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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 (URA) was established to protect
consumers from unreasonably high prices or low levels of service. After each of the previous seven years of
trading, annual reports were presented to the Authority with them subsequently issuing in total seven 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 2020/21
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 eighth year of trading the business processes further bedded in. Key highlights are:

e PASH contract was signed on the 29" May 2020;

e impact of the COVID-19 global pandemic on supply chains and the business in general;

e reservoir levels were back to full capacity after low rainfalls in the previous year placed tremendous
strain on the business;

e afurther 3% decline in turnover is mainly due to a 6% decline in electricity tariff income.

Previously, we reported that Pan African Soleil Holdings (PASH) had been identified as the preferred bidder in
the process to procure electricity through the Power Purchase Agreement (PPA). The Power Purchase
Agreement was finally signed on 29 May 2020, between Connect Saint Helena Limited and Sustainable Energy
1 Limited, which is a subsidiary of PASH. Further confidential information relating to this issue can be found

in Appendix 5 which addresses the matters raised by the URA letter of 2 August 2021.

Electricity Distribution managed to meet the network reliability target despite increased incidents of unplanned
outages due to bad weather during the year. The trend for high voltage (HV) failures shifted with fewer network
hardware faults but more HV touch and tree fall faults during the year. The most significant change was the
replacement of silicone insulators and associated line accessories. Compared to the ageing ceramic insulators,
the silicone insulator is maintenance free, has high resistance to vandalism, is highly resistant to breakages, has

a self-cleaning quality, longer life and is more than 50% cheaper.

During the year we received good rainfall, which resulted in improved reservoir storage, compared to low
rainfall in the previous year that placed tremendous strain on the business. However, the heavy rains caused
high turbidity in Chubbs Spring where there is limited opportunity for the water to settle before being treated.
To reduce turbidity and improve the quality of raw water, the filter at Harpers 2 was raised by three metres to

allow the transfer of water with low turbidity to Scott’s Mill and the Chubbs Spring water treatment works.

1|Page



Furthermore, the Grapevine Gut reservoir, which is an essential part of the island’s water system, was drained
and cleaned. Once cleaned, the lining was inspected for damage, repaired, surveyed and refilled to improve the
quality of the stored raw water. To improve the quality of treated water, the water tanks at Red Hill, Chubbs
Spring, Hutts Gate and Levelwood were cleaned, as part of the maintenance programme, to keep turbidity

within acceptable levels.

Capital Works

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

Connect and SHG capital grants. The following table shows where capital funds were spent.

Asset Class Grant Funded (£) Connect Funded (£) Total (£)
Electricity infrastructure - 115,183 115,183
Equipment = 9,737 9,737
Land and buildings - 175,020 175,020
Water infrastructure 68,177 496,479 564,656
Total 68,177 796,419 864,596

The Water Infrastructure Upgrade team completed Phase 1 of both the Bottom Woods and the Half Tree
Hollow network upgrade. The work involved the replacement of the above ground old networks with large
underground pipes to increase the flow of water and improve the network reliability. Investment in water
infrastructure also includes the replacement of the raw water pipelines from Osbornes Springs to the
Gumwoods and the pipeline from Willowbank to Hutts Gate 1 reservoir. The existing pipeline from Osbornes
to the Gumwoods was small in diameter, old and subject to leaks. The new buried pipeline allows more raw
water to be conveyed to the Red Hill Water Treatment Works and, since the pipeline is buried, its lifespan is
increased. This further improves on the supply challenges at Red Hill. The old raw water pipeline from
Willowbank to Hutts Gate 1 reservoir was galvanised, small in diameter and had corroded internally causing
flow restrictions. The new pipeline is now able to convey more water to the Hutts Gate storage reservoirs thereby

reducing pumping costs.

Electricity infrastructure investment included the replacement, due to oil leaks and deterioration, of an 80KV A
transformer at New Ground and a 50KVA transformer for Borehole No.5. The new transformers have

galvanized and painted casings making them more durable.

To further improve the quality of water and reliability of the water network, materials have been purchased for
the replacement of the New Ground water tank and the Lower Cleughs Plain water main. The New Ground
water tank has passed its operational lifespan and has deteriorated; currently a temporary tank has been set up
to maintain supply. The old galvanised steel sectional tank will be replaced with a new glass-coated steel tank
(GCS). The glass-coated steel tank material is high strength and has high resistance to corrosion with low
maintenance. The Lower Cleughs Plain water main is over 30 years old and has deteriorated making it more

susceptible to leaks and bursts. Its replacement will improve water flow and a pressure-reducing valve
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incorporated in the system will reduce pressure, thus minimising damage to the mains as well as subsequent

bursts and leaks within the network.

