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In 2021, Tallinna Vesi's quality indicators were once again at a high |evel. The
reliability of the network was maintained, and we al so achi eved good results in
drinking water and wastewater quality indicators. In 2021, the Conpany
reconstructed an all-tine record volunme of 16 000 m of water and sewer pipes.
2021 al so saw the conpletion of a nunber of |arge investnents at the treatnent

pl ants.

Consistently high quality of tap water

The quality of drinking water in Tallinn remains high - water sanples taken from
custoners' taps during 2021 were 99.6% conpliant with all requirenents. A total
of 3058 water sanples were taken from custoners' taps last year (2020: 3099) and
only 12 did not neet the requirenents. Consistently high quality of tap water is
ensured with the developnent and nmintenance of the water network across the
service area.

"2021 was a record-breaking year for the Conpany in ternms of network
reconstruction - we renovated 7500 neters nore water pipes and sewers than a
year before," said Al eksandr Tinofejev, Chief Executive Oficer of AS Tallinna
Vesi. The pipes were reconstructed on Kadaka Boul evard, on the streets of Poska,
Sirbi and Erika, and on Miustanfie, Kohila and Mustakivi Roads. "The investments
made wll further ensure that the residents are provided with high-quality
drinking water and will help us keep the natural environnent around us clean,"”
Tinofejev added. In order to nmaintain a consistently high water quality, the
Conpany al so noderni zed a punping station in O sniée and carried out renovation
on filters at the water treatnent plant.

To provide a reliable and wuninterrupted service, the Conpany nonitors the
aver age duration of the water interruption. |In 2021, the average water
di sruption per property lasted 3 hours and 19 nminutes. In addition to planned
water interruptions, also interruptions caused by accidents occur. In order to
have themcausing as little inconvenience as possible, Tallinna Vesi ains to
notify its custoners about unplanned water interruptions at |east 1 hour before
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the interruption. In 2021, custoners received notices of unplanned interruptions
at least 1 hour before in 98. 7% of cases.

In 2021, the | eakage rate was higher than a year ago (15%. This was mainly
caused by a large nunber of hidden | eakages, which took |onger to detect, and by
exceptional weather conditions during the year

Hi gh quality of sewerage service

In 2021, the nunber of sewer collapses decreased by 11.3% conpared to a year
ago. "The nunber of sewer collapses has decreased due to the consistent
reconstruction work that we carried out in 2021, using nostly environnent-
friendly no-dig nmethods and thereby not having to dig up the roads," Tinofejev
said. Over the year, the nunber of sewer bl ockages has sonmewhat increased

Wastewater treated at the Pal jassaare wastewater treatnent plant al so naintains
a high level of quality, being again fully conpliant wth all the set
requirenents Jlast year. In order to assess the efficiency of the treatnent
process and the quality of the treated effluent, the concentration of pollutants
in wastewater entering the plant and in effluent leaving the plant is nonitored.
The exceptionally low levels of nitrogen and phosphorus in the effluent
di scharged into the sea is a proof of the excellent level of treated effluent.

Last year saw the conpletion of the |argest project of the decade, during which
the facilities and equipnment of the first and nost inportant, i.e. the
nmechani cal treatnment stage were renewed at the wastewater treatnent plant in
Pal j assaare. The investnent allows us to renove 20%nore grit fromthe treatnent
process and thereby keep the quality of the treated effluent discharged to the
sea at an excellent level, to keep the Baltic Sea cleaner and to ensure reliable
and efficient wastewater treatnment for Tallinners. In addition to this major
proj ect, a nunber of other investnments were carried out, such as the
installation of a new punp in the main punping station and the reconstruction of
the effluent outlet tower.

Satisfied custoners and conmunity

Tallinna Vesi ains to provide reliable, high-quality service to its custoners
and consuners at all tinmes. To do this, we regularly neasure the satisfaction of
our customers and nonitor conpliance with the prom ses we have nade to them In
2021, the Conpany failed to deliver on the promises nade to custoners on three
occasions. 1In the event of a failure to keep the pronise, we apol ogi ze and pay
conpensation to our custoners, as well as learn fromthe process to avoid such
failures in the future.

