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verview

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 (URA) was established
to protect consumers from unreasonably high prices or low levels of service. After each of the previous six
years of trading, annual reports were presented to the Authority with them subsequently issuing in total six
reports on ‘The quality of services provided by Connect Saint Helena Ltd.” This report has been prepared for
the purpose of demonstrating performance against the targets established with the Authority for the period
2019/20 and should provide sufficient basis for the Authority to independently examine and publicly report
on Connect’s performance.

Key Business Activities

The company's principal activities during the year continued to be the provision of utility services on St.
Helena Island as mandated at its formation when St. Helena Government (SHG) privatised the service.

As the company entered its seventh year of trading the business processes further bedded in. Key highlights

are: -

e Another clean financial audit.
e  Further improvements against targets set by the Utilities Regulatory Authority (URA).

e The Independent Review of Connect was completed and acknowledges the tremendous progress

made since divestment.

e  The island suffered from low rainfall which placed tremendous strain on the business. However the
mitigations put in place following water shortages in 2013 and 2016 worked well and made managing
the situation less traumatic.

e The Earth Dam, also referred to as Harpers 2 once depleted of usable water was drained and dredged.
4,000m’ of silt was removed and the reservoir is back in service. Silt traps were installed upstream of
the reservoir in 2017 which have addressed the design deficiency from when the reservoir was

originally constructed.

Our last report stated that Pan African Soleil Holdings (PASH) had been identified as the preferred bidder in
the process to procure electricity through a Power Purchase Agreement (PPA). The agreement was finally
signed on 29™ May 2020 and PASH is busy with their procurement process.

As more renewable energy is integrated, Connect’s operating costs will reduce allowing for reduced subsidy to
be taken, the possibility to plough savings back into the business to address the many legacy issues that exist
and ultimately reduce the cost of electricity tariff for the customer.

Electricity Distribution further reduced unplanned disruptions to the electricity supply as a result of
continued planned maintenance and improved insulator materials. The new silicone insulators in addition to
being technically superior are approximately half of the cost of ceramic which has allowed accelerated
progress to be made. The high voltage link from Sandy Bay Ridges to Blue Hill has proven invaluable in
accelerating maintenance since there is now the ability to back feed consumers. So for the majority of

consumers in that area maintenance is conducted with no interruption to the electricity supply. Historically
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the progress of maintenance needed to be balanced with the inconvenience of leaving many consumers
without power whilst the works were undertaken.

Sharks Valley infrastructure, although an expensive source of water, was overhauled and prepared as a further
source for use if Borehole 5 yield declined. Although the system was yield tested it was not needed to be taken
into service. Satisfyingly the pumping systems we had engineered over the last few years performed well and
we were able to increase the level of stored water during the drought and there was no need to transfer water
using expensive bowsering. In total the drought cost was approximately £TBC in energy costs and £TBC in
labour and other operational expenses. Unlike the water shortages in 2013 and 2016 we did not ask and did
not receive any further funding from SHG.

Capital Works

Infrastructure development plays a significant part in improving service delivery. Capital comes from two
sources, capital grants from SHG and from money generated by Connect. The only capital contribution this

year was from Connect, the following table shows where capital funds were spent.

Asset Class Grant Funded (£) | Connect Funded (£) Total (£)
Electricity infrastructure 50,941 50,941
Equipment 8,183 8,183
Vehicles - -
Water Infrastructure 47,228 47,228
Total 106,352 106,352

There is a new arrangement between SHG and the UK Government for capital funding referred to as the
‘Economic Development Investment Program’ or EDIP. Although projects had been submitted for

consideration no Connect project was prioritised for the initial tranche of funding.

Water received investment in a new lining for the Levelwood Reservoir that had exceeded its useful life. There
is only the Grapevine Gut reservoir that still has its original lining, this will be inspected and the reservoir
dredged during the coming financial year. Leaking reservoirs reduce the quantity of raw water available for
treatment as well as reducing the structural integrity of any dam so relining was an important aspect of our

maintenance programme.

Materials have been purchased for replacing the raw water supply from the Osbornes catchment, agreement
has been reached with the land owner about an improved route. We expect to improve the raw water supply
volume from this important source into Redhill which is currently where the supply challenge exists.
Materials have also been procured to replace and increase the capacity of the Willow Bank borehole supply.