The Ruperts Sewerage Treatment Plant which was part of the projects submitted for funding under the
Economic Development Investment Programme (EDIP) was approved in August 2020 and the first tranche of
funding was released in March 2021. The preparatory works and procurement of the treatment plant have

commenced and will be completed within the current financial year.

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 its plans. Electricity Generation planned maintenance on
either a time or hours run basis and achieved what was set out at the beginning of the year. However, the 27,000
hours service to generator 1, which was scheduled for the year, was deferred to the next financial year due to
supply chain delays caused by the COVID-19 pandemic. Electricity Distribution continued replacing and
upgrading the distribution network, further reducing unplanned interruptions; the modern silicone line

hardware is more robust and less liable to failure.

The Water Infrastructure Upgrade team has completed the Bottom Woods water mains replacement as well as
Phase 1 of the Half Tree Hollow network upgrade. Phase 2 of the Half Tree Hollow project has now commenced
and will involve refurbishing and upgrading the network as well as burying all pipelines. The Water
Maintenance teams are committed to the planned preventative maintenance process, but the results are masked

by the significant number of legacy issues that will take many years to address.

This marks the second year that meter reading has been carried out in-house. Some cost savings have been
made but importantly, by controlling this activity from within, Connect has ensured a higher degree of
resilience. As controllers of the billing data, it is far simpler for Connect to integrate unaccounted for water
analysis into routine business operations and the Billing team has been using Access Dimensions to create

additional reports that will provide increased visibility for planning and analysis.

The Unaccounted for Water (UFW) Programme has made good progress. In 2019, BDO LLP carried out a
review of the Utilities Service Provider Connect Saint Helena Ltd. The report by BDO LLP indicated that Non-
Revenue Water (NRW) was at 53% during 2017/18 financial year. To date, the overall losses have reduced by
6% to 47% total loss compared to 2017/18 financial year. Works carried out within independent district metered
areas have recorded between 30% and 74% reductions in NRW. Table 1 below shows progress since the
inception of the UFW Programme. The programme is currently ongoing with the team making use of the

strategy involving water audit, intervention based on audit findings and evaluation.
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Table 1: NRW Results — Overall Losses

Financial Year Percentage Loss (%)
2017/18 53
2018/19 50
2019/20 49
2020/21 47

There were some positive results with one of the target areas, Levelwood, recording a reduction from 75% to
33.3%. Other areas assessed at the same time as Levelwood included Burnt Rock and Barren Ground (2 Zones).
As with Levelwood, meter errors were the major contributor to the water loss figures reported. Although the
figures in Levelwood show a tremendous improvement, the losses identified are largely apparent rather than
physical hence no real water has been saved, but water is now better accounted for. The four key factors which
influence real water losses in distribution systems are the speed and quality of repairs; pipeline and asset

management — renewal of the water network; active leakage control; and pressure management.

Good progress has been recorded in Deadwood and Thompson’s Hill which are the areas that were focussed
on after Levelwood. Table 2 below outlines the results from the works that have been carried out in these two
areas. The majority of the losses were observed to be apparent, with metering errors being the most prevalent.

There were cases of unauthorized water use in Deadwood and Jamestown which have since been addressed.

Table 2: NRW Results — District Metered Areas

NRW Before Intervention | NRW After Intervention
Area Comments

% ILI % ILI

Losses were due to unauthorized
Deadwood 48.79 2.65 35.87 1.41 water use, bulk metering errors

and data handling errors

. Losses were due to customer
Thompson’s Hill | 32.03 1.67 3.62 0.87

individual metering errors

Within the Unaccounted for Water Programme, there is provision for the process of monitoring and
evaluation. Water loss control is an iterative process where an area is audited, interventions made depending
on what the audit will have revealed and then any intervention is evaluated. Connect Saint Helena Ltd has
systems in place to monitor progress and act as the case might be from the audit findings. We make use of the
District Metered Areas (DMAs) as a tool for monitoring and evaluation. Currently, there are a total of 16 DMAs

which are monitored on a quarterly basis with details on the DM As shown in Table 3 below.
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Table 3: District Metered Areas

Levelwood 6
Deadwood 3
Blue Hill 3
Ladder Hill 1
Cow Path 1
Thompson’s Hill 1
Lower Cleughs Plain 1

The results from these reports are used to assist in prioritising resources and also highlight the current state of
a particular district metered area. Connect’s leak management strategy consists of pressure management, speed
and quality of repairs, active leakage control, and asset management. A pressure analysis test was successfully
carried out in Barrack’s Square which has been instrumental in making recommendations based on the

findings.

