


(1) FEEDBACK FROM CUSTOMERS

Customer Satisfaction Index (CSI)

Figure 7.1.1: Customer Satisfaction Index

To measure the satisfaction of customers who have used our
services,  staff  hand out  feedback forms which customers
can  fill in and post at their leisure.  In the form, customers
rate us on the quality of service rendered as well as provide
feedback and suggestions for improvement.  The customer
satisfaction index (CSI) is computed based on the ratings.
The results from 2004 to 2007 show an improving trend.

(2) COMPLAINTS AND COMPLIMENTS

Compliments Vs Complaint Ratio

Figure 7.1.2: Compliment vs Complaint Ratio

The  number  of  compliments  that  we  received is  a  good
indicator of customer satisfaction. Figure 7.1.2 indicates the
monthly  average  of  Compliments  received  and  the
Compliments Versus Complaints Ratio for the past 5 years.
The feedback are being traced and monitored closely so that
we can continuously improve our processes to better serve
our  customers.  The  number  of  Compliments  and  the
Compliment Vs Complaint Ratio shows an improving trend.
The slight dip in 2006 was due to relocation of PUB from 

Somerset to the Environment Building.  In  order to reduce
wastage of feedback forms printed with old address after
the  shift,  the  supply  was  minimised  during  the  transition
period.  The “Compliments Vs Complaints Ratio” improved
in 2007 after the relocation.

(3) KEY PERFORMANCE INDICATORS

NEWater Uptake

Figure 7.1.3: NEWater Uptake (In Mgd)

Since the inception of NEWater in 2003, the NEWater uptake
has  been  increased  steadily  from  6.4mgd  in  2003  to
37.3mgd in 2007.  This growth is a positive and encouraging
result of our NEWater marketing efforts.  More importantly,
this is also indicative of the acceptance and satisfaction of
customers with NEWater quality and services.  Encouraging
the use of NEWater is in line with our strategy to substitute
potable water with NEWater for industry use, in turn freeing
precious potable water for other domestic uses.

Number of Water Accounts

Figure 7.1.4: Number of Water Accounts

The  number  of  water  accounts  has  grown  steadily  from
2001 to 2007.  This indicates that our customer base for our
products and services has increased over time.  Please refer
to Figure  7.3.12 for the productivity indicator of number of
customer accounts served per employee.

7.1 CUSTOMER RESULTS

7.1a Summarise Current Levels And Trends In Key 
Measures And/or Indicators Of Customer Satisfaction 
And Retention. Address Different Customer Groups And 
Market Segments, And Include Comparative Data              
As Appropriate.
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(4) SURVEY

PRO-ENTERPRISE SURVEY

Figure 7.1.5: Pro-Enterprise Survey

The Pro-Enterprise survey, conducted by Ministry of Trade
and  Industry  (MTI),  evaluates  how  government  agencies
effectively  and  efficiently support  SMEs /  MNCs in  doing
business.  PUB participates  annually  in  the  Pro-Enterprise
Survey  which  measures  the  perception  of  PUB’s
responsiveness, transparency and pro-business orientation.
PUB’s ranking has improved from 14th in  2005 to 7th  in
2006 and up again to 6th in 2007 as compared to 25 other
organisations.  PUB’s  results  compare  favourably  against
SQA organisations in the group.

(1) RESPONSE TIME TO CALLS

Response To Calls Within 10 Seconds At PUB-One

Figure 7.1.6: % of Calls Answered Within 10 Seconds 
at PUB-ONE

Between 2002 and 2004, the target was monitored as “90%
of Calls Answered within 3 Rings”.  This was reviewed in
2005 at Quality Service Managers meeting where the target
was  changed  to  “90%  of  Calls  Answered  within  10
Seconds”.  This  target  was  changed  because  the  3  rings
duration depends largely on the brand of telephone and may
not be an accurate measure. In 2007, the target was again
reviewed and decision was made to maintain it at 90% but
with reduction in manpower. Instead of 3 men per shift as
before,  we  are now operating  on  2  men per  shift  with  1
overlapping day shift.