The increased pipe diameter will improve pumping efficiency and reduce pumping costs.

At the Power Station there was development of a secure weatherproof area to house stock that historically

deteriorated when exposed to the elements and further power quality recorders were installed to continue to
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gather base line data to inform future electricity distribution infrastructure development. With the quantity of
renewable energy that PASH will supply, it is important to be able to scientifically ascertain if they reduce the

quality of electricity being supplied to consumers since there are performance guarantees in this respect.

Operational Efficiency

Tactical Implementation Plans continue to form the basis for organising planned works with monthly
operational reviews performed by the Executive Directors. This moves us further away from the historic

reactive maintenance practices and is more akin to how a private sector business should operate.

The electricity side of the business closely adhered to their plans. Electricity generation has maintenance
planned either on a time or hours run basis, and achieved what was set out at the beginning of the year.
Electricity distribution continued replacing and upgrading the distribution network which continues to
reduce unplanned interruptions, the more modern silicone line hardware is more robust and less liable to

failure.

The Water Projects team made progress in the Bottom Woods water mains replacement before moving back
to the next priority area in Half Tree Hollow. Their work is relatively easily scheduled because they work
outside of normal operations. The water maintenance teams are committed to the planned preventative
maintenance process, but the results are masked by the significant quantity of legacy issues that will take many

years to address.

The Unaccounted for Water Programme has made slow progress and was hindered by the departure of our
Civil Engineer with the recruitment of his replacement being hindered by the Covid-19 travel restrictions.
The intention is for the Civil Engineer to return with the job description modified to focus on this important

issue.

Although the meter reading contract was a reliable method that had worked well before Connect was formed,
we took the initiative to take a higher degree of control of this important area of the business with the go live
date for responsibility transfer of 1* April 2019. Some cost savings were made but importantly by controlling
this activity from within Connect we have a higher degree of resilience. The meter readings are the start of the
billing process so if there was an unexpected issue with the contracted service there was a chance that this
could have delayed the billing process adversely affecting our cash flow. It is a credit to all involved that the
migration was carried out without any disruption to the billing process. As the controllers of the billing data it
is far simpler to integrate unaccounted for water analysis into the routine business operations and the Billing
Team has been working with Access Dimensions to create additional reports that will provide increased

visibility for planning and analysis.
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Resilience

One objective of the Authority is to ensure stability and predictability of utility services. Previous reports have
shown the improved resilience against low rainfall situations. On the energy side of the business we had
protected ourselves by introducing some backup diesel generators at the water treatment works and our
offices. We reviewed our written plan of how to deal with significant disruption to the electricity distribution
network or power station as well as the drought management plan alongside SHG. When we have renewable
energy supplied through the PPA the system will provide for grid stability and it will then be possible to

provide electricity without the need for diesel generators to be running.

Following the lifting of water restrictions we reviewed our Drought Management Plan which was proven to be

fit for purpose.

During the year the second Executive Director position has been filled by the former Business Support
Manager. The new role has the title Business Support Director with the previous Business Support Manager
responsibilities being expanded, as well as providing the Company Secretary duties. With meter reading
being transferred in-house we recruited for a new position of Billing Administrator. Our surveyor was
successful in securing overseas employment and gave the opportunity with reduced capital available to

distribute the duties across other staff.

In ndent Review of Conn int Helena L

During the year SHG appointed a consultancy firm to undertake an independent review of the Connect
business. The report is 83 pages in total but in summary some of the key findings of the independent review

of Connect Saint Helena Ltd. are: -

e Connect is achieving most of the main objectives set out in divestment process and meeting
requirements of the ordinance and license.
e A firm foundation has been created to become financially self-sustaining provided that: -
0 URA & SHG maintain realistic support for realistic price increases
O Connect reduces water loss
O The PASH deal is signed to provide cost reductions
e  Governance arrangements are appropriate with SHG the legal owner, Board of Directors and URA
exercising the main responsibilities with SHG focusing on setting policy and framing the enabling
legislative environment.
e The review of systems and processes reveals that the company is doing well and satisfying the
requirements of divestment and legal obligations however much needs to be done to convince the
public and SHG that this is real. Significant achievements are: -