We are happy to report that our operations team have been vigilant in the repair of burst pipes paying particular
attention to the speed and quality. We are at the advanced stages on the upgrade of the reticulation network in
Lower Cleughs Plain which we believe will go a long way in contributing towards the objective of reducing non-
revenue water with works in Half Tree Hollow also ongoing. The table below presents the results from the

quarterly reports with comments to show how these reports assist us in managing NRW.
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Table 4: District Metered Areas Results

Billing Period
Area % Water Loss ILI Comments
Group From To
Levelwood
overall (all 6 Mar-21 Jun-21 32.38 1.14 OK
zones)
Faulty bulk
meter found
Deadwood Mar-21 Jun-21 35.87 1.41 within zone 2.
Meter to be
A changed.
Burnt Rock Mar-21 Jun-21 25.89 0.49 OK
Barren Ground
Mar-21 Jun-21 4.24 0.16 OK

1

Bulk meter was

Barren Ground faulty and has
Mar-21 Jun-21 -6.95 -0.31 )
2 since been
serviced.
_ Area to be
B Ladder Hill Apr-21 Jul-21 81.65 ) )
investigated.
Lower Cleughs
: Feb-21 May-21 9.15 0.32 OK
Plain
Thompson's | - /2021 | 31/05/2021 3.69 OK
C Hill 7o > '
Big jump in
Cow Path Feb-21 May-21 64.25 losses to be
investigated.

Active leakage control strategies aim at prompt detection, localisation and repair of burst pipes to control their
average run time and thus reduce volume of water lost. We used the zoning approach to be able to monitor
flows into zones, this allows us to quickly analyse a zone and locate bursts or leaks within a zone as mentioned
in earlier reports. Connect has since started exploring leak detection technology which will enable us to address
issues of underground leakage and in turn save resources on pipe leak location. A night leakage test carried out

in Deadwood was a success as it helped us identify possible causes of unaccounted for water in Deadwood.

Connect is working towards having DM As for all the areas within the island and has since adapted Geographical
Information Systems (GIS) to digitize existing infrastructure. Connect will make use of the GIS database to
create DMAs and make use of the information to manage water loss and demand among many other
functionalities which are achievable within the GIS interface. The UFW team is working in sync to ensure that
real losses and apparent losses are all reduced in turn. We are also working towards active leakage control which

will be a stride to counter real losses. Additionally, we are creating a database to detail the water balance on
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unbilled metered consumption and unbilled unmetered consumption. This database will ensure more detailed

water balance reports for the island.
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.

Organisation

During the year the business continued with two Executive Directors - the CEO and Business Support Director

who also undertakes the Company Secretary duties.

Reflecting

During the drought, it was evident that despite placing water restrictions, there were some domestic consumers
who continued to use a disproportionately high volume of water. There were also those running businesses
from home who enjoyed the domestic tariff. Therefore a third water tariff band for ‘units over 25” consumed
each quarter was introduced to manage demand. 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 a reducing subsidy, Connect now funds for worn-out

asset replacement.

Connect Saint Helena Limited is proud of the significant improvements made since divestment in improving
reliability, quality and customer service, whilst significantly reducing the subsidy. During this time we have
invested £3.1 million in capital generated by the business, in replacing fully depreciated assets inherited from

SHG at the time of divestment.

Research and Development

The Company is working with SHG on the Saint Helena Climate Change and Drought Warning Network
project funded by Darwin Plus. The project will assist with drought planning and improve water sustainability.
Once completed, the project outputs will be used to support water infrastructure planning and the development

of a new island Water Resources Management Plan.
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During the year an off-island laboratory was engaged to provide further testing of water samples. The laboratory
reports on the quality of our water and this have helped us to improve the standard of our water. This
arrangement is interim until we get a water treatment specialist on-island to assist with calibrating and

benchmarking our equipment.

