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Introduction

Benchmarking water services in order to improve
performance and transparency is top of mind in the water
industry. The IWA conference on benchmarking of March
2006 in Amsterdam and the PIO8 conference of March
2008 in Valencia underlined this. IWA Specialist Groups
already pay a lot of attention to the subject and a joint Task
Group is preparing a benchmarking manual.

All of these activities have lead to the idea of organising

a series of IWA benchmarking conferences in alternating
places, to raise the understanding of benchmarking

and to promote further development of benchmarking
programmes and utilities participation. PI09, the

next conference in this framework, will focus on

new developments and practical experiences with
benchmarking.

Scope of the conference

The conference will focus on providing a forum for the
discussion about advances in and practical experiences
with benchmarking. Although a wide spectrum of scienti ¢
and technical interests will be presented at the conference
major emphasis will be expected on:

Welcome by the conference president

Dear participants,

A warm welcome to the IWA conference on Benchmarking water services the way forward.
Benchmarking, as an instrument to improve water services, is a very interesting topic for the
International Water Association (IWA) since it can help the water industry to move forward and
contribute to the MDG s at the same time. PI0O9 the third edition of a series of benchmarking
conferences offers a training workshop, technical visit, two days of interesting presentations, discussion

o
waternetwerk . .

Case studies

applied benchmarking methodologies (performance
assessment)

experiences with process benchmarking approaches
experiences with IWAs Pl-system

lessons and results what bene t came out of
benchmarking exercises

New developments in benchmarking

methodologies

benchmarking sustainability (environmental-/ climate
footprint assessment, economic & social sustainability
assessment)

Organising benchmarking projects

organisational and multi-organisational challenges and
bene ts of benchmarking

industry-driven programmes

regulatory programmes

Benchmarking & transparency

the role of benchmarking in water sector policy

and networking. | hope that you will have an interesting conference and a nice stay in Amsterdam.

Roelof Kruize, Conference President, CEO Waternet

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. WA 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. WA 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.
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Benchmarking training workshop

The members of the IWA Task Group on Benchmarking
will present the benchmarking fundamentals in a half-day
training workshop on Wednesday March 11, before the
Conference. The objective of this workshop is to offer the
possibility to all conference participants to review the basic
principles of benchmarking.

Program

The training workshop will be structured in 20 minutes
presentations and a practical example. The topics that will
be covered are:

Introduction and terminology. What is benchmarking?
Why should you benchmark?
Performance assessment
How do we value performance?
Choosing the right measures
Performance improvement
Getting started (benchmarking from scratch)
Using the results of a benchmarking effort
Case study: Real benchmarking experiences
Practical example

Who should attend

The workshop intends to be a valuable experience for those
wanting to initiate themselves in the topic and should help
to enhance their PI09 experience. For those familiar with
benchmarking, it will represent an opportunity review the
basics and discover rsthand the progress made by the
IWA Task Group on Benchmarking.

Venue and schedule

March 11 from 14:00 to 17:00 h
Waternet Headquarters, Ouderkerkerdijk 7,
1096 AC Amsterdam, the Netherlands

Speakers
Enrique Cabrera Jr.
Peter Dane
Heimo Theureztbacher-Fritz

Workshop Registration

The number of participants to the workshop is limited.

For the workshop the participants pay an additional fee of
50 . This includes a coffee break and a working lunch.

Technical visit

We offer a very interesting technical visit to the Waste
Water Treatment Plant Amsterdam West, which is co-sited
with the Amsterdam Solid Waste Incineration Plant. The
waste water treatment plant is one of the largest plants of
the Netherlands, with a capacity of 1,2 million p.e.

The Solid Waste Incineration Plant has a total capacity of
1,4 million ton solid waste, the world largest incineration
plant. The sludge production of the WWTP (100.000
ton/year) is incinerated together with the solid waste

after digestion. The produced biogas is used for electricity
production. The heat of the solid waste incineration is
used to operate the digesters. A unique and interesting
combination of wastewater treatment, solid waste
incineration and energy production.