O Substantial replacement of old assets
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Improvements in efficiency and productivity for the electricity service
Significant improvements in network performance and the time taken to connect new

customers

e Connect is well aware of the significant challenges that exist in the water systems due to the inherited

poor condition of the assets and the costs and resources needed to address these issues.

e Staff costs have remained stable at between 21% and 23% of the total operating cost.

e  Water losses remain a significant challenge exacerbated by the inherited poor condition of the

network however plans are in place and work underway to address this.

e The future pricing model should be fair & robust to secure the medium to long term future of

Connect

e General observations on pricing are as follows: -

(0}

O O 0 ©0 O
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Electricity standing charges should be reintroduced to reflect the fixed costs of providing the
service

Current electricity tariffs are adequate

Potential for electricity price reduction when the PASH deal reduces costs

Water tariff increases are required to reduce the annual subsidy from SHG

Connect needs to continue to reduce costs in particular water loss

Connect should consider adjustments in charging structure to promote fairness and ability
to pay

Sewage tariff structure needs to take into account future developments

e Audit and risk management consideration as follows: -

o
o
(o}

Actions to reduce costs in particular water loss
Risk register is comprehensive and should continue to be updated to reflect prevailing risks

Internal audit requires reinvigoration

e Benchmarking shows that: -

(0]
0]

O O O O O

Reflecting

For both water and electricity the levels of service have improved

Wider benchmarking would be advantageous reaching out to other island communities and
should be used by the URA

Compared to 20 other similar islands St Helena water tariff was amongst the lowest
Compared to 20 other similar islands St Helena water loss was amongst the lowest
Compared to 20 other similar islands St Helena electricity tariff is comparable or favourable
Compared to 20 other similar islands St Helena has the most renewable energy

Compared to 20 other similar islands St Helena has low electricity losses

As we commence the new financial year, electricity charges remain the same which follows the trend since

2016; however there is a 10% tariff increase on water and sewage services and the level of subsidy has been
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maintained at £681k. Similar to the previous year there is a risk sharing agreement with SHG which means
that at the end of the year the actual subsidy claimed might be higher or lower depending on the actual cost of
diesel fuel throughout the year.

During the drought it was evident that despite placing water restrictions there were some domestic consumers
who continued to use a disproportionately high quantity of water. There were also those running businesses
from home that enjoyed the domestic tariff. The Utilities Regulatory Authority approved the introduction of
a third water tariff band for units over 25 consumed each quarter. It is expected that some of the high

consumption will reduce over time as a result of introducing these charges.

Connect was established as a private sector business and operates with efficiency and service as high priorities.
The report to the Utilities Regulatory Authority highlights the massive improvements made since divestment
in respect of reliability, quality and customer service. At the time of divestment the business plan required
SHG to replace depreciated assets. Against the backdrop of reducing subsidy, Connect now funds for worn

out asset replacement with over £106k invested last year.

Connect Saint Helena Ltd is proud of the significant improvements made since divestment in improving
reliability, quality and customer service, significantly reducing the subsidy. During this time we have invested
£2.6 million capital generated by the business, in replacing fully depreciated assets inherited from SHG at the

time of divestment.

Looking Forward

The signing of the PPA with PASH Global will result in a significant proportion of electricity being generated
by wind and solar technologies with Lithium-ion batteries being utilised to delink supply and demand. The
project is technically challenging and although the financial risk remains with PASH, any delays in producing

the required quantity of electricity will impact the business.

We have also engaged with the contractor who replaced the water treatment rapid sand filtration systems in
2012 to help us overcome knowledge gaps surrounding some of the instrumentation and to establish remote
monitoring links for specialist assistance. We have exhausted island knowledge in understanding some of the
turbidity readings and need to bring in assistance from overseas. The travel restrictions have prevented this

visit from taking place so far.

A business case is being prepared for the introduction of telemetry for key water equipment monitoring and

work has commenced to establish the technical and financial viability of introducing this technology.

