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AS Tallinna Vesi achieved excellent operational results in the first six nonths
of 2020, despite the inmpact of the Covid-19 crisis. W are pleased to see
continued high performance, |linked to the quality of drinking water, treated
ef fluent and customer service. To limt the potential inpact of the Coronavirus,
Tallinna Vesi nade considerabl e changes to its day to day operations, to ensure
the continued health and welfare of enployees and an uninterrupted service to
custoners, including all associated quality standards and service netrics.

Conti nuous supply of high-quality drinking water

The quality of tap water was 100% conpliant with the requirenents in the second
quarter as well as the first six nmonths of 2020, which nmeans that all water
sanples net the strict standards for drinking quality. A total of 1,539 water
samples were taken during the first two quarters. This result denonstrates an
excellent quality of water in our water network, retained by the consistently
efficient managenent of our water treatnent processes and proactive nai ntenance
of the water network.

Also, the service reliability indicators of the Conpany renmi ned excellent. The
average water disruption tine was 3 hours and 3 minutes and 94.6% of all
interruptions to custoners were |less than 5 hours. These are great results, and
a reflection of our continued efforts to nanage the network as effectively as
possible, in order to ninimse the inconvenience and disruption caused to the
citizens of Tallinn.

The level of |eakages in our water network remained low during the first six
months (13.99%, although being slightly higher than the same period | ast year,
which was an all-time record.

Envi ronnent al wast ewat er service

In the first half of 2020, the final treated effluent at Paljassaare \Wastewater
Treatment Plant was fully compliant with all quality requirements. Wth the
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purpose of assessing the treatnent efficiency and the quality of wastewater, we
continuously nonitor for pollutants, in both the incom ng wastewater and fina

treated effluent. Wastewater |aboratory analyses the sanples taken from
different stages of the wastewater treatment process, and the information
received thereby allows us to further inprove the treatnent plant efficiency,

and ensure the continued quality of final effluent.

In conparison with the first six nmonths of 2019, the nunber of sewer bl ockages
dropped by a quarter, and the nunber of sewer collapses was al so reduced.

Tallinna Vesi continues with the reconstruction of the nechanical treatnment
stage at the wastewater treatnent plant.

Hi gh service standards

Besi des outstanding operational performance, the Conpany has continued to
deliver high standards of service to it's custoners. W have set clear and
challenging targets, and give promi ses to our custoners, in terns of the speed
of our response and problemsolving. No prom ses have been broken in 2020. The
nunber of customer conplaints was also significantly lower than in the sane
period | ast year (28 in 2020 conpared to 81 in 2019).

W also think it is fundanmental to provide our custoners with inportant
i nformati on, or respond to their questions as quickly as possible. Therefore, we
measure the speed of our responses, and have set a target to respond to non-
complex witten requests within two working days. In 99.2%of all occasions, we
managed to notify our custonmers at |east an hour before a water interruption

OPERATI ONAL | NDI CATORS FOR SI X MONTHS OF 2020

I ndi cat or Unit 2020 6 nmonths 2019 6 nonths 2020 @ 2019 @

Conpl i ance of water quality
at the custoners' tap % 100. 0% 99.5% 100.0% 99. 2%

Water loss in the water
di stribution network % 13. 9% 12.2% 12. 7% 11.6%

Aver age duration of water
interruptions per property in

hour s h 3.05 2.63 3.18 2.67
Wast ewat er
Nunber of sewer blockages N 227 302 103 143
Nunber of sewer bursts No 41 59 14 30
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Wast ewat er treat nent
conpliance with environmental
st andar ds % 100% 100% 100% 100%

Cust onmer Service
Nurber of conplaints No 28| 81 12] 41

Nunmber of custoner contacts
regarding water quality No 164 172 101 145

Nurmber of customer contacts
regardi ng water pressure No 149 154 87 100

Nunber of custonmer contacts
regardi ng bl ockages and
di scharge of storm water No 473 542 207 214

Respondi ng witten custoner
contacts within at |east 2
wor k days % 100. 0% 100. 0% 100.0% 100.0%

Nunmber of failed prom ses
cases No 0 2 0 2

Notification of unplanned
water interruptions at |east
1 h before the interruption % 99. 2% 97.7% 99.0% 98.4%

Eliis Randver

Head of Custoner Rel ations and Communi cati ons
AS Tal l i nna Vesi

Tel : (+372) 62 62 275

Eliis.randver @vesi . ee
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