Call Resolution

Figure 7.1.7: % of Calls Resolved on 1st Call

When  PUB-One  started  operation  in  2002,  the  first  call
resolution was 24% as our agents were new to the job and
they  needed  the  time  to  familiarise  with  operation
knowledge to help callers resolve their case. The percentage
of  first  call  resolution has improved steadily from 2003 to
2005 as the agents are familiar with the system, has more
confidence and are better equipped to handle calls to PUB-
One. This is shown in Figure 7.1.7.

For  2006,  PUB-One  took  on  greater  scope  of  calls  e.g.
those  related  to  Water  Saving  Devices,  Water  Efficient
Homes  and  Water  Efficient  Buildings.  For  these  matters,
PUB-One was not able  to resolve on first  call  as officers
need to follow up with the callers. That explains the dip from
65% to 62%. In 2007, PUB took over the maintenance of
roadside drains. PUB-One was not able to resolve them at
the 1st call as the case involved further investigation (e.g.
choked drains, flooding, etc).  When site investigation was
needed,  PUB-One would direct the cases to  the relevant
Operations  Dept.  That  is  why  the  percentage  of  1st  call
resolution in  2007 dropped to  50%. As agents  learn  and
gain experience in the new areas, we expect the results to
improve in the coming years.

7.1b Summarise Current Levels And Trends In Key 
Measures And/or Indicators Of Product And Service 
Performance. Address Different Customer Groups And 
Market Segments, And Include Comparative Data              
As Appropriate.
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Figure 7.1.8: % of New Water Connections Completed Within
Targeted Time

TURN ON WATER SUPPLY WITHIN 1 WORKING
 COMPLETION OF PIPING WORKS

Figure 7.1.9: % of Requests to Turn On Water Supply Completed
Within 1 Working Day

Before Nov 2003, our service commitment to turn on water
supply  was  3  days.  In  order  to  provide  better  customer
service, we worked with SP Services to review and reduce
the lead-time for turn-on to 1 working day. This target was
reviewed annually and maintained at  95% because this is
the  current  optimum level -balancing  between  customer
satisfaction  and  operational  cost.  Despite  the  increasing
number  of  Turn-on annually  with  the  construction  sector
boom, and a reduction in manpower carrying out the work,
we would continue to maintain this high service standard.
Pre-Turn On is also done for Public Housing to bring further
convenience to customers. 

INDICATORS OF PRODUCT PERFORMANCE
PUB has a large customer base of over 1.2 million accounts.
The number of major complaints annually is around 1,500.
This forms a very small percentage of our customer base.
This can be attributed to the quality  of  our products and
services and that we have met our customer requirements.
The  indicators  in  this  section  show  strong  improvement
trends in the performance of our products and services.

Figure 7.1.10: Number of Major Complaints by Sectors Water For
All Segment

DAY AFTER

The percentage for completion of new water connection 
within targeted time of 6 working days has improved over the 
years. PUB has exceeded the target of 95% consistently 
since 2004. To continuously provide customers with better 
and faster service, the long term target is to complete 95% of 
new water connection within 4 working days.
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(2)  RESPONSE  TIME  TO  REQUEST  FOR  NEW
CONNECTIONS AND TURN ON WATER SUPPLY

New  Water  Connections  Completed  Within  6  Working
Days



(1) NET ECONOMIC VALUE-ADDED
PUB has achieved good NEV results over the financial years.
We have improved our NEV from $39.5 million in 2004 to
$88.5 million in 2006. The projected NEV for 2007 took a dip
mainly due to government sudden announcement of salary
revisions  to  match  the  private  sector,  and  also  the
commissioning of the new Changi Water Reclamation plant.

Figure 7.2.1: Net Economic Value-added

(2) RETURN ON ASSETS (ROA)
The  Return  On  Assets  (ROA)  ratio  measures the  Board’s
return on all its operational assets. The ROA has decreased

infrastructure  to  improve  service  and  reliability  whilst
continuing to maintain at the current water tariffs. In recent
years, ROA has been hovering in the range of 6% - 7%. The
phenomenal  performance  in  2004  was  due  to  lower
operating cost and profit from sale of land. We have done
well  for  ROA,  exceeding  our  weighted  average  cost  of
capital (  4.5%), and the average fixed deposit interest rate
of return. 

Figure 7.2.3: Return On Assets

(3) BUDGET UTILISATION RATE
PUB has done well in spending within the approved budgets
and  has  maintained  its  utilisation  around the  90%  mark.
Monitoring utilisation aims to keep the opportunity cost in
holding cash balances low.