In a year’s time the renewable energy situation should be very different and the island waits with eager
anticipation for this to happen. The European Union commissioned a study into the status of renewable
energy across island nations. St Helena is already described as a “Renewable Energy Champion” and the

PASH development is likely to move us beyond all other island nations.
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At the present time we are developing a Water Strategy with SHG and this will result in us investing in a
Water Resources Management Plan which will set the roadmap for the next phase of the islands water

development.

The release of capital from SHG’s EDIP is beyond our immediate control however we are working closely

with SHG’s Programme Management Unit to secure funding for future developments.

Regulatory 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 fifty one unplanned interruptions to the electricity supply; the target of ninety five was
achieved. Against the pre-divestment benchmark this is an improvement of 65% and this result is an
improvement of 46% on the previous year. The ‘total faults’ graph shows the trend with 2019/20 being the
best result yet.

Total Faults
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The pie charts show the spread of faults between the high and low voltage networks. The proportion is similar

to the previous year.

Proportion 2018/19

m HV faults @ LV faults

Proportion 2019 / 20

m HV faults @ LV faults

The number of trees falling onto lines reduced to a single incident. This is a massive improvement and is as a

result of sustained tree clearance work that was brought inhouse a few years ago. It should be noted that last

year was a particularly bad year with two extreme weather related events. Spurious tripping that we refer to as

self clearing faults reduced most likely as a result of the continuing line clearance programme. With

vegetation removed from the area around electricity lines there is reduced incident of bark, twigs etc touching

the lines resulting in the protection operating with the offending material then falling to the ground. High

Voltage hardware faults should continue to reduce as more robust silicone hardware is replacing the ceramic

insulators that we previously used.

HYV Faults 2018 /19

m HV hardware faults
m Trees falling onto HV lines

m Self clearing HV fault

HYV Faults 2019 / 20

m HV hardware faults
m Trees falling onto HV lines

m Self clearing HV fault
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Low voltage faults have less impact than high voltage faults since they relate to single customers or small

groups of customers. The number of hardware faults decreased from forty five to nineteen.

LV Faults 2018/ 19 LV Faults 2019 / 20

m LV hardware faults  m Trees falling onto LV lines m LV hardware faults g Trees falling onto LV lines

9|Page




U™

Although the reliability of the water network has improved by 10% since divestment there is a worrying trend

in relation to the amount of leaking pipes whilst other faults remain constant or improve. A dedicated team is

renewing mains; survey work informs the location of pressure reducing valves which reduce the incidence of

over pressure which is a cause of bursts and one can only conclude that the age and condition of the system

are preventing actual improvement in system performance despite the enormous efforts being made to deal

with the known issues. An analysis of faults is shown below.

Water Faults 2018/ 19
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8 _32

16

| Burst pipe

W Leaking pipe
m Blockage

m Air lock

m Tank empty

| Mechanical

29

Water Faults 2019 / 20

23
3 4

m Burst pipe

m Leaking pipe
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m Air lock

m Tank empty

m Mechanical
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The trend is similar to last year and of the 1,421 faults 96% were attributable to bursts and leaks. The only way
to reverse this trend is for further investment to replace the inherited fully depreciated assets but this is
hampered by a reluctance to generate revenue through tariff to address the issue which is unsustainable in the

long term.

2. Quality

Appendix 3 shows the results in more detail but overall we were 100% compliant in water visual appearance
and 100% compliant with microbiological integrity both favourable against a target of 99.5%. The
Environmental Health Department continues to 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.

Last year we reported deterioration in the visual quality of water which was attributed to the excessive
quantity of silt built up in the Harpers 2 (Earth Dam) reservoir. This was removed during the year and the
reservoir is full with the quality of water much improved. The silt traps provided in 2017 will slow down the

rate at which silt will accumulate.

As the year progressed we experienced some technical issues with the turbidity measurement equipment at
the Redhill Water Treatment Works. Our technician has been unable to resolve the issue and we have
exhausted on island expertise. Arrangements were underway to source an overseas technician to rectify the
problem and impart knowledge to help us better understand the technology but unfortunately Covid-19 travel
restrictions have prevented this from taking place. Since we are unable to measure we are unable to report on
this figure however the visually the water supplied has a favourable appearance when compared to other
plants where the turbidity is being measured and with no adverse consumer feedback we are sure the turbidity

is acceptable.
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 is included. Electricity connections were favourable against the target, the 2012/13
benchmark was fifty days, the 2019/20 target was sixteen days and the actual was an achievement of six days.
Electricity connections show an impressive 75% improvement compared to last year and a massive 88%

improvement against the pre-divestment benchmark.
Water connections were also favourably below the target of ten with the average time reduced to just two days.
The 2012/13 benchmark was ninety days. Again a significant improvement was made with a massive 98%

improvement being recorded against the 2012/13 benchmark.