Meet and greet

All delegates and accompanying persons are invited for
the Meet and greet (drinks and snack) on Wednesday
March 11 17.00 at Waternet, the water cycle utility for
the Amsterdam region. It is also possible to pre-registrate
here.

Accompanying persons

Through the hotels a variety of touristic tours in
Amsterdam and the surrounding cities are organised
every day. Accompanying persons are welcome to attend
the conference dinner on Thursday March 12 17.30 hrs
21.30 hrs. The fee for accompanying personsis 125,-.
Please mention this option on your registration form.

Call for posters

Proposals should be submitted in the form of an outline
abstract, within the scope of the conference limited to
two A4 pages (including gures and tables), typewritten in
English and must contain adequate information to allow a
sound referee review.

The following information must be included
in submissions:

Author s name and af liation

Title of poster

Email address and postal address

Telephone and fax numbers

Submissions should be send to the secretariat of the
conference by email (info@moorga.com).

Submissions of poster are welcome till February 16 2009.
If selected a full manuscript can be submitted on schedule
for inclusion in the conference proceedings (cd-rom). A
selected number of papers and posters will be reviewed
for publication in the IWA Journal Water Science and
Technology. After February 16 2009 it is still possible to
submit an abstract of poster. This manuscript can not be
included in the conference proceedings.

Registration — via www.moorga.com —

The conference fee covers attendance at the conference
sessions, conference documentation, conference dinner
on Thursday evening March 12, morning and afternoon
coffee/teas and lunch.
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Categories:
Early bird rate  Normal rate
(before 1 February) (after 1 February)

Member IWA/ Waternetwork

(KVWN/ NVA) 450,- 500,-
Non member 500,- 600,-
Student (10 places) 250,- 325,-
Day rate 350,- 350,-
Technical visit 50,- 50.-
Training workshop 50,- 50.-

The digital registration form should be completed and
returned to the conference secretariat (info@moorga.com).
After we have received your registration we will send you
an invoice with the information how to pay the fee. All
remittances should be made in Euros. Above prices are
inclusive of the prevailing Goods & Services TAX (as a guide
to delegates the current exchange rate of Euro 1, =

US $ 1,30). The organising committee of the conference
will con rm registrations after receipt of the payment.

Early Bird Discount: for registrations con rmed before
the rst of February.

Cancellation: Before the 1 February 2009, a total refund
minus a 100, administration fee will be issued. Between
the 1 15 February 2009 a 50% refund will be issued.
After the 16 February 2009, no refund will be made
for cancellation. Refunds of registration after must

be applied for in writing and will be settled after the
conference.

Conference venue

The conference will take place in the West Indisch

Huys . Benchmarking water services in order to improve
performance and transparency is top of mind in the water
industry. The IWA conference on benchmarking of March
2006 in Amsterdam and the PIO8 conference of March
2008 in Valencia underlined this. IWA Specialist Groups
already pay a lot of attention to the subject and a joint Task
Group is preparing a benchmarking manual.

All of these activities have lead to the idea of

organising a series of IWA benchmarking conferences

in alternating places, to raise the understanding of
benchmarking and to promote further development of
benchmarking programmes and utilities participation.
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The next conference in this framework is in the centre of
Amsterdam in the West Indisch Huys.

This beautifully restored 17th century building reverberates
with the atmosphere and style of what was, viewed from a
Dutch perspective of world history, the Golden Century. It
was here that the Heeren Negentien , the masters of the
Dutch West India Trading Company, planned events that
were to have lasting effects in what were then far- ung
corners of the earth.

The West Indisch Huys was built by the Amsterdam City
Council in 1617 as meat-market, with rooms above for the
city militia. Just four years later, the West India Company
was formed and, after two years in other of ces, moved to
the building that bears its name to this day. In fact, from
the courtyard, the building looks very much the same as

it did in 1623: only the windows have changed, which
happened in the 18th century.

The company occupied the building until 1647 when, at
the end of the Eighty Years War with the Spain, it suffered
serious nancial problems and was forced to move to its
warehouse. But in those short 24 years a great deal of
history had been written by the Heeren Negentien in the
rooms of the West Indisch Huys.