Looking Forward

As a stakeholder, Connect worked with SHG in developing the Island Water Strategy which seeks to increase
water sustainability. The Company will now take the lead towards the development of the Water Resources
Management Plan, which will set out how Connect will manage water supplies on the island to meet current

and future needs.

The release of capital from SHG’s EDIP is beyond our immediate control; however, we continue 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 seventy two unplanned interruptions to the electricity supply; the target of ninety five was

achieved. Against the pre-divestment benchmark this is an improvement of 65%. The ‘total faults’ graph with
2020/21 included is shown below.
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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 2019 / 20 Proportion 2020/21

m HV faults @ LV faults

m HV faults g LV faults

The number of trees falling onto lines increased this year compared to last year but a decrease compared to
2018/19. Sustained tree clearance work that was brought inhouse a few years ago. Spurious tripping that we
refer to as self clearing faults remained the same as last year most likely as a result of the continuing line
clearance programme. With vegetation removed from the area around electricity lines there is reduced incident
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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 increased this year by three.

HYV Faults 2019 / 20 HYV Faults 2020/21

m HV hardware faults m HV hardware faults
m Trees falling onto HV lines m Trees falling onto HV lines
m Self clearing HV fault m Self clearing HV fault

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 increased from nineteen to thirty two and the number of trees

falling onto the lines decreased from eight to three.

LV Faults 2019/ 20 LV Faults 2020/21

m LV hardware faults m Trees falling onto LV lines m LV hardware faults m Trees falling onto LV lines
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Although the reliability of the water network has improved 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 2019/ 20

423

m Burst pipe

W Leaking pipe
m Blockage

| Air lock

m Tank empty

m Mechanical

Water Faults 2020/21
10_42 18

o\l

\

m Burst pipe

m Leaking pipe
m Blockage

m Air lock

m Tank empty

m Mechanical

Total Faults

1400
1200
1000 W 2015/16
m2016/17
800
m2017/18
600 - W 2018/19
400 - M 2019/20
m2020/21
200 -
0 - . —— . . ﬁ_‘
Burst pipe  Leaking pipe  Blockage Air lock Tank empty Mechanical
Burst pipe Leaking pipe Blockage Air lock Tank empty Mechanical
57 — 10 4 9 18

The trend is similar to last year and of the 1,243 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
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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.

The silt traps provided in 2017 slowed down the rate at which silt will accumulate in the earth dam and will be
emptied whenever necessary and not exceeding two years. This will remove accumulation of silt in Harpers 2
(The Earth Dam).

Last year we mentioned the technical issues experienced within Redhill. Works has been carried out by
contracting a local contractor to assist our technician. The work was carried out to replace the turbidity probes
and calibrate the system. Due to COVID-19 it has been a challenge to get off Island support. We have however
devised a system of sending four samples, one from each of our four water treatment works to an independent
laboratory (CSIR) in South Africa and engaged an independent consultant to report on those results. The result
have confirmed the on Island readings giving us confidence on the works conducted on the treatment works.
We still need to engage an off Island to offer training to our new technicians and do a performance assessment,

troubleshooting and standardisation.

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 fourteen

days.

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.

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

being escalated to the second or third level.
B. Codes of Practice

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

with the codes of practice.
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1. Access to Premises

The majority of customer contact are 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 fourteen debtors and since divestment we have helped a total of two hundred and

fourteen customers who were struggling to pay their bills.
3. Connections & Disconnections

The Code of Practice requires a site visit within five working days. Twenty five electricity applications were

made and fifty three for water. All site visits were carried out on time.

4. Complaints

A total of ten complaints were received. Complaints are reviewed by the management team on a weekly basis.
All ten complaints were resolved at the first 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.

Nine meters were identified as unsafe and the meters have been relocated to a safer location.

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

business.

13| Page



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 eighth 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 the

performance against the reliability KPI.

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 £68,177 with Connect making £796,419 capital contribution to the business. 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.