The complaints handling system has 100% compliance. A total of fourteen were resolved at the first level

with one complaint being escalated to the second level and zero being escalated to the third level.
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B. f Practi

Details of the Codes of Practice requirements are located in Appendix 2 this report. There was full
compliance with the codes of practice

1. Access to Premises

The majority of customer contact is by the meter readers that are now contracted directly to Connect as
opposed to the previous outsourced arrangement. The requirements of the Code of Practice have been
included in their contracts so the meter readers are 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. Last year we
provided funds to help eighteen debtors and since divestment we have helped a total of two hundred

customers who were struggling to pay their bills.
3. nnections & Disconnection

The Code of Practice requires a site visit within five working days. Thirty Five electricity applications were
made and twenty eight for water. All site visits were carried out on time.

4. Complaints

A total of fifteen complaints were received. Complaints are reviewed by the management team on a weekly
basis. Fourteen complaints were resolved at the first level and one resolved when escalated to the second level.
Since divestment our 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

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.
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This function is now managed in-house where we will have increased control in this important area of the

business.

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.
Conclusion

This is the seventh annual report issued to the Authority. All agreed actions from the previous reports have

been implemented within agreed timescales.

The infrastructure has received considerable investment and for electricity this is being reflected in excellent

performance against the reliability KPL

Reliability of the water network is the area where we fell short of the target, the failure was not through lack of
effort, the task of addressing the massive underinvestment of the water systems is proving to be quite
challenging but with continued focus we will ultimately see some improvement but we will need to be patient.
The Independent Review echoes these sentiments. Adherence to agreed Codes of Practise has been 100%.
Progress since divestment has been enormous and the Connect business now resembles a commercial

operation which was one of the desired outcomes from the divestment process.

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 Programme (new assets)
and Connect’s own depreciation fund (replacement of depreciated assets). However during the year the
investment from SHG was zero with Connect making the only capital contribution to the business. This was
the third consecutive year that SHG had been unable to secure capital funding from DfID but we all look
forward with more optimism in the short to medium term. 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.
The independent review of Connect commissioned by SHG is very positive and restated much of what the

URA had previously published. There were no surprises with the priority areas the review suggested we

should focus on coinciding with our own thoughts and plans.
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We now have a Power Purchase Agreement with PASH and look forward to the reductions that we will be
able to make in our operating costs. The subsidy can be reduced leaving SHG with funds for other priority
areas and ultimately without subsidy any savings can directly benefit the consumers.

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
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Appendix 2

Codes of Practice Compliance Monitoring
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CODE OF PRACTICE COMPLIANCE MONITORING