Ostensibly established as a trading company, the West India
Company did, in fact, trade in South America, in North
America, in the Caribbean and on the west coast of Africa.
Its main operations, however, were directed at stemming
the ow of wealth from America that Spain needed to
nance her war against the Dutch. In a period of just
15 years, the West India Company was responsible for the
capture or destruction of almost 550 Spanish ships. Some
of the loot was stored in the vaulted cellars under the very
room in which the Heeren Negentien gathered.

In 1621, the Company had taken over control of the
Hudson Valley, in North America, discovered by the
Englishman Henry Hudson under commission to the earlier
Dutch East India Company. In the boardroom of the West
Indisch Huys on April 25, 1625, two directors of the West
India Company took a decision that was to result in the
birth of New York: they commissioned William Van Hulst
and Crijn Frederikszoon to build Fort Amsterdam to defend
the settlement of New Amsterdam. The site of the fort?
Manhattan Island.

The West Indisch Huys has gone through a variety of
fortunes and misfortunes since 1647. For almost 200
years it was Amsterdam s of cial guest-house for visiting
dignitaries, before becoming an orphanage and retirement
home and later the base for a textile rm. A rein 1975
ended that rms occupancy, and from 1977 to 1981 the
building was transformed to its original character. Today,
the West Indisch Huys is a vibrant reminder of the golden
days of Dutch in uence more than three centuries ago.

Conference Dinner

The conference dinner will take place in the neo-Gothic
Posthoornkerk. It is the rst church in Amsterdam created



by renowned architect P.J.H. Cuypers, who would later
design Centraal Station and the Rijksmuseum. The church,
a cross-shaped basilica with a three-way nave and clover-
shaped choir, had to be built on a small space. As a

result, the second gallery was built on top of the rst. The
construction started in September 1861. By the 1980s, the
church was no longer in use and was nearly demolished.
This was prevented in 1986 by a plan drawn up by the
Posthoornkerk Foundation. The Vondelkerk which was
also designed by Cuypers was preserved in the same way.
The Posthoornkerk is frequently used for concerts.

Hotel reservations

For hotel reservation please visit www.moorga.com and
select your conference. You can nd all information
and bookings of the different hotels in Amsterdam near
the West Indisch Huys. On the website the organising
committee made a selection of 4 hotels near the
conference venue, so all delegates can stay in vicinity.

General Information

Conference venue
The conference will take place in the West Indisch Huys,
Herenmarkt 99, 1013 EC Amsterdam, the Netherlands.

Transport
Transport from Amsterdam Schiphol Airport to West Indisch
Huys:
by train directly from the airport to Amsterdam Central
station; every 15 minutes (transfer time 10 minutes).
From Central station a 7 minute walk to
the West Indisch Huys.
of course also taxis are available at the Central station.

Visa

Delegates should check if they require visa for entry to the
Netherlands. If any delegate experiences dif culty obtaining
a visa please contact the secretariat.

Climate

The Netherlands have a maritime climate. In March
the average daily temperature is 8 degrees Celsius and
generally mild. A raincoat is advisable.

Conference language

The conference language is English. Therefore, all papers
and posters are written and presented in English. There will
be no translation facilities.

Insurance

Participants are advised to check whether they are insured
during their stay in the Netherlands. Although good care
will be taken of the participants, the organisers cannot be
held responsible for any loss, damage or personal harm.

Publication

The papers and posters will be published on cd-rom. After
editing, a selection will be published in the IWA-journal
Water Science and Technology.

Surprising Amsterdam

Amsterdam is the largest and capital city of the
Netherlands, situated among the river Amstel. The heart
of the old city has beaten since 1275, but three centuries
went by before the citizens of Amsterdam could claim to be
the most prosperous of Europe. During the 17th century,
the Golden Age, the famous canal system was dug around
the mediaeval city walls. Among the banks of the three
main canals, merchants built richly decorated houses to
aunt their wealth.