Figure 7.2.4: Budget Utilisation

(1) AWARDS AND ACCOLADES
Figure 7.2.5 shows a list of awards attained by PUB since
1995. Some outstanding Awards/Accolades include:

Stockholm Industry Water Award
PUB  received  the  Stockholm  Industry  Water  Award  in
Sweden on 15 August 2007. The Stockholm Industry Water
Award (The water industry’s equivalent of the Nobel Prize)
was  presented by  Stockholm International  Water Institute
(SIWI)  for  PUB’s efforts in  transforming Singapore from a
water-scarce city  to  a  model  city  for  sustainable  water
management.

Singapore Innovation Award
PUB was awarded the Singapore Innovation Award in 2006.
It is the highest accolade given to innovative organisations in
Singapore. The Innovation Award is conferred upon the best
of the best in recognition of their attainment as models of
innovation  excellence  for  others  to  emulate.  The  Award
recognises and celebrates organisations whose outstanding
innovation  capability  that  contributed  significantly  to
business excellence.

Water Agency Of The Year
PUB won the Water Agency of the Year award at the Global
Water Awards 2006 ceremony in Dubai. This award is widely
recognised as the most prestigious symbol of achievement
in  the  global  water  industry. PUB was  recognised for  its
efficient  urban  water  demand  management,  the  use  of
reclaimed water  (NEWater) and  the commissioning  of  the
reverse osmosis desalination plant. 

7.2 FINANCIAL AND MARKET RESULTS

7.2a Summarise Current Levels And Trends In Key 
Measures Of Financial Performance, Including Aggregate 
Measures Of Financial Results And/or Economic Value, As 
Appropriate. Compare Results Relative To Competitors 
And/or Benchmarks, As Appropriate.

over the years largely due to higher investment on

7.2b Summarise Current Levels And Trends In Key Measures 
And/or Indicators Of Marketplace Performance, Including 
Market Shares/position, Business Growth, And New Market 
Entered. Address Different Customer Groups And Market 
Segments, And Include Comparative Data As Appropriate.
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Figure 7.2.5: List Awards Attained By PUB Since 1995
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(3) COMPARISON WITH INTERNATIONAL ORGANISATIONS

Comparison  With  Other  Countries  On  Domestic  Water
Consumption/Capita/Day-litres
PUB makes comparison with other urbanised cities. For per
capita  domestic  consumption,  some  temperate  cities  are
lower than us. There are many factors contributing to the per
capita  domestic  water  consumption.  For  example  our
tropical weather are dryer and hotter and hence the water
usage pattern is very different from those in the temperate
region.  Also,  Singaporeans tend to  cook more intensively
(and more oily) and hence require more water for both food
preparation and washing of utensils or dishes as compared
to European countries.

Figure 7.2.6: Comparison With Other Countries On Per Capita
Domestic Water Consumption (Litres/Day)

Comparison  With  Other  Water  Companies  On
Unaccounted For Water

PUB makes comparison with other urbanised cities. We are
one of the lowest in the world in terms of Unaccounted For Water.

Comparison With Other Water Companies On Water Quality
PUB  treats  potable  water  to  meet  WHO  Drinking  Water
Guidelines. The E. Coli requirement for WHO is 100% pass.
Our  water  samples  meet  the  Guidelines  consistently.
Compared with other water  utilities in UK, PUB’s drinking
water sets the benchmark.

Figure 7.2.15: Comparison With Other Water
Companies On Unaccounted For Water

Figure 7.2.14: Comparison With Other Water Companies On 
Unaccounted For Water

7.3 PEOPLE RESULTS

7.3a Summarise The Levels, Trend And Impact Of 
Employee Involvement. Segment Results By Categories 
Of Employees, And Include Comparative Data                      
As Appropriate.

(1)  EMPLOYEE  OPINION  SURVEY  RESULTS  –
EMPLOYEE ENGAGEMENT CATEGORY
PUB conducted the Employee Opinion Survey (EOS) in 2002
and  2006.  In  2006,  PUB’s  results  reflect  significant
improvements and fared favourably against national norms.
Not only is there greater alignment in the perception of each
employee’s contribution towards corporate mission,  vision
and values, there is a greater sense of involvement in staff
well being  activities.  Improvement  in  the  perception
of  supervisors/management  receptivity  towards  staff
suggestions is also recorded. See Figure 7.3.1.