PERIOD 2019 / 20
LICENCE REFERENCE CODE OF PRACTICE [MEASURE [TARGET] RESULT
23. Procedures with respect to access to - and in respect of any person acting on its behalf who requires access to customers premises
. Possess the skills necessary to perform the | 17211628 OF those new toa job will be accompanied by a
oo dut ! ytop fully trained person until such time as they are deemed |New employees being accompanied? 100% |All new employees /trainees are accompanied by a fully trained person.
requirecicuties competent to visit independently
Employees/contractors visiting pr.em\ses will carry an ID |a)number of new.employees issued with ID Al new employees are issued with D badges and upon completion of contract of
I card showing Company name, their name and a b)employees advised to request new IDif | 100% X
b. Readily identifiable to members of the sl employment the ID badge is destroyed by BSA (HR)
public photograph theirs is lost/damaged
All contractors visiti t ises to b L . . o
(el SRR ER O el number of new contracts with this clause | 100% |4 meter readers (contractors) were issued with ID badges in April 2019
required to carry ID
'Wh ti 1 te check: d
en recruiting new employees, appropriate cNecks and g o on cos and any other checks taken up Police Vetting certificate and work references are obtained and placed on
. references will be made as part of the recruitment . 100% »
c.  Appropriate person to visit & enter and recorded on employee file. employees file.
" process
customers premises
P When available, Connect Saint Helena will subscribeto | ) )
° " signed up and using system 100% [Connect have advied SHG that they will use the systems once available
the SHG vetting service for ontractors
All | ired ta it cust i h: " N N
employees required to visit customers premises have f, o\, i ons provided on reverse side of ID X
office contact details printed on the reverse side of their 100% [Instructions are on ID badge
d.  Inform customers on request, a contact badges
. - 1D badges
point for help & advice -
Contractors required to visit premises to be made aware
_ ; Letter to contractor on file 100% |contractors are aware of Connect Saint Helena contact details
of office contact details
24. Payment of Bills — payment of bills and  for the of such tariff who may have difficulty in paying such bills.
a.  Methods of payment Customers advised on how to pay bills Details on bill 100% [Comprehensive information on reserve of the bill
by @b aEETE iy Informa?lon given to c\IAslomers on what to do/who to Details on bill 100% Ccmpreljens\ve mfcrmatlon on reverse of bill, cust.omevs ar.e .refevv?d to the
contact if they are in difficulty appropriate person in_Connect Saint Helena who gives specific advice
25. Dealing with Tariff Customers in default — methods for dealing with tariff customers who, through misfortune or inability to cope...find difficulty in discharging obligations to pay for utilities supplied
Billing Co-ordinator to identify h cust fi
111ing Co-orcinator fo identify such customers from e Agreed procedures with SHG Safeguarding in place to help identify customers with
customer discussions or referral from Social Services. All known cases to be highlighted on " H N
a.  Distinguish such customers cuss " 100% |genuine hardship prior to disconnection. Comprehensive spreadsheet of debtors
Cases to be highlighted on the computerised billing debtors spreadsheet e
maintained and reported on monthly.
system
1. Monitoring report to be run within 5
'working days of month end to check the 100% |Monthly reconcilations conducted
b. Detect failures by such customers to . - X
N Use the computerised billing system monthly debtors previous months payments.
comply with arrangements made for paying :
" monitoring report to check 2. Where payments have not been made, N K
by instalments > Billing coordinator manages the process of debt recovery and works with
customer to be contacted within 10 working| 100%
customers in debt to agree affordable repayment plans.
days of month end
LA ts to take ints t th ", . : = . - .
B rrangements fo take into accountthe |, ;.45 review of case & circumstances by Billing Co- |Details of the individual circumstances are - §
customers ability to comply with cumste 2 e 100% |[Billing co-ordinator maintains records as a core part of the role
e Ordinator and customer - looking at income/expenditure |recorded by Billing Co-ordinator
arr
d.  Ascertain with assistance of other Review of case and agreement made by Billing Co- N N N Check with SHG Safeguarding standard procedure and process agreed for dealing
o N o Details of the review recorded by Billing Co- i > ance - N
persons/organisations the ability of such Ordinator and Finance Manager. Social Services input ot 100% |with genuine hardship cases identified. In all cases, there is a requirement for a
customers to comply with arrangements in b) [considered where available [t final check prior to authorisation to disconnect
26. Connections & Disconnections
Customers advised of procedure when a new connection, | . X Customers phone or call in and are provided with application form. Letters at each