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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Public Utilities Development Plan

WHERE DO WE| WHERE ARE WE|
? HOW DO WE KNOW WHEN WE ARE THERE?
2020/21 WANT TO BE? NOW? HOW DO WE GET THERE
Performance Measure Benchmark 2012/13 Target 2020/21 YTD Internal Review & Performance Improvement Plan Method of Monitoring | Collection & Analysis Process
1. Reliability
Proactive maintenance program with regular review of . .
Overall Reliability of Electricity Network 146 95 72 priorities and targeted interventions based on performance WYy rewgw Y Managemeqt il Collatic el R CUT et B B e
. review by Board of Directors callouts.
Implementation of 20 year water resources plan supplemented
Overall Reliability of Water Network 1582 1150 1243 W|th a_p.roactlve mamten_ance program and a regular review of | Weekly rev1e_w by Managemen_t Team, monthly | Collation of data from callout contractor and staff
priorities and targeted interventions based on performance review by Board of Directors callouts.
data
2. Quality
Appearance of Treated Water in CSH
Network Redhill (NTU)* i i i
Appearance of Treated Water in CSH 4.5 175 283
Network Hutts Gate (NTU)* i ) Weekly review by Management Team, monthly | Samples taken and analysed at water treatment
Appearance of Treated Water in CSH 4.5 175 L Implementation of 20 year water resources plan supplemented review by Board of Directors works.
Network Levelwood (NTU)* ) ) . with a proactive maintenance program and a regular review of
Appearance of Treated Water in CSH 4.5 6.00 512 priorities and targeted interventions based on performance
Network Jamestown (NTU)* ) i ’ data within 24 hours of reports being received
Mt (':';t:gN”tty °frlreated ity 96.5% 95.5% 100.0% WMO002 E.coli & Coliforms Reported Not | S2mPles Collected zytcj'l* E"d i"a'ysed 3y Ui
Microbiological Int r_e wof Treated Water at Detected', management review weekly, monthly Samnles Coll actcrgbl TE a. ] or)t/ | Health and
EEIEE LI AT 87% 95.5% 100.0% review by Board of Directors amples Loflected by nV|rorTmen a Fiealth an
Consumer Meter analysed by UKAS accredited laboratory
3. Customer Service
Time taken to perform Electricity Number of CSH 'process days' in the overall
Connection SWaE o 2Ry L cEvE Adherence to agreed procedures, adequate levels of stock connection
. . available Weekly review by Management Team, monthly Number of CSH "process days' in the overall
Time taken to perform Water Connection 90 days 10 Days 2 days review by Board of Directors ———
Total laints handl ithi . . . .
it e oM R i e No Benchmark 100% 100% Adherence to agreed procedures Received complaints and resolution analysis

COP parameters
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Appendix 2

Codes of Practice Compliance Monitoring
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PERIOD 2020/ 21

CODE OF PRACTICE COMPLIANCE MONITORING

LICENCE REFERENCE

CODE OF PRACTICE

[MEASURE

[ TARGET|

RESULT

23. Procedures with respect to access to premises — principles and procedures in respect of any person acting on its behalf who requires access to customers premises