These  findings  articulated a  more focused  workforce that
contributed to PUB winning world class accolades, including
the  Water  Agency  of  the  Year 2006  and  the  prestigious
Stockholm Water Prize in 2007.

Figure 7.3.1: Survey Findings On Employee Engagement In EOS
For Year 2002 And 2006
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(2) EMPLOYEE INVOLVEMENT AT OPERATIONAL LEVEL
I-Deas and I-Circles
Our employees participated actively in I-Deas and I-Circles.
We have achieved 100% participation rate since 2004, as
illustrated in Figure 7.3.2.

Figure 7.3.2: Participation Rates for I-Deas and I-Circles

The active participation of employees in I-Deas and I-Circles
brought  about  innovative  improvements  to  current
operational processes and practices. Their initiatives result
in  value  savings  as  well  as  overall  efficiency  and  quality
services to benefit PUB’s customers. 

There  are  intangible  outcomes  derived  from  I-Circles
participation,  including  a  highly  motivated  workforce,  a
higher level of staff involvement in innovation, an increase in
cross-departmental  initiatives  and  attitudinal  change  of
employees towards risk taking. Employees are also found to
be more willing to perform tasks beyond their defined work
scope.

Figure 7.3.3: I-Deas Suggestion Ratio

Figure 7.3.4: I-Deas Implementation Ratio

Figure 7.3.5: I-Circles Project Ratio

The  implementation  rates  for  I-Deas  and  I-Circles  have
improved steadily over the last 5 years. PUB has met the
targets in the last few years as shown in Figures 7.3.3, 7.3.4
and 7.3.5.

(3) EMPLOYEE INVOLVEMENT AT MANAGERIAL LEVEL

$10K Ideas Challenge
PUB’s $10K Ideas Challenge is widely recognised within and
outside of Public Service as a successful programme to spur
managers  to  drive  innovative  work  improvements.
Organisations  such  as  Housing  and  Development  Board
(HDB),  Urban  Redevelopment  Authority  (URA),  Land
Transport  Authority  (LTA), and  Baxter  Healthcare  have
consulted PUB on our success in encouraging innovation.
Our sister statutory board, the National Environment Agency
(NEA) has also implemented a similar programme to PUB’s
10K Ideas Challenge. 

The savings from each round of $10K Ideas Challenge has
increased from S$4 million in 2004 to S$12 million in 2007,
as  shown in  Figure 7.3.6.  Besides winning the Singapore
Innovation  Award  in  2006,  PUB’s  success  in  sustaining
innovation has been recognised and cited by the Head of
Civil  Service  in  his  PS21 ExCEL Convention  speeches  in
2005 and 2007.

Figure 7.3.6: Value Created from $10K Ideas Challenge Programme
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(4) EMPLOYEE INVOLVEMENT AT PROFESSIONAL LEVEL
R&D Projects
The number of R&D and test-bedding projects undertaken
by  PUB has increased steadily  over  the  last  3  years,  as
illustrated  in  Figure  7.3.7  (a)  and  (b).  The  percentage  of
external funding has also increased. See Figure 7.3.7 (c).

Figure 7.3.7: (a) No. Of R&D Projects

Figure 7.3.7: (b) No. of Test-bedding Projects

Figure 7.3.7: (c) % of External Funding

shared  R&D  expertise  with  global  organisations  –
collaborating  with  world  class  R&D  centres  and  top
international  universities.  The Kiwa Water Research of the
Netherlands, Siemens, Mekerot and Veoila, as well  as the
University of Berkeley and Stanford University, are some of
the  organisations  PUB  has  shared  R&D  expertise  with.
Through these efforts, PUB has emerged as a high profile
water agency in the water industry globally.

(5) EMPLOYEE INVOLVEMENT IN HEALTH LIFESTYLE
(A) Staff Well-Being

PUB’s Staff Well Being Committee (SWBC) undertakes the
challenge of creating a workplace environment that aims to
help employees lead a healthy lifestyle, both physically and
emotionally,  through  sustainable  health  programmes  and

To strengthen PUB’s international connections, PUB

activities.  To  reach  out  to  all  employees,  the  SWBC
appointed SWB Champions at  installations and offices
to convey  health  messages  and  organise  activities
for colleagues.