. N § Advice given either in person or by letter 100%
reconnection or disconnection is requested stage quote timescales. Procedure also on website
\ﬁsllm‘ assess work required for a an connection within Number of visits within 5 working days 100% Water 28/28
5 working days of customer confirming property is ready Electricity 35/35
a. Procedure for connections &
Number of quotations issued within 5 Water 28/28
(i e Quotation issued within 5 working days of site visit wirk,mg da‘:'; fons Issued withi 100% E‘ew,‘cw/ams
Reconnection will be made within 5 working days of i K
wi _ |Number of reconnections made within 5 : . -
customer providing proof of payment of any outstanding | o LS 100% |Reconnection made same day if possible. Always within 5 days
charges 8 cav
Disconnection will be made within 5 working days of Number of disconnections made within 5
R 100% [All done within 5 days
request from property owner working days
27. Provision of services for tariff customers who are disabled, chronically sick or of pensionable age
P il
2. Special means of identifying officers r::j‘e”:s'ds e e iEREE Iy Information on bills 100% |No password requested
I e e E s GEmEE Tip of the Week been running since Jan 15 with alternating water/electricity
i Annual press advert 100% |savings tips. During the drought the TIP of the week focused only on water. Sheet
b.  Giving advice on the use of utilities is on website and available from office
Where such customers are in default, a home visit to Percentage of customers who requesteda | oo\ S
offer advice on savings to be offered home visit receive such a visit
28. Formal complaint handling procedure
N N " o Number of fc | laints 14/15=93%- laint d onto a level 2 t th ith
2. Level 1 Complaints L1 - Review/resolution or referral within 5 workingday | oo O formal complain 100% |M4/15= CHBCEL IR DO ETE e i L U DR
reviewed/resolved/referred on target the initial response
K K K K Number of formal complaints
b.  Level 2 Complaints L2 - Review/resolution or referral within 10 working days | 100% (1/1=100%
reviewed/resolved/referred on target
Number of fc I laints
¢.  Level 3 Complaints 13 - Review/resolution within 5 working days umber offormal complain 100% [0/0 =100%
reviewed/resolved/referred on target
29. Reading of customers meters
number of employees in new job being 100%  Three meter readers employed by Connect in April 2019 was originally being used
a.  Ensure person reading the meter has the | Training to be given to all new meter readers along with [accompanied by the contractor lastyear. Training was given to one meter reader
appropriate expertise information on how to read different types of mters
et 2 e Insert this clause in any meter reading o0%_|Connect brought Meter reading in house from April 2019. Meter Readers on
procedures contract.
) (e ERE s O Feedback received from all Meter Readers if they detact that the Meters are
b.  Inspect meter for evidence of contractors on annual basis or as updates [ 100% N
e e . Ensure employees and contractors have advise on meter detoriating.
deterioration which might affect function or become available
et safety & what to look out for Rt == .
meters icentified as potentially unsale | 5 ggeq No Meters identified as being unsafe
to be inspected
" " Reminder to cl 11 de X{ ted
6 EoroEcis aeldhnelss o |l et Redhp s gl desos) [ e ) e s i .
. N N on reverse of employees ID card and clause| 100% Incontractand also ID badges issued
as a result of visit doors/gates following visit. N
in contract.
d.  Make good or pay compensation for Connect Saint Helena will make good any damage caused |Insert this clause in any meter reading — o B A e RaaEe iy R i
damage caused by person reading meter by person reading meter procedures
Data collected, entered into the It d billi
e.  Reporting the reading of the meter z: collected, entered into the computerised billing Successful monthly upload 100%
system
f.  Adjusting of ch: fe If cust i ding, a 2nd reading is tak d . q
jjusting of charges for erroneous customer queries reading, a 2nd readingis takenand [, oo by f—
meter readings bill adjusted if appropriate
30. Efficient use of electricity
:Y‘?ﬂablhw of leaflet referred to on the 100% |Printed on reverse of bill
ills
Customers advised that Information leaflets availabl
ety Six monthly press advert reminding Since Jan 15 there s a "tip of the week" approach in the press. All tips appear on
a.  Setoutways in which advice will be 4 ) customers of leaflet availability or article 100% |the website and are available from Connect Saint Helena office (ref on reverse of
made available to customers on utility saving ideas bill)
Home visit offered to disabled, chronically sick or SHG Safeguarding are aware we offer this but to date no visits have been requested.|
pensioners who are in default to identify ways to reduce |Visit offered to identified customers 100% |During the year electricity and water saving tips leaflet were developed and are
consumption available on request.
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Appendix 3