. Trainees or those new to a job will be accompanied by a fully
a. Possess the skills necessary to perform the N ) ; . . ) . X
required duties trained person until such time as they are deemed competent|New employees being accompanied? 100% |All new employees/trainees are accompanied by a fully trained person.
q to visit independently
I . . a)number of new employees issued with ID . . .
Employees/contractors visiting premises will carry an ID card e lonees e 1o e e B 100% All new employees are issued with ID badges and upon completion of contract of
b.  Readily identifiable to members of the showing Company name, their name and a photograph theirspis Tost/damaged l ° |employment the ID badge is destroyed by BSA (HR)
public — - -
All contractors visiting customers premises to be required to ) . . . . .
carry ID J P q number of new contracts with this clause 100% |4 meter readers (contractors) were issued with ID badges in April 2019
Whi iti I iate checks and Ref d ther checks tak d
. . en recrut Alng new employees, appropria 'e checks an €lerences and any o Pfr TS ELE U el 100% |Police Vetting certificate and work references are obtained and placed on employees file.
c. Appropriate person to visit & enter references will be made as part of the recruitment process recorded on employee file.
customers premises = - - -
When available, Connect Saint Helena will subscribe to the
X . igned up and using system 6 |Connect have advie that they will use the systems once available
SHG vetting service for employees/contractors Signed d usi el | h dvied SHG that th il h ilabl
All employees required to visit customers premises have . . .
i P \; e (: ils printed on th P ide of their ID Instructions provided on reverse side of ID 100% |instructi D bad
d.  Inform customers on request, a contact office contact details printed on the reverse side of their pu i 6 |Instructions are on adge
point for help & advice badges - — -
Contractors required to visit premises to be made aware of ] . .
office contact details Letter to contractor on file 100% |contractors are aware of Connect Saint Helena contact details
24. Payment of Bills — payment of bills and appropriate guidance for the assistance of such tariff customers 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
b Guidance to customers in difficult Information given to customers on what to do/who to contact Details on bill 100% Comprehensive information on reverse of bill, customers are referred to the appropriate
) v if they are in difficulty " |personin 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 such customers from customer All known cases to be highlighted on debtors Agreed procedures with SHG Social Services in place to help identify customers with
a. Distinguish such customers discussions or referral from Social Services. Cases to be soreadsheet ElE 100% |genuine hardship prior to disconnection. Comprehensive spreadsheet of debtors
highlighted on the computerised billing system ? maintained and reported on monthly.
1. Monitoring report to be run within 5
. o -
b.  Detect failures by such customers to comply Use the computerised biline sveterm monthiy debtore worlfmg days of month end to check the 100% |Monthly reconcilations conducted
with arrangements made for paying by the « p 8 SY: Y previous months payments.
. monitoring report to check 2. Where payments have not been made, - . 5 .
instalments L 5 Billing coordinator manages the process of debt recovery and works with customers in
customer to be contacted within 10 working 100%
days of month end debt to agree affordable repayment plans.
@ Arrangements to take into account the
g . R . |Individual review of case & circumstances by Billing Co- Details of the individual circumstances are . . I
customers ability to comply with arrangements in X . K X - . 100% |Billing co-ordinator maintains records as a core part of the role
b) Ordinator and customer - looking at income/expenditure recorded by Billing Co-ordinator
d.  Ascertain with assistance of other Review of case and agreement made by Billing Co-Ordinator Details of the review recorded by Billing Co Check with SHG Social Services standard procedure and process agreed for dealing with
persons/organisations the ability of such and Finance Manager. Social Services input considered where ordinator Y J 100% |genuine hardship cases identified. In all cases, there is a requirement for a final check
customers to comply with arrangements in b) available prior to authorisation to disconnect
26. Connections & Disconnections
Customers advised of procedure when a new connection, Advice given either in person or by letter 100% Customers phone or call in and are provided with application form. Letters at each stage
reconnection or disconnection is requested g P v ; quote timescales. Procedure also on website
Visit to assess work required for a new connection within 5 Water 53/53
. q . . Number of visits within 5 working days 100% L /
working days of customer confirming property is ready Electricity 25/25
& PIORRENR (el EORTECHEG & e mesies L e . L Number of quotations issued within 5 working Water 53/53
Quotation issued within 5 working days of site visit 100% L
days Electricity 25/25
Reconnection will be made within 5 working days of customer [Number of reconnections made within 5
. fon wi within > workd g i “ Y X : witht 100% |Reconnection made same day if possible. Always within 5 days
providing proof of payment of any outstanding charges working days
Disconnection will be made within 5 working days of request [Number of disconnections made within 5
isc ction will be e within 5 working days of requi u : isconnectio withi 100% |All done within 5 days
from property owner working days
27. Provision of services for tariff customers who are disabled, chronically sick or of pensionable age
a. Special means of identifying officers Passwords to be made available where customer requests Information on bills 100% |No password requested
Tip of the Week been running since Jan 15 with alternating water/electricity savings tips.
Information leaflet on saving utilities to be made available Annual press advert 100% |During the drought the TIP of the week focused only on water. Sheet is on website and
b.  Giving advice on the use of utilities available from office
Where such customers are in default, a home visit to offer Percentage of customers who requested a L
X R L R - 100% |No home visits requested
advice on savings to be offered home visit receive such a visit
28. Formal complaint handling procedure
. . . . . Number of formal complaints
a. Level 1 Complaints L1 - Review/resolution or referral within 5 working day . 100% |10/10 = 100%
reviewed/resolved/referred on target
. . . . . Number of formal complaints
b. Level 2 Complaints L2 - Review/resolution or referral within 10 working days R 100% |0/0 = 100%
reviewed/resolved/referred on target
. . . o . Number of formal complaints
c. Level 3 Complaints L3 - Review/resolution within 5 working days R 100% |0/0 = 100%
reviewed/resolved/referred on target
29. Reading of customers meters
number of employees in new job being 100% four meter readers employed by Connect in April 2019 three meter reader was originally
a.  Ensure person reading the meter has the  [Training to be given to all new meter readers along with accompanied " |being used by the contractor. Training was given to one meter reader last year.
appropriate expertise information on how to read different types of mters Ineert this clause n anv meter readin
TS v & 100% |Connect brought Meter reading in house from April 2019. Meter Readers on contract.
Information issued to employees & contractors
. o . . o
b (eee: meer for e o darareiien | [Ersue anmsivyems and esmiasiers e asvE e mear on inzral basis or as updates become 100% |Feedback received from all Meter Readers if they detact that the Meters are detoriating.
which might affect function or safet safety & what to look out for avalabe — - - - =
g Y Y All meters identified as potentially unsafe to be 100% Nine Meters and have been identified as unsafe and the meters have been relocated to a
inspected ° safer location
Reminder to close all doors/gates printed on
c. Ensure premises are left no less secure as a |Employees and Meter Reading Contractors shall close all /g ? R .
. . . reverse of employees ID card and clause in 100% |In contract and also ID badges issued
result of visit doors/gates following visit.
contract.
d.  Mak d tion fi C t Saint Hel ill mak d d d b | t this cl i t di
ake good or pay compe-nsa ion for onnec a|r‘1 elena will make good any damage caused by |Insert this clause in any meter reading w55 | @i were nEds for dEms emvees iy s fedts
damage caused by person reading meter person reading meter procedures
e. Reporting the reading of the meter Data collected, entered into the computerised billing system [Successful monthly upload 100% |Data collected and enter on time each month.
f. Adjusting of charges for erroneous meter |If customer queries reading, a 2nd reading is taken and bill Accuracy of final bill 100% 39 erroneous readings (by Customer CRM and Meter readers) and correct invoices sent
readings adjusted if appropriate v ”_|to customers.
30. Efficient use of electricity
Availability of leaflet referred to on the bills 100% |Printed on reverse of bill
Customers advised that Information leaflets available on - —
request Six monthly press advert reminding customers Since Jan 15 there is a "tip of the week" approach in the press. All tips appear on the
a. Set out ways in which advice will be made q . of leaflet availability or article on utility saving 100% . . P p;? p ) PR X
available to customers ideas website and are available from Connect Saint Helena office (ref on reverse of bill)
Home visit offered to disabled, chronically sick or pensioners SHG Social Services are aware we offer this but to date no visits have been requested.
i il (@ Gy \;vays - red\L/Jce cons’ljjmption Visit offered to identified customers 100% |During the year electricity and water saving tips leaflet were developed and are available
on request.
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> QUALITY