In  August  2005,  the  SWBC  introduced  the  SWB  activity
hour. Each  week,  employees  are  given  an  hour  time  off
during  office  hours  to  exercise  and  attend  health  related
programmes.  Weekly  health  tips  relating  to  exercise,
nutrition and how to quit smoking are also disseminated
to employees.

In  February  2008,  PUB  launched  a  satellite  recreational
centre, the WateRia. This provides accessibility of exercise
facilities to the employees located at WaterHub and another
exercise  avenue  for  all  PUB  employees.  Annual  health
screenings are also organised for employees.

Figure 7.3.8: Staff Well Being (SWB) Activities Participation Rate

(1) TRAINING & DEVELOPMENT
(A) Training Investment
Our investment in training over the past 4 years is $6 million
per  annum.  Training  investment  consists  of  short-term
courses,  co-sponsorship  and  scholarship  programmes.
PUB’s training investment over the last few years is shown in
Figure 7.3.9(a) and (b).

Figure 7.3.9: (a) Total Training Investment

7.3b Summarise The Levels, Trend And Impact On          
Education, Training And Development Of All Employees. 
Segment Results By Categories Of Employees, And 
Include Comparative Data As Appropriate.
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Figure 7.3.9: (b) Training Investment as a Percentage of 
Annual Payroll

Figure 7.3.9: (c) Investment in Employees Training Per Capita

Figure 7.3.9(c) shows an increase in training investment per
employee.  PUB’s training investment  has been above the
national  average  over  the  years.  This  shows  PUB’s
commitment in investing in its people.

Figure 7.3.10: Utilisation of Learning Places

Figure 7.3.10 reflects a high percentage of training utilisation
for learning places among PUB’s employees.

(B) Learning Hours and Training Mandays

Figure 7.3.11: Average Learning Hours Per Staff

Figure 7.3.11 Training Mandays

As indicated in Figures 7.3.10 and 7.3.11, the average hours
of learning and training mandays have decreased. This is a
result  of  a  review  done  in  2004  to  focus  on  selected
programmes in each of the training areas. It is also because
long  service  officers  have  attended  most  of  the  key
programmes and that shorter training courses have replaced
older courses programmes which were longer in duration.

(2)  IMPACT  OF  EDUCATION,  TRAINING  AND
DEVELOPMENT
Productivity

Figure 7.3.12: Productivity Indicator

The number of customer accounts served per employee has
improved  steadily  over  the  years.  PUB’s  manpower
productivity, measured by per account served per staff, is
maintained at 350 to 400. PUB serves more than 1.2 million
customer  accounts.  The  slight  drop  in  the  productivity
indicator in 2007 is attributed to an increase in recruitment
to meet new organisational needs such as the ABC Waters
and Sewer Rehabilitation programmes. See Figure 7.3.12.

(1) EMPLOYEE OPINION SURVEY (EOS)
The  2006  Employees’  Opinion  Survey  was  conducted  by
International  Survey  Research  Pte  Ltd  (ISR).  2,442
employees participated in the survey - a participation rate of
80.8%.  The  EOS  results  were  presented  to  the  Senior
Management  and  Senior  Officers  on  two  occasions.  In
addition,  two  presentation  sessions  were  held  for  the
supervisors.  The results were then posted in  SHARoN for
easy access to all staff.

7.3c Summarise The Current Levels And Trends Of 
Employee Satisfaction. Segment Results By Categories 
Of Employees, And Include Comparative Data                      
As Appropriate.
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Follow-up  actions  were  carried  out  at  corporate  and
departmental  levels.  At  the  corporate  level,  focus  groups
were conducted to help PUB further understand the areas of
concern raised in the EOS, so that appropriate action could
be taken. At the departmental level,  individual department
workshops  were  conducted  by  the  survey  research
consultant  to  review  the  EOS  results  and  guide  each
department in the identification of areas for follow-up.

Figure 7.3.13: PUB 2006 EOS Results

There were 115 questions in the survey, which were grouped
into 20 categories. From the EOS conducted in 2006, Figure
7.3.13  depicts  the  average  percentage  of  favourable
responses for the survey categories.

