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Chief Secretary for Administration, the Honourable Mrs Anson Chan, presents the Gold Award to the Director

for the most informative performance pledge.

1999 62

95%
—99.9%

( ) 99.9%

PERFORMANCE PLEDGE

Gold Award for WSD
The WSD topped the other 62 government departments to gain the Gold Award for
presenting the ‘most informative performance pledge’ for 1999.

The first prize in the competition organised by the Government’s Efficiency Unit was
presented to the Director by the Chief Secretary for Administration, the Honourable Mrs
Anson Chan at a ceremony held in July 1999.

As in the previous year, the WSD kept faithfully to the Performance Pledge, achieving
total compliance in a number of areas of services such as with World Health Organisation
guidelines in fresh water quality, and also holding to its own strict quality guidelines for sea
water for flushing purposes.

In other services, it complied fully with its pledges on the three days required for
applications for a reservoir fishing licence by post - and the 20 minutes it takes for approval
in person; and to keep 95 per cent of planned water suspension to an eight-hour period.

There was almost full compliance - 99.9 per cent - with the 10 calendar days allowed
for interim replies to correspondence from the public.

In all other services, it held to the high level of pledged performance of the year before.

Targets for assurance of service performance have been set for a number of other
services and these include - fixing of water meters for new accounts [two days];
reconnection of supply [24 hours]; and a 99.9 per cent accuracy in meter reading. Other
new pledges deal with the services offered by the new Customer Telephone Enguiry Centre.
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Quick glance details are set out in the following chart:-
/ (%)

Services Target 1999/2000 Achievement (%)

( ) 100% 100 %
Fresh Water Quality 100% complies with World Health
(at the connection points) Organisation Guideline Standards 1993

( ) 93% 100 %
Salt Water Quality 93% complies with WSD Water Quality

(at the connection points) Objectives
Supply Pressure
e 100 %
Fresh Water Supply 15 - 30 metres<
2 100 %
Salt Water Supply 15 metres*?
Response Time for Attendance to Fault Complaints
99.3 %
Fresh Water Supply Fault Normally within half a day
99.9 %
QOthers Normally within 24 hours
996 %
Notice for Planned Suspension 3-days advance notice
of Water Supply
95% 100 %
Duration of Planned Suspension 95% within 8 hours
of Water Supply
/ (%)
Services Target 1999/2000 Achievement (%)
Taking up of Account
o8 999 %
In Person 15 Minutes+*
& 99.8 %
By Post 7 Days**
# 992 %
Issue of Final Bill upon Closure of Account 3 Days**
0 99.7 %
Refund of Water Deposit 9 Days*®
o 995 %
Application for Autopay 3 Days*’
/ (%)
Services Target 1999/2000 Achievement (%)
93 %
Reply to Application for Metered 20 Days
Supply to New Building Projects
+ 3% 90.7 %
Accuracy of Water Meter Inaccuracy not exceeding 3%
o 100 %
Application for Meter Test 9 Days*®

PERFORMANCE PLEDGE

Services Target

/ (%)
1999/2000 Achievement (%)

Fixing of Water Meter for New Account

For Sma

%10

II'Scale New Development, or Existing 2 Days+

Building without Plumbing Modification

Reconnection of Supply 24 hours+t*

TELEPHONE ENQUIRY SERVICES

New Target

New Target

/ (%)
Services Target 1999/2000 Achievement (%)
99 %
Success Rate of Measurable Incoming Calls New Target
Connected to Customer Telephone Enquiry
Centre
90 %
Success Rate of Calls Connected to Operators New Target
Average Waiting Time for Operator Service 30 seconds New Target

OTHER SERVICES

/ (%)
Services Target 1999/2000 Achievement (%)
Application for Fishing Licence
100 %
By Post 3 Days
o 100 %
In Person 15 Minutes**2
99.9 %
Interim Reply to Correspondence 10 Calendar Days
from the Public
*1
2
*3 / /
*4
*5 / /
*6 / /
+7
*8
*9
*10
il
*12 / /
*1 Normally a minimum residual pressure between 15-30 metres is maintained in the distribution system except at their
extremities.
*2 Normally a minimum residual pressure of 15 metres is maintained in the distribution system except at their extremities.
&3 Enhanced target for 2000/2001. Target for 1999/2000 is 20 minutes. Initial registration of new customers only.
*4 Complete process, including finalising account of the outgoing customer.
£S5 Enhanced target for 2000/2001. Target for 1999/2000 is 8 days. Issue of final bill will be made within 3 days after taking of
final meter reading.
*6 Enhanced target for 2000/2001. Target for 1999/2000 is 12 days.
*7 Plus 1 month processing time by bank.
*8 From receipt of payment to issue of letter notifying applicant to witness meter test.
*9 This refers to the reading taken by Meter Reader.
*10  This applies to those new developments which do not require more than 5 water meters or new connections from government
mains and such plumbing works have been checked in order.
*11  Reconnection will be made within 24 hours after payment of the necessary fee.
*12  Enhanced target for 2000/2001. Target for 1999/2000 is 20 minutes.
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