Wat
e
r Appearance

Water Mi
er Microbiology

)
30/03/2020 % Works Running
06/04/2020 100% Total % Network Running
13/04 1009 100% To R
/2020 5 1009 100% ] % Works Runni
20/04/2020 100% 0% 1o oo : e
27/04 10 LS 0% ’ 1009 oral | Net
2 0% 2 X ~ — T
11/ o 1 ; 100% 100% oo L00% 100% 100% 2l

9 (]
18/05/2020 100% — 100% 100% 108" oot 100% 100%
05 009 o 1 % 4 10
25/05;2020 1005) 100% B o0 100; 100% 100% 100%
B 2020 10 % 100% 100% 100% — A o0t - 0%
0, (0]

08/06/2020 - o] 100 10z o 10% T00% 100% 100%
V (]

15/06/2020 100% 1000/0 100% 100% 100 % 100% 100% 100%

0 - .

22/06/2020 100% 100.; = % 1006 100% 100% 100%
9 (]

29/06/2020 180% o 100% 100% 100" 100% 100% 100%

6/2 0% b 1 7 6 1005

06/07 = 10000 100% 100% 00% 100(; 100% 100% IOOA,

13/ /2020 1 -~ 100% 100% 100% 10 ’ 100% 100% 0%
9 (]

20/07/2020 100% 100(; 100% 100% 1006 100% 100% 100%
07 009 A 1 0% 6 o
27/07;2020 1005) 100% 100% 22 100; 100% 100% 100%
03/ 2020 10 % 100% 100% 100% — 3 100% i 0%

0,

10/08/2020 - 0% 1000/0 100% 100% 100A) 100% 100% Lot

9 (]
- 08/2020 00% 100(; 100% 100% 1006 100% 100% 100%
/08/2020 100% ° 1009 100% 0% 1 o° 100% 100%
24/08/20 100% 100% % 005 100% 00% L00%
31/0 20 10 ° 100% 100% 0% G 100% 100% . b
8/2020 0% 0 1009 100% % 100% 3
07709 100% 100% ’ 100% 100% 1009
/2020 % 1009 100% 6 oo 0%
14/09/ 1009 100% Z I 100% 100% 1000
21/ oo 1 y 100% ~00% o 100 0 100% 100% L

0 . .

