections were also favourably below the target of fifteen with the average time
reduced to an impressive eleven days, a 21% improvement on the previous year. The
2012/13 benchmark was ninety days. Again a significant improvement was made with a
massive 88% improvement being recorded against the 2012/13 benchmark.

The complaints handling system has 100% compliance.



B. Codes of Practice

Details of the Codes of Practice requirements are located in Appendix 2 this report. A
commentary follows.

1. Access to Premises

The majority of customer contact is by the meter reader which was a 3™ party company
contracted to Connect. The requirements of the Code of Practice have been included in the
contract so the meter reader is contractually bound by the requirements stated in the Code
of Practice. Both the meter reader staff and Connect staff have ID badges to readily identify
themselves to members of the public. Training material has been provided and information
is now printed on the reverse side of the bills directing customers in relation to advice. We
are 100% compliant with this Code of Practice.

2. Payment of Bills / Customers in Default

The code of practice was introduced and included in our process with input from the Social
Services Manager in respect of those having difficulty in paying their bills. We have a
member of our finance staff dedicated to managing customer debt which includes agreeing
alternative payment arrangements and liaising with Social Services to ensure the vulnerable
are not unduly penalised. Although Connect does not publicise the fact, we do work with the
charity ‘Making Ends Meet’ (MEM) and through the charity provide funding to those that
MEM consider are vulnerable and unable to pay their bills once they are happy that
measures have been put in place to ensure the debt cannot build again. We are 100%
compliant with this Code of Practice.

With increased focus on Safeguarding following the Wass enquiry, Connect and SHG have
collaborated to produce a document proceduralising disconnections where potentially
vulnerable people are involved. The report details the steps to be taken and actions
required to establish and deal with the most vulnerable in society and has already been sent
to the URA for information. The Code of Practice has been updated to reflect these new
working procedures.

3. Connections & Disconnections

The Code of Practice requires a site visit within five working days. Electricity was 97%
compliant and so was water until the onset of the drought. At that time resource was
directed to maintaining existing water supplies and we were reluctant to connect new
customers unless absolutely necessary so during the drought we were uncompliant in this
area with an average of ten days taken to perform surveys for sixteen proposed new water
supplies. Despite this area of non-compliance the overall time taken for the end to end
connection process was favourable against the KPI target by four days, was an improvement



of three days on last year and seventy nine days compared to the pre-divestment
benchmark.

4. Complaints

A total of twenty seven complaints were received. Complaints are reviewed by the
management team on a weekly basis. Six complaints were resolved at the first level, the
one that was escalated was resolved at the second level and no complaints required
escalation to the third level. The number of complaints are slightly less than last year but
higher than the historical situation, since divestment staff are better at referring complaints
and customers feel more willing to complain now they understand there is a proper process
in place with possible recourse through the Authority whereas pre-divestment there was not.
We are 100% compliant with this Code of Practice.

5. Meter Readings

The meter reading contractor is contractually obliged to comply with the essential elements
of all relevant Code of Practices. Reliably obtaining accurate meter readings is an essential
business function and the service provided has achieved this. The meter readers have been
trained in identifying potentially dangerous meter installations.

The former meter reading contract concluded in March 2016. Connect took the opportunity
to enter into a contract to inspect 100% of electricity meters and produce photographs as

evidence to use as a baseline for meter replacement and re-sealing.

6. Efficient Use of Electricity

A number of advertisements have been designed to inform the public. Customers are
advised on the reverse side of their bills that information leaflets are available. Home visits
are offered to disabled and chronically ill customers via Social Services. Two
advertisements are placed each week in the local papers which is significantly greater than
the six monthly requirements; the scope has been expanded to provide water consumers
with information on efficient use of water. Connect also publish on an ad-hoc basis articles
that we feel will be of interest to the general public.

During the drought Connect undertook a significant public relations exercise supported by
the Warning & Informing committee of the Resilience Forum. In total there were eighty nine
articles, tips and interviews designed to engage with the public, inform and change
consumption behaviour.



Conclusion

This is the fourth annual report issued to the Authority. All agreed actions from the previous
reports have been implemented within agreed timescales.

The severe water shortage placed the business under extreme pressure and consumed
excessive amounts of physical, financial and human resource. It tested our Drought
Management Plan and we emerge with even more robust monitoring systems, additional
transfer systems and the results of an exploratory drilling exercise which has established
further raw water resources that we can now quantify and build into our operational and
resilience plans.

Reliability of the water network is the area where we failed against the target but we have a
plan in place to address this but we must not under estimate the size of this task.

Adherence to agreed Codes of Practise would have been 100% had applications for new
water connections received a site visit within five working days. During the drought period
due to other priorities we took longer but when the drought was over performance reverted
to the five working day target.

Progress since divestment has been enormous and the Connect business now resembles a
commercial operation, with the characteristics of a government department a distant
memory.

The customer now recognises there is recourse through the Utilities Regulatory Authority,
and an increasing number of customers now feel able to complain when things go wrong
where historically customers remained silent. This year all complaints were dealt with in
accordance with the Code of Practise. Connect employees also recognise complaints and
are more efficient in logging them as such, thus allowing them to be assessed in line with the
Code of Practice.

Investment in our infrastructure remains a priority funded by both SHG’s Capital Program
(new assets) and Connect’'s own depreciation fund (replacement of depreciated assets).
Although much progress has been made there is considerable work to do in order that the
condition of our infrastructure can be elevated to an acceptable level.

Connect has a motivated team who understands what needs to be done and are committed
to delivering the results the business requires.
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Appendix 1

Public Utilities Development Plan






UYy ™

Appendix 2

Codes of Practice Compliance Monitoring
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Appendix 3
Water Quality Analysis Schedule
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Appendix 4

Performance Against Pre-Divestment Benchmark