Figure 7.3.14: PUB 2006 vs 2002 EOS Results

For all the 20 categories, 50% or more of the respondents
responded favourably to each category, which is a positive
result for PUB. For example, 81% of the respondents rated
PUB’s image as favourable. When compared with the 2002
survey,  PUB  fared  significantly  better  in  11  of  the  20
categories. This is shown in Figure 7.3.14.

Figure 7.3.15: Comparison of 2006 vs 2002 EOS Results

Figure 7.3.15 shows a comparison of the 2006 EOS survey
results with the 2002 survey results for 5 categories. PUB
has fared favourably in all categories.

Figure 7.3.16: Comparisons of PUB 2002 EOS Results with
Singapore National Norms, Singapore Public Sector Norms and

Global High Performance Companies

When  compared  with  the  Singapore  national  norms,
Singapore public sector norms and global high performance
companies,  PUB has also scored well  in most categories.
When compared with high performance global companies,
PUB fared 21 points more favourably for the category 
on customer focus and satisfaction. This is illustrated in
Figure 7.3.16.

(2) H.E.A.L.T.H AWARD
PUB  won  the  Singapore  HEALTH  (Helping  Employees
Achieve Life-Time Health) Gold Award on 5 October 2006.
This award is presented by the Health Promotion Board to
recognise  organisations  with  commendable  Workplace
Health Promotion programmes.

(3) STAFF MORALE
Turnover/Resignation Rate
The employee turnover/resignation rate has been kept low
over the years as shown in Figure 7.3.17. 
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Figure 7.3.17: Turnover Rate

With  PUB’s emphasis  on  staff  wellbeing  and  training  to
develop a well-rounded workforce and promote a positive
working environment, self-development opportunities along
with  a  greater  sense  of  workplace  satisfaction  increases.
Even in years of strong economic growth, staff turnover rate
is  low. Staff  chooses  to  stay  in  PUB.  Our  positive  EOS
survey results reiterated high staff satisfaction levels.

Figure 7.3.18: Average Days of Medical Leave

The medical leave rate sees a downward trend since 2006,
one year after the Staff Well Being Committee’s (SWBC) re-
organisation. It was a positive indication that the employees
have benefited from the fitness and health related activities,
which were carefully planned by the SWBC. Staff are less
likely to fall sick.

Disciplinary Cases

Figure 7.3.19: Reduction In Disciplinary Cases

From the  earlier  results,  it  is  evident  that  employees  are
satisfied  with  PUB’s benefits  and  compensation.  PUB  is
committed  to  improve  employees’  health  with  SWBC’s
efforts and funds set aside for staff benefits  programmes.
The  extremely  low number  of  disciplinary  cases  over  the
past 3 years shows that PUB employees are a satisfied lot.

(4) MANAGEMENT AND UNION RELATIONSHIP
The following awards reflect the strong relationship between
PUB Management and the Labour Union. 

NTUC Workplace Partnership Award 2007; Awarded to
Union for its impressive efforts in forging, strengthening
and co-operating with PUB Management in training.
NTUC  Comrade  of  Labour  Award  2005-2008;
Recognition  of  then  President  (PUBEU),  General
Secretary (GS) , then Assistant GS and current President
(PUBEU)  respectively,  for  their  contributions  towards
labour movement.
NTUC May Day Award (Medal of Commendation) 2002,
2005;  Recognition  of  then  Director,  HR  and  PUB
Chairman respectively, for their contributions towards a
strong labour-management relation in PUB.

•

•

•
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(1) STORMWATER MANAGEMENT
Our flood-prone areas are decreasing steadily. Figure 7.4.1
shows an overall reduction of flood-prone areas due to our
drainage improvement works. There is a clear improvement
trend and we have met our targets consistently. The flood-
prone areas will decrease further when the Marina Barrage is
completed next year.

Figure 7.4.1: Flood Prone Area (In Hectares)

The flood prone areas in Singapore are decreasing steadily
due  to  improvements  made  to  our  drainage  systems
including the fast track flood alleviation schemes. The long
term target is 40 ha by 2012.

(2) RESERVOIR & CATCHMENT MANAGEMENT
% Of  Raw Water  Samples  Meeting  The  Baseline  Water
Quality Values
PUB  maintains  good  raw  water  quality  in  our  reservoirs.
Water quality in all reservoirs is measured against a set of
long-term baseline values. We target to meet these baseline
values  for  at  least  90%  of  raw  water  samples  taken  at
reservoirs. In 2007, 98.5% of the samples met the baseline
value. The deviations are mainly on aesthetic qualities which
have  no  impact  on  water  treatment  and  drinking  water
quality.

