Quarter4 2023/2024 Water and Wastewater Customer Service Scorecards

Water Quality Performance Indicators

2 Water Quality Incidents
Number of drinking water quality incidents (non-compliance with water
i quality criteria reportable to the Regulator) per 1,000 connections per
year.
. KPI Limit Year To Date
Qtr1 Qtr2 Qtr3 Qtr4 EOFY
Jul-Sep Oct- Dec Jan-Mar Apr-Jun <7 o 0.06
mm Per 1,000 connections 23/24 Per 1,000 connections 22/23 <@ KPI Limit (<7) N
s Water Quality Complaints
5
4 Number of drinking water quality customer complaints per 1,000
3 connections per year.
2
1 .
. [r— - KPI Limit Year To Date
Qtr1 Qtr2 Qtr3 Qtr4 EOFY
Jul-Sep Oct-Dec Jan-Mar Apr-Jun . o .
= Per 1,000 connections 23/24 Per 1,000 connections 22/23 <> KPI Limit (<5) <5 V] 0.70 All water quality performance indicators successfully achieved

- KPI targets for Quarter 4 and for the Financial Year.
Water Pressure Complaints

6
5
4 Number of water pressure customer complaints per 1,000 connections
3 per year.
2
1 . .
I - — — . KPI Limit Year To Date
Qtr1 Qtr2 Qtr3 Qtr4 EOFY
Jul-Sep Oct- Dec Jan-Mar Apr-Jun
= per 1,000 connections per 1,000 connections 22/23 <P KPI Limit (<5) <5 o 2

1000 Drinking Water Quality Compliance

80.0%

s00% Compliance with drinking water quality requirements in accordance with

the Australian Drinking Water Guidelines and the Townsville Water

a00% Drinking Water Quality Management Plan.

20.0%

oo KPI Target Quarter

Qtr1 Qtr2 Qtr3 Qtra EOFY
Jul-Sep Oct- Dec Jan-Mar Apr-Jun
mmmm Compliance % 23/24 Compliance % 22/23 <& KPI Target (100%) 1 00% o 1 00%
Water Service Performance Indicators

430 Average Response Time to an Incident

4:00

3:30

300 Average time to respond to an incident (excluding disasters)

230 A ) L

200 note: the problem may not be fixed on the initial response. Average Response Time remained within the specified 4 hour
- time frame for Quarter 4 and for the Financial Year.
0:30 KPI Limit Quarter

0:00

Qtr1 Qtr2 Qtr3 Qtré4 EOFY apl .
isep ot Dec L Aprtan Within 4 hours of advices of L) 3:04 h
= Average Time 23/24 Average Time 22/23 <> KPI Limit (Within 4 Hours) incident being reported :

Water Restoration Of Service

100%
90%
80%
;S: Time for restoration of service if excavation is required - unplanned
50% interruptions A total of 61 restoration jobs were attended and completed within
o the targeted time of 24h. 100% target was reached for the
20% Financial Year.
10% KPI Target Quarter
0%

J<‘1tsr 1 0‘3"D 2 , QV Aﬂlz“ EOFY >95% within 24 hours of receipts of

ey ct- Dec an-Mar -un ’

’ ! i underground services plans and @ 100%
= Compliance % 23/24 Compliance % 22/23 <@ KPI Target (>95%)

necessary permits.

100 New Water Meters Installation

80%

;g; Install new water meters within 4 weeks of the Water Operations

s Department receiving a compliant meter application. The total for installation time for new water meters were 99% for
o Quarter 4 and the Financial Year.

0% KPI Target Quarter

Qatr1 Qtr2 Qtr3 Qtr4 EOFY
Jul-sep Oct- Dec Jan-Mar Apr-Jun o, a» o,
= Compliance % 23/24 Compliance % 22/23 <% KPI Target (100%) 1 00 A) - 99 A)
120 Unplanned Interruptions to Water Service
100
& Incidence of unplanned water interruptions per 1,000 connections per
60 . )
" year. Unplanned Interruptions tracked within set targets for Quarter 4
and the Financial Year.
2 .
) [ KPI Limit Year To Date
Qatrl Qtr2 Qtr3 atr4 EOFY
Jul-Sep Oct- Dec Jan-Mar Apr-Jun
mmm Per 1,000 connections 23/24 Per 1,000 connections 22/23 <4 KPI Limit (<100) < 1 00 o 1 4
) Water Main Breaks
25
2 Total Water Main Breaks (Excluding those on the property owner's
15 side) per 100kms of water main per year.

