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Conference Topic

The customer is the central topic at the first INA European Utility Conference for the water supply and sanitation
sector. Traditionally water supply and sanitation companies are technically focused. Water treatment and water
distribution are well known primary processes. Attention to customers however has been marginal in many
countries. Until recently, customers have been regarded as connections with a number and not as the reason for
the water companies’ existence.

Many water supply and sanitation companies are now paying more attention to their customers. Although
high water quality and services are key for customer satisfaction and trust, more emphasis is being given to
customer related activities such as full service concepts, benchmarking, call center, billing and contribution
to the Millennium Development Goals.

Various companies in the water chain have developed ‘customer driven’ policies. They are driven by the motto:
‘Customers deserve the best available treatment and services’ , despite the fact that in many areas water
supply and sanitation is a regional monopoly. To optimally serve their customers many companies make use of
sophisticated technologies and software such as online metering, Customer Relations Management (CRM) and
Voice Response.

Improved customer service aims not only to improve customer satisfaction, but also
to maintain or to improve customer trust in the water supply and sanitation. Trust in
the drinking water supply and sanitation is challenged by many developments and
events.

IWA, KVWN and NVA stimulate customer water supply and sanitation professionals
in Europe to share experiences during the conference.

The goal is that water professionals take up the challenge to establish are real
‘customer connection’.

Conference Organisation
The conference will involve invited key note speakers who are leaders in the

fields of water supply and sanitation, as well as speakers who voluntarily
submitted proposals. Sessions on day one will focus on ‘Customer, safety and
risk management’, followed by ‘Customer and Health’ and ‘Customer and Climate
Change'.

Sessions on day two will focus on ‘Customer and Technology’, ‘Customer,
Globalisation and Millennium Development Goals’, and ‘Customer, financial issues
and marketing’.

On day three an excursion will be organised.
The Conference will be conducted in English and simultaneously translated in French.
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Session Themes

Proposals submitted for platform presentations should
fit within one of the themes listed below. Topics apply
to the whole integrated water chain; drinking water,
sewerage and waste water treatment. Proposals for
poster presentations may be in these areas or in other
relevant areas.

1 Customers and claim culture

Claim culture is entering Western Europe rapidly. Utility
managers face an increasing number of customer
complaints, claims and lawsuits when they start the
construction of new pipes and/or rehabilitation of old
ones. Nowadays, laying new pipes or repairing old ones
in cities is hardly possible. People living around are
afraid that public works affect their property. They claim
in advance. How should the utility act, as not repairing
the leak is no option? Who is the final responsible entity?

2 Customers, tariffs and the need of a regulator

The today customer likes to determine the tariffs for tap water and wastewater services themselves. We
observe that new trend since shortly. However, this is the opposite world, as the utility is responsible to recover
their costs. They should determine the tariff. We take the customer seriously, but understand that costs need
to be recovered. Which part of the tariff is free, fixed or demand connected? How about solidarity when we deal
with safety and health? Is benchmarking effective or do we really need a regulator? As utility manager, you carry
out a public task, when do you allow private interest prevail? How should you balance legitimacy and suitability?

3 Customers, safety and risk management

This theme focuses on effective communication that the utility manager should launch when a terrorists attack,
calamity and/or serious outbreak, the introduction of re-use technology to convince the public that water

is drinkable. What campaign is effective to increase public involvement and does that result in the raise of
consumers’ trust and perception.

4 Customers and health

This theme covers issues as (communication and strategies for): Bottled water competing tap water, to inform
the public about undesired contaminants in source waters and drinking water. How to deal with the NIMBY-
approach when construction new projects.

5 Customers and climate change

Utilities need to be prepared for effects of climate change. How to keep the public informed when flooding
through sewers in cities, water shortage. Can demand management be successful? If yes, how can you
influence the customer?

5364_internet pag.indd 5 23-11-2006 09:33:47



6 Customers and technology
This theme covers experiences with:
» Benchmarking; « Online metering; « Billing concepts; « CRM software; « Customer Information systems.

7 Customers, globalisation and Millennium Development Goals (MDG’s)

A large part of the world population is deprived of safe drinking water and basic sanitation services.

Is it the social responsibility of the European drinking water companies to use their knowledge to contribute
to realizing the MDG's? This theme covers issues such as:

* The role of water supply and sanitation companies in achieving Millennium Development Goals;

e Impact of globalisation on customer policies of water supply and sanitation companies;

e Engagement of water supply and sanitation company employees;

e Communication on MDG activities.

8 Customers, financial issues and marketing
This theme covers issues such as:
¢ Dividend; e Total care concepts; ® Outsourcing; ® Commercial activities; ® Tariff systems and revenues.

Venue

The Customer Connection will be held at the venue of Water Company WML in

the city of Maastricht, The Netherlands. Maastricht is located centrally between
Belgium (Liege), Germany (Aachen) and The Netherlands. In 1992 the summit
meeting of the European Commission heads of state was hosted in Maastricht.
During this summit the foundations of the modern European Union were laid. The
city comprises a lively city centre with beautiful historic buildings and is famous for
its Bourgogne dining culture.

Who should attend?

o Utility customer service managers

e Water board/management service managers
o Water quality managers

¢ Policy makers

e Consultants

Fee

At least one author of each selected paper and poster must register and attend the conference to present
the paper. Authors must meet their own expenses (registration, fee, travel, accommodation, etc) to attend the
conference. The conference fee is - 450 (including sessions, documentation, social events and catering).
The conference fee for members (IWA, KVWN, NVA, Belgaqua, Aluseau) is - 350. A separate fee of - 75

for the excursion on Saturday June 16 will be charged.
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IWA

The International Water Association is a global network of water
professionals, spanning the continuum between research and practice
and covering all facets of the water cycle. Through IWA, members
collaborate to promote the development and implementation of
innovative and effective approaches to water management. The
strength of IWA lies in the professional and geographic diversity of its
membership a global mosaic of member communities - including
academic researchers and research centres, utilities, consultants,
regulators, industrial water users and water equipment manufacturers.
IWA members from each of these communities represent the leading
edge in their elds of expertise; together they are building new
frontiers in the research and implementation of water and wastewater
treatment technologies, within the framework of the total water cycle.

KVWN and NVA

The Royal Association of Drinking Water Supply in The Netherlands (KVWN) was founded in 1899.

It is the oldest association active in the eld of drinking water supply. Its 1400 members are mainly
employed by one of the drinking water suppliers in The Netherlands but members also work for
the government, research institutes and consulting rms. The Association s aim is to provide its
members with a platform to exchange knowledge and experiences in the area of water supply as
well as facilitating networking.

The Netherlands Association for Water Management in The Netherlands (NVA) was founded in
1958. NVA is a multidisciplinary group of 3000 specialists. The associations aim is to exchange
knowledge and art of multidisciplinary integrated water management and the collection, transport
and treatment of waste water. This is achieved by providing a platform to allow its members to
exchange and test their knowledge and experiences.

Preliminary program
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