Water Quality Analysis Schedule
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2. QUALITY

Water Appearance Water Microbiology
Running % Running Running % Running
% Works % Works
° Total |Network| Total 0 Total |Network| Total

01/04/2019 100% 100% 100%  100.0% 100% 100% 100% 100%
08/04/2019 100% 100% 100%~ 100.0% 100% 100% 100% 100%
15/04/2019 100% 100% 100% 100.0% 100% 100% 100% 100%
22/04/2019 100% 100% 100% "~ 100.0% 100% 100% 100% 100%
29/04/2019 100% 100% 100%~ 100.0% 100% 100% 100% 100%
06/05/2019 100% 100% 100% "~ 100.0% 100% 100% 100% 100%
13/05/2019 100% 100% 100%~ 100.0% 100% 100% 100% 100%
20/05/2019 100% 100% 100% " 100.0% 100% 100% 100% 100%
27/05/2019 100% 100% 100% "~ 100.0% 100% 100% 100% 100%
03/06/2019 100% 100% 100% " 100.0% 100% 100% 100% 100%
10/06/2019 100% 100% 100% "~ 100.0% 100% 100%, 100% 100%
17/06/2019 100% 100% 100% 100.0% 100% 100% 100% 100%
24/06/2019 100% 100% 100% " 100.0% 100% 100%, 100% 100%
01/07/2019 100% 100% 100% " 100.0% 100% 100% 100% 100%
08/07/2019 100% 100% 100% 100.0% 100% 100%, 100% 100%
15/07/2019 100% 100% 100% 100.0% 100% 100% 100% 100%
22/07/2019 100% 100% 100% 100.0% 100% 100% 100% 100%
29/07/2019 100% 100% 100% 100.0% 100% 100% 100% 100%
05/08/2019 100% 100% 100%” 100.0% 100% 100% 100% 100%
12/08/2019 100% 100% 100% 100.0% 100% 100% 100% 100%,
16/08/2019 100% 100%| 100% "~ 100.0% 100% 100%, 100% 100%,
23/08/2019 100% 100% 100% 100.0% 100% 100% 100% 100%
02/09/2019 100% 100% 100% " 100.0% 100% 100% 100% 100%
09/09/2019 100% 100% 100%  100.0% 100% 100% 100% 100%
16/09/2019 100% 100% 100% 100.0% 100% 100%; 100% 100%
23/09/2019 100% 100% 100% " 100.0% 100% 100% 100% 100%
30/09/2019 100% 100%, 100% "~ 100.0% 100% 100%, 100% 100%
07/10/2019 100% 100%, 100% " 100.0% 100% 100%, 100% 100%
14/10/2019 100% 100%, 100%  100.0% 100% 100% 100% 100%
21/10/2019 100% 100%, 100% 100.0% 100% 100%, 100% 100%;
28/10/2019 100% 100%, 100% " 100.0% 100% 100% 100% 100%
04/11/2019 100% 100%, 100% 100.0% 100% 100%, 100% 100%,
11/11/2019 100% 100% 100% 100.0% 100% 100% 100% 100%
18/11/2019 100% 100%| 100%  100.0% 100% 100%| 100% 100%,
25/11/2019 100% 100% 100% 100.0% 100% 100%| 100% 100%,
02/12/2019 100% 100%| 100% " 100.0% 100% 100%j 100% 100%
11/12/2019 100% 100% 100%  100.0% 100% 100%; 100% 100%,
16/12/2019 100% 100% 100%  100.0% 100% 100% 100% 100%

23/12/2019 Lab closed
30/12/2019 Lab closed
06/01/2020 Lab closed

13/01/2020 100% 100%; 100%  100.0% 100% 100% 100% 100%
20/01/2020 100% 100%; 100%  100.0% 100% 100%; 100% 100%|
27/01/2020 100% 100%; 100% " 100.0% 100% 100% 100% 100%j
03/02/2020 100% 100%; 100% 100.0% 100% 100%; 100% 100%
10/02/2020 100% 100% 100%”  100.0% 100% 100% 100% 100%
17/02/2020 100% 100%; 100% " 100.0% 100% 100%; 100% 100%;
24/02/2020 100% 100% 100% 100.0% 100% 100% 100% 100%
02/03/2020 100% 100% 100% "~ 100.0% 100% 100% 100% 100%
09/03/2020 100% 100% 100% 100.0% 100% 100% 100% 100%
16/03/2020 100% 100% 100%~ 100.0% 100% 100% 100% 100%
23/03/2020 100% 100% 100%  100.0% 100% 100% 100% 100%
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Appendix 4

Performance against Pre-Divestment Benchmarks
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