More than 7,000 historical houses and buildings have
been converted. By now, this creates a fascinating contrast
between the old and the new. Within this modern
cosmopolitan centre you will nd the Royal Palace on the
Dam, the West Tower and many old churches.

Amsterdam is often called the gateway to Europe, not only
because it is an important commercial and industrial centre
at the border of the North Sea, but also because of its

rich social and cultural life. Amsterdam is a melting pot of
nationalities.

Things to do and see in Amsterdam
A canal trip is the best way to see the most characteristic
parts of Amsterdam. In March the canals are illuminated
with thousands of lights. In the Vincent van Gogh museum,
the Historic museum or the Municipal museum you will

nd a great collection of classic and modern art. The house
where Rembrandt lived and worked is open to visitors.
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Programme overview

Wednesday 11-03-2009

12.00 14.00 Pre registration at Waternet. Korte
Ouderkerkerdijk 7, 1096 AC Amsterdam

12.30 17.00 Technical visit to WWTP Amsterdam West

14.00 17.00 Training workshop on benchmarking
fundamentals

17.00 18.00 Meet and greet (all delegates and

accompanying persons)

Thursday 12-03-2009

08.00 09.00 Registration West Indisch Huys

09.00 10.00 Session1l Opening

10.00 10.30 Coffee break and poster session
10.30 12.00 Session2 Practical experiences |
12.00 13.30 Lunch

Conference programme

Thursday 12-03-2009

08.00 09.00 Registration

Session 1 Opening

09.00 09.10 Opening: Welcome to the conference
Conference president, Roelof Kruize

09.10 09.35 Key note presentation
(Europe, t.b.c.)

09.35 10.00 Key note presentation
Enrique Cabrera, Spain

10.00 10.30 Coffee break and poster session

Session 2 Practical experiences |

10.30 10.50 The Swiss benchmarking initiative for the
water services.
J. Kappeler, Switserland

10.50 11.10 Using metric benchmarking as a tool
to guide the setting of water and
wastewater utility levels of service in
Canada.
D. Main, Canada

11.10 11.30 Benchmarking and the German water
pro le 2008:
Lessons learned and challenges ahead.
D. Petry, Germany

11.30 11.50 Benchmarking for water supply and
wastewater in Mecklenburg-Western
Pomerania.
O. Hug, Germany

11.50 12.00 Discussion

12.00 13.30 Lunch
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13.30 15.00 Session 3 Practical experiences Il

15.00 15.30 Tea break and poster session

15.30 17.00 Session4 The policy makers
perspective

17.30 21.30 Conference dinner

Friday 13-03-2009

08.00 09.00 Registration West Indisch Huys
09.00 10.30 Session5 New developments |
10.30 11.00 Coffee break and poster session
11.00 12.30 Session6 New developments I
12.30 13.30 Lunch
13.30 15.20 Session7 New developments IlI
15.20 15.50 Tea break and poster session
1550 16.45 Session8 How to go on?
Session 3 Practical experiences |l
13.30 13.50 Bene ts from benchmarking
An Austrian case study.
R. Neunteufel, Austria
13.50 14.10 Results of benchmarking at 7 larger
WWTP operators in Denmark.
T. Guildal, Denmark
14.10 14.30 Process benchmarking in drinking
waterworks in Germany.
W. Merkel, Germany
14.30 14.50 12 years of experience in process
benchmarking for waste water treatment
plants.
P. Meyer zu Berstenhorst, Germany
14.50 15.00 Discussion
15.00 15.30 Tea break and poster session
Session 4 The policymakers perspective
15.30 15.50 Performance benchmarking in utility
regulation:
The worldwide experience.
R. Marques, Portugal
15.50 16.10 Performance benchmarking in the water
sector the policy makers perspective.
C. van den Berg, USA
16.10 16.30 The sunshine regulation fault? Discussion
of the Portuguese water model.
P. Simoes, Portugal
16.30 16.40 Discussion
16.40 17.30 Intermezzo
17.30 21.30 Conference dinner