In 2021, the Conpany showed an excellent inprovement in ternms of the decrease in
t he nunber of custoner conplaints - 22.5% | ess conplaints were recei ved conpared
to the last year. W are also constantly nonitoring the speed at which the
custonmers receive answers to their questions. In the nine nonths of 2021, we
responded to witten inquiries within at |east 2 working days in 98.8% of cases.
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In 2021, Tallinna Vesi took major steps to deliver an even nore sustainable and
environnment-friendly service to custoners and consuners by starting to obtain
100% of the electricity wused in its facilities, incl. the treatment process,
fromrenewabl e energy sources as of 4 2021.

In order to inprove custoner satisfaction, the Conpany started preparations |ast
year to start installing renote water nmeters in md-2022. Smart water neters
all ow to provide custoners with an even nore convenient service and reduce water
| osses. "Thanks to automatically collected information, we proactively inform
custoners about any possi bl e | eakage and renpve the need for reporting the water
readi ngs, " Ti nofejev said.

Last year, Tallinna Vesi also contributed to the welfare of its community by
supporting a total of ca 40 events with water tanks for free as well as the
addition of 12 public water taps across the capital city. In addition, a nunber
of activities were carried out to increase the environnmental awareness anong
society and to reduce waste generation by pronoting tap water drinking. Among
other things, a scholarship programwas |launched to attract new generation of
talents to the water industry.

OPERATI ONAL | NDI CATORS FCR 2021

o e e e e e e oo oo Fom e e e e e e e e e +-- - - - Homm o - +
| [ | 12 nonths of 2021| 12 nont hs of | 4 | &4 2020]|
| I ndi cat or | Unit] | 2020 | 2021 | |
o m e e e e e oo - i o e oo F T S +
| Drinking wat er | | | | | |
o m e e e e e oo - i o e oo F T S +
| Conpl i ance of wat er | | | | | |
| quality at t he| | | | | |
| custoners' tap |% ]99.6 | 99. 7 [99.8 |99.5 |
o m e e e e e oo - i o e oo +--- - - Fom e e e - +
| Vater loss in the water| | | | |
| di stribution network |% |15.0 | 12. 4 |21.5 |12.3 |
o e e e e e e oo oo Fom e e e e e e e e e +-- - - - Homm o - +
| Aver age duration of | | | | | |
| water interruptions per| | | | | |
| property | h | 3.31 | 2.93 |3.54 |2.73 |
e e e e e e oo Fom e e e e e - e e e e - [T SR +
| Wast ewat er | | | | | |
e e e e e e oo Fom e e e e e - e e e e - [T SR +
| Nunber of sewer | | | | | |
| bl ockages |no |524 | 463 | 127 | 125 |
o e e e e e e e oo - oo e e a e oo o e oo +--- - - Fom e e +
| Nunber of sewer | | | | | |
| col | apses |no |71 | 80 | 21 | 19 |
e e e e e e oo Fom e e e e e - e e e e - H--m - - Fom e - +
| Conpl i ance of treated| | | | | |
| ef f1 uent Wi t h| [ [ [ [ [
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| envi ronnent al [ [

| requirements [% | 100

o e e e e e e e o oo Fomm e e e o
| Cust omrer service | |

o e e e e e e e o oo Fomm e e e o
| Nurmber of cust oner | [

| conpl ai nts [no |31

o e e e e e e oo - T
| Nurmber of cust oner | [

| contacts regarding water| [

|quality | no | 317

o e e e e e e oo - T
| Nurmber of cust oner | [

| contacts regarding water| [

| pressure |no | 363

o e e e e e e oo - T
| Nurmber of cust oner | [

| contacts regar di ng| |

| bl ockages and | eadi ng| [

| of f stormater | no |948

e e e e e e oo oo Fomm e e e o

| Respondi ng to witten]| |
| customer contacts within| |
| at least 2 working days |% |98.8

o e e e e e e oo oo Fomm e e e o -
| Nunber of fail ed| |

| prom ses [no |3

o m e e e e e oo - T
| Notification of | |

| unpl anned wat er | [

|interruptions | |
|at least 1 h before the| |
|interruption |% ]98.7

Laura Korj us

Head of Conmuni cation
AS Tal I i nna Vesi
(+372) 626 2271

| aura. korjus@vesi . ee
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