Figure 7.4.2: % Of Raw Water Samples Meeting The
Baseline Water Quality Values

(3) PRODUCTION OF POTABLE WATER
WHO  sets  a  minimum  target  of  95%  for  chemical  and
physical  requirements,  and  100%  for  microbiological
requirements.  Before  2007,  our  targets  were  pegged  to
WHO’s requirements. In the 2007 target review, we raised
our target for chemical and physical requirements to 98%.
We have exceeded our targets consistently and our treated
water quality is well within WHO’s requirements in physical,
chemical and microbiological aspects.

PUB employs  both  conventional  and  advanced treatment
processes  to  supply  water  of  a  quality  that  consistently
exceeds WHO Drinking Water Guidelines. Our waterworks’
internal control standards are more stringent. As a result, the
quality of PUB’s potable water is well within WHO Guideline
Values as shown in Figure 7.4.3.

@ No guideline value
* Raw water is drawn from estuarine reservoirs. The treated
water is normally supplied to western and eastern parts of
Singapore.
** Raw water is drawn from upland reservoirs and rivers. The
treated water is normally supplied to the rest of Singapore. 

7.4 OPERATIONAL RESULTS

7.4a Summarise Current Levels And Trends In Key 
Measures Of Operational Performance Of Key Design, 
Production, Delivery, And Support Process Performance. 
Include Productivity, Cycle Time, And Other Appropriate 
Measures Of Efficiency And Innovation. Compare Results 
Relative To Competitors And/or Benchmarks.

Figure 7.4.3 Typical Values for PUB Potable Water Quality as
Compared to WHO Guidelines
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Percentage Meeting Daily Potable Water Demand

Figure 7.4.5: % Meeting Daily NEWater Demand

NEWater is supplied to industrial and commercial customers
for non-potable uses. We are able to meet 100% of NEWater
demand consistently as shown in Figure 7.4.5.

(8) DEMAND MANAGEMENT

Figure 7.4.6: Per Capita Domestic Water Consumption

Per  capita  domestic  consumption  is  a  key  performance
measure for water demand management. PUB’s successful
multi-prong approach has resulted in a gradual decrease of
per capita domestic consumption over the years as shown
in Figure 7.4.6. More initiatives are in the pipeline to reduce
this further. We are working towards a stretch target of 155
litres by 2012.

Unaccounted For Water

Figure 7.4.7: Unaccounted For Water

Figure 7.4.7 shows the reduction in unaccounted for water
over the years. PUB has implemented various programmes
and  water  conservation  measures  to  achieve  one  of  the
lowest unaccounted for water in the world. We are working
towards a stretch target of <4% by 2012.

No. of Water Efficient Homes

Figure 7.4.8: Number of Water Efficient Homes

PUB has initiated a water conservation programme, Water
Efficient Homes, in Feb 2003 to help domestic customers
save water at home and hence cut down on their water bills.
As part of the programme, do-it-yourself (DIY) water saving
kits  consisting  of  thimbles,  cistern  water  saving  bags,
leaflets  on installation procedures and water  conservation
tips  were  supplied  to  the  grassroots  organizations  for
distribution  to  the  residents,  free-of-charge.  Figure  7.4.8
shows that PUB has achieved its targets over the years.

In  2007,  as  an  extension  of  the  WEH  programme,  we
focused on homes with high consumption and have revised
this KPI to focus on “% of homes with water saving devices
installed”, and set a stretch target of 80% of HDB flats to be
WEHs by 2012.

No. of  Water Efficient Buildings

Figure 7.4.9: Water Efficient Building Programmes

The  Water Efficient  Buildings  programme is  a  new water
conservation  initiative  launched  in  2004  that  offers  cost
effective  solutions  and  guidelines  for  non-domestic
customers  to  lower  water  consumption  thus  enjoy  lower
operating costs. PUB has been able to perform better than
our  expected  target  consistently  and  sustain  the
momentum.