Water Main Breaks tracked within set targets for Quarter 4 and
the Financial Year.

5 . .
| [ [ ] [ ] KPI Limit Year To Date

atr1 atr2 atr3 atra EOFY

Jul-Sep Oct- Dec Jan-Mar Apr-Jun
<30 V] 21

= Per 100 kms 23/24 Per 100 22/23 <« KPI Limit (<30)




Quarter4 2023/2024 Water and Wastewater Customer Service Scorecards

Wastewater Quality Performance Indicators

2.0 Sewerage Overflows
10.00
8.00
500 Total sewerage overflows per 100km of main per year.
4.00
200 .
KPI Limit Year To Date
000 | |
Qtr1 Qtr2 Qtr3 Qtr4 EOFY
1-Se Oct- - -
—Nperefnn kms zs/z:t oee per 1naoMkar:|s 22/23 o Ju:» KPI Limit (<10) KPI <10 0 1
350 Sewerage Overflows to Customer Properties
3.00
izz Sewerage overflows to customer properties per 1,000 connections per
150 year. All wastewater quality performance indicators successfully
o0 achieved KPI targets for Quarter 4 and the Financial Year.
3 R R N | KPI Limit Year To Date
0.00
Qtr1 Qtr2 Qtr3 Qtr4 EOFY
Jul-Sep Oct- Dec Jan-Mar Apr-Jun <3 ) 3
= Per 1,000 connections 23/24. Per 1,000 connections 22/23 <@ KPI Limit (<3) ~
250 Sewerage Odour Complaints
2.00
150 Number of odour complaints per 1,000 connections per year
1.00
0.50 I
000 - ] - [ ] KPI Limit Year To Date
Qtr1 Qtr2 Qtr3 Qtr4 EOFY
Jul-Sep Oct- Dec Jan-Mar Apr-Jun
<
mm Per 1,000 connections 23/24 Per 1,000 connections 22/23 <@ KPI Limit (<2) 2 0 1

Wastewater Service Performance Indicators

12:00 Average Response Time to an Incident
9:36
712 Average time to respond to an incident (excluding disasters) . . " .
s note: the problem may not be fixed on the initial response. Average Response Time was outside the speC|f|eq 4 hour time
’ frame for Quarter 4. Target of 4 Hours and 18 Minutes was
2:24 N .
- . . KPI Limit Quarter completed for the Financial Year.
0:00
Qtrl Qtr2 atr3 Qtr4 EOFY F ;
Ju\rSrEp Ozlere: Janrlr\llar Apr—jun W'_th"? 4 hour§ of advices of 6 9:00 h
= Average Time 23/24 Average Time 22/23 <@ KPI Limit (Within 4 Hours) incident being reported
100% Restoration of Service - Excavation is NOT required
95%
90%
iZ: Time for restoration of services if no excavation is required - unplanned
oy interruptions. For Quarter 4 the target was within the KP!I limit. Target of 95%
o was achieved for the Financial Year.
5% KPI Target Quarter
50%
e o one —— povon ForY >95% within 5 hours of incident ®  95%
= Compliance % 23/24 Compliance %22/23 < KPI Target (>95%) being reported.
100% Restoration of Service - Excavation IS required
90%
80%
Zﬁ Time for restoration of services if excavation is required - unplanned
o interruptions. Restoration of service whereby excavation is required only had a
jx total of 9 jobs for the Financial Year.
10% KPI Target Quarter
0%
a1 atr2 ar3 atra EOFY >95% within 24 hours of advice from
Jul-sep Oct- Dee Jan-Mar Apr-lun appropriate underground service [X] 0%
mmm Compliance % 23/24 Compliance % 22/23 <@ KPI Target (>95%) authority.
Sewerage Main Breaks
10
8
Total sewerage main breaks and chokes per 100kms of sewer main
6
. peryear. Sewerage Main Breaks tracked within set targets for Quarter 4
and the Financial Year.
2 -
. . [ [ [ KPI Limit Year To Date
Qtr1 Qtr2 Qtr3 Qtra EOFY
Jul-Sep Oct- Dec Jan-Mar Apr-Jun
<
m Per 100 kms 23/24 Per 100 kms 22/23 <@ KPI Limit (<10) 1 0 o 6
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