) 9/2020 100% 100; 100% 100% 1006 100% 100% 100%
V ()
09/2020 00% ) T 100% % 1005 T3 100%
100% 100% ° 1 100% 00% 1009
0 i 1009 100% 00% 1005 100% 100% %
5/10/2020 % oo 100% 00% 10000 100% 100%
12/10/2020 100% 1 0 100% 100% 100A) 100% 100%
19/1 1 00% 1008 % 2
26;10/2020 130% 100; 100% % 100% 100% 100%
02 o020 1 % 100; 100% 100% 1 100% 100%
/11/2020 00% 6 100% 100% 00% - AT
By 100% 100% ’ 10 100% oz
16/ - 100% 100% 100% o 100 100% 100%
9 (]

11/2020 00% ° 1009 100% 0% S 100% 100%
23/11/2 100% 100% % T 100% 00% 100,
30/1 o 10 . 100% 100% 00% 100 100% 100% %

1/2 0% o 1 % 1009
07/12/ — B 100% 100% 100% B 100% 0% 10 .
14/ /2020 1 - 100% 100% 00% 10 ) 100% 100% e

9 ()
21/12/2020 100% 100‘; 100% 100% 102/0 1000/ 100% 100%
9 (]
28/12/2020 100% o — 100% 100“ 100% 100% 100%
9 ()
12/2020 00% o T 100% % 1005 T3 100%
100% 100% % 1 100% 00% 1000
v ’ 1009 100% 00% 1 ’ 100% 100% %
4/01/2021 % 100% 100% 00% 10000 100% 100%
11/01/2021 100% - > 5T 100% IOOA 100 o
1009 00% 100% % b 10
A 100% 100% of  100% 00%] 1 o
100% 100% = 100% 00%
100% 0% 100%
’ 100% 100% ?
100% 100% -
100% 00%
100%




18/01/2021 100% 100% 100% 100% 100% 100% 100% 100%
25/01/2021 100% 100% 100% 100% 100% 100% 100% 100%
01/02/2021 100% 100% 100% 100% 100% 100% 100% 100%
08/02/2021 100% 100% 100% 100% 100% 100% 100% 100%
15/02/2021 100% 100% 100% 100% 100% 100% 100% 100%
22/02/2021 100% 100% 100% 100% 100% 100% 100% 100%
01/03/2021 100% 100% 100% 100% 100% 100% 100% 100%
08/03/2021 100% 100% 100% 100% 100% 100% 100% 100%
15/03/2021 100% 100% 100% 100% 100% 100% 100% 100%
22/03/2021 100% 100% 100% 100% 100% 100% 100% 100%
29/03/2021 100% 100% 100% 100% 100% 100% 100% 100%

Overall Appearance = 100%

Overall Microbiology = 100%
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Performance Against Pre-Divestment Benchmarks

WHERE WERE WE THEN? Our Progress Year 1 | Our Progress Year 2 | Our Progress Year 3 Our Progress Year 4 (Our Progress Year5 |Our Progress Year 6 |Our Progress Year 7 WHERE ARE WE NOW | IMPROVEMENT
Performance Measure Benchmark 2012/13 Result 2013/14 Result 2014/15 Result 2015/16 Result 2016/17 Result 2017/18 Result 2018/18 Result 2019/20 Result 2020/21 %
1. Reliability
Overall Reliability of Electricity Network 146 105 123 112 92 81 94 51 72 51%
Overall Reliability of Water Network 1,582 689 897 996 1122 1160 1331 1421 1243 21%
2. Quality
Appearance of Treated Water in Network &
e ) : W 99.0% 97.7% 96.8% 99.6% 100.0% 99.2% 100.0% 100.0% 100% 1%
Premises (Average)
Microbiological Integrity of Treated Water
. 96.5% 89.0% 91.8% 100.0% 100.0% 100.0% 100.0% 100.0% 100% 4%
Network & Premises (Average)
3. Customer Service
Time taken to perform Electricity
44 1 il 17 12 14d 72%
Connection 50 days days 3 days 9 days days days 3 days 6 days ays %
Time taken to perform Water Connection 90 days 91 days 16 days 14 days 11 days 11 days 1 days 2 days 2 days 98%




U™~

Appendix 5

Confidential Response to URA

24| Page