(9) ABC WATERS PROGRAMME
In the ABC Waters Masterplan, PUB had identified potential
projects which could  be implemented in  phases over  the
next 10 to 15 years. We target to implement 5 projects in
2007, 6 projects in 2008 and 7 projects in 2009.
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Figure 7.4.10: No of Tenders to be Called For ABC 
Waters Projects

The ABC Waters Programmes was initiated in 2006 to bring
people closer to water so that they will better appreciate and
cherish this precious resource. One of the key performance
measures for this initiative is the number of lifestyle events
held at reservoirs and waterworks. In 2007, the number of
lifestyle events held in our reservoirs was 74, exceeding our
target of 70. We target to increase the number of events to
82 by 2009.

Figure 7.4.11: Number Of Lifestyle Events at Reservoirs 
and Waterways

(1) SUPPLIERS’ PERFORMANCE

Figure 7.4.12: % of Contracts Meeting Deadline

Figure 7.4.13 % of Contracts Within Budget

PUB’s suppliers have been able to complete their contracts
as targeted. All the completed projects are also completed
within PUB‘s budget in the last few years. These are shown
in Figure 7.4.12 and 7.4.13.

(2) PARTNERS’ PERFORMANCE
PUB’s partners in engineering services have been able to
complete their projects as planned and all the projects are
also  completed  within  the  budgets  provided  as  shown
Figure 7.4.14 and 7.4.15.

Figure 7.4.14: % of Projects Meeting Deadline (Partners)

Figure 7.4.15: % of Projects Within Budget (Partners)

(1) SHARE PROGRAMME
Figure 7.4.16 shows PUB Staff’s contribution to community
SHARE  Programme  during  period  1999  to  2007.  It  has
exceeded the 65% target from 1999 to 2006.

PUB  has  been  participating  in  SHARE  programme since
1986 and had been bestowed the Gold Award annually for
more than  a  decade.  In  2006,  PUB received the 20-year
Outstanding  SHARE  Award.  In  2007,  PUB  received  the
Community Chest Pinnacle Award, the highest honour given
by Community Chest.

7.4b Summarise Current Levels And Trends In Key 
Measures And/or Indicators Of Supplier And Partner 
Performance. Include The Organisation’s Performance 
And/or Cost Improvement Resulting From Supplier And 
Partner Performance.

7.4c. Summarise The Current Levels And Trends In Key 
Measures And/or Indicators Of The Organisation’s                
Contribution To The Community, Society And The                   
Environment.
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Figure 7.4.16: SHARE Participation Rate

(2) VERTICAL CHALLENGE

Figure 7.4.17: Donations Raised By PUB at MEWR 
Vertical Challenge

PUB  has  exceeded  the  targets  for  amount  of  donations
raised for MEWR Vertical Challenge since 2003 as shown in
Figure 7.4.17. PUB has won the Vertical Challenge Shield
consecutively  for  4  years  (2004-2007).  The  winner  of  the
Challenge shield is determined on a combination of amount
of funds raised, participation rate, and number of winners of
the vertical marathon.

(3) COMMUNITY VOLUNTEERING ACTIVITIES

Figure 7.4.18: No of Activities with Charities

Figure 7.4.18 shows that PUB has consistently met its target
of organising 3 activities per year with its adopted charity,
Singapore Children’s Society  from 2004-2006  There  were
only  2  activities  organised  in  2007  as  PUB  was  then
reviewing the CSR framework which included a review of the
adoption of Singapore Children’s Society.

Since the adoption of PEACE-Connect Neigbourhood Link
(PCNL) in end 2007, PUB had already kickstarted a number
of key programmes: 
(i) Visit to NEWater Visitor Centre by children from PCNL in

Dec 07
(ii) Performance by PUBRC band and distribution of festive

goodies at 2007 year-end party at PCNL
(iii) Sponsorship of daily teabreaks for the elderly since Dec

2007

(4) SAVINGS IN ENERGY / WATER

Figure 7.4.19: Total Water ConsumptFigure 7.4.19 Total Water
Consumptionion

Figure 7.4.20: Total Electricity Consumption

PUB’s eco-office efforts resulted in the continuous reduction
of  water  and  energy consumption  from 2004 to  2006 as
shown in Figure 7.4.19 and 7.4.20.

In  2007,  PUB  was  awarded  the  Green  Office  Label  by
Singapore  Environment  Council  (SEC)  in  recognition  of
PUB’s commitment to reduce the environmental impact of
the office.
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