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INTRODUCTION TO LICENCE

The Malta Resources Authority has prepared this draft licence to be issued to the Water
Services Corporation, as the national service provider, for the production, supply and
distribution of potable water.

The objectives of this licence are to establish:

i. the structured introduction of concepts of regulation in Malta in the water
sector,

ii. structured compilation of information from the Water Services Corporation
that will enable effective, coherent and transparent regulation of the utility;

iii. a basis for further development of regulation of the water sector.

This licence, once finalised and issued, will be the first regulating instrument to be issued
to the Water Services Corporation. It will form the basis for development of a full
operating licence the Authority intends to issue at the end of the expiry period of this
transitional licence.

In this Consultation Paper, comments are invited on the following:

1. Compliance requirements established by the Authority including general
obligations and compliance to water quality standards;

2. Charges and tariffs for provision of the regulated services;

3 Operator’s service obligations including but not limited to obligations to

customers, development of emergency response plans, asset
management plans and security plans;

4. Operator’s obligations to comply with standards. Comments are invited
on whether compliance to voluntary standards e.g. ISO 14001, ISO 9002
etc. should be made mandatory.

5. Contents of customer contract and proposed procedures and
methodology for revisions;

6. Requirements for monitoring, recording, submission, reporting and
auditing of information to the Authority;

7. Assessment and auditing of operations and compliance to licence
conditions;

8. Regulation of subsidiary companies and/or companies and/or co-
operatives providing part of the regulated services;

9. any other comment on any matter related to the subject.

The general public, N.G.O.’s, consumer societies, and all other interested parties are
invited to put forward suggestions and to comment on the draft licence. All comments
received, in writing, by the Malta Resources Authority up to the 15" January 2003 will be
considered.
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LICENCE ISSUED BY MALTA RESOURCES AUTHORITY TO THE WATER

SERVICES CORPORATION FOR THE PRODUCTION, SUPPLY AND
DISTRIBUTION OF POTABLE WATER

THE MALTA RESOURCES AUTHORITY,

In exercise of its powers conferred to it under the Malta Resources Authority Act
(Chapter 423), in particular Article 26 thereof;

Whereas:

(1)

)

3)

(4)
©)

(6)

(7

(8)

)

the Malta Resources Authority is obliged to secure and regulate the acquisition,
production, storage, distribution or other disposal of water for domestic,
commercial, industrial or other purposes, and no other entity in Malta is currently
able to carry out such a function other than the Water Services Corporation;

the Malta Resources Authority is obliged to secure and regulate the development
and maintenance of efficient systems in order to satisfy, as economically possible,
all reasonable demands for the provisions of water;

the Malta Resources Authority is obliged to regulate the price structure of any
activity regulated by the Malta Resources Authority Act and where appropriate to
establish the mechanisms whereby the price to be charged for acquisition,
production, manufacture, sale, storage and distribution thereof is determined;

the supply of water is considered a service in the general economic interest;

the Water Services Corporation has been set up by the Water Services
Corporation Act (Chapter 355);

the Water Services Corporation has the duty to develop and maintain a safe and
efficient production and distribution system in order to satisfy, as economically as
possible, all reasonable demands for water, according to said law;

the Water Services Corporation is specifically exempted from the provisions of
the Competition Act as established by LN 144 of 2002;

all public undertakings, be they land, plant, works and other property movable
and immovable, assets, powers, rights, privileges and causes of action have been
transferred and now vest in the Water Services Corporation under the same title
that there were held by Government;

the Government supports the Water Services Corporation through an annual
subvention and guarantees on its loans;
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(10)  the Water Services Corporation has made great strides in its development over the
years since its formation including registration of its quality management systems
against ISO 9001,

(11)  this provisional licence is the first licence regulating the water industry issued in
Malta;

HEREBY ISSUES THIS PROVISIONAL LICENCE TO THE WATER SERVICES
CORPORATION TO CARRY OUT OPERATIONS AS ESTABLISHED IN THIS
LICENCE AND TO PROVIDE SERVICES FOR THE PRODUCTION, SUPPLY AND
DISTRIBUTION OF POTABLE WATER IN MALTA IN ACCORDANCE WITH THE
TERMS AND CONDITIONS CONTAINED IN THIS LICENCE.

This licence shall come into force on 1% January 2003.

Authorised by,

Joseph Tabone Antoine Riolo

Chairman Chief Executive

Malta Resources Authority Malta Resources Authority
Date: Date:

I accept all terms and conditions of this licence

Michael Falzon Anthony Rizzo

Chairman Chief Executive

Water Services Corporation Water Services Corporation
Date: Date:
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1.1

1.2

2.1

2.2

23

24

2.5

2.6

2.7

Purpose

This licence is the regulating instrument issued to the Water Services
Corporation to acquire, produce, keep, distribute, sell, export or otherwise
dispose of potable water (other than bottled table water) for domestic,
commercial, industrial or other purposes in Malta.

The purposes of this licence is to establish:

iv. the structured introduction of concepts of regulation in Malta in the
water sector;

V. structured compilation of information from the Water Services
Corporation that will enable effective, coherent and transparent
regulation of the utility;

Vi. a basis for further development of regulation of the water sector.

Definitions and interpretation

In this licence (as hereinafter defined) the following words and
expressions shall have the meanings assigned to them in this Section 2,
except where the context otherwise requires.

“MRA” or “Authority” means the Malta Resources Authority as
established by the MRA Act.

“WSC” or “Corporation” or “Licensee” means the Water Services
Corporation as established by the Water Services Corporation Act. For all
intents and purposes Water Services Corporation shall include its
subsidiary company/ies where the context so requires.

“WSC Act” refers to the Water Services Corporation Act (Cap. 355 of the
Laws of Malta) as amended and any subsequent amendments to this Act.

“MRA Act” refers to the Malta Resources Authority Act (Cap 423 of the
Laws of Malta) and any subsequent amendments to this Act.

“Licence” means and includes all terms and conditions to this licence as
stipulated in this document and/or as may be amended by MRA, drawings
and any other standards, Acts, regulations, legal notices, by-laws, Codes
of Practices and/or administrative or other procedures or rules or any other
document incorporated whether by reference or otherwise in this licence.

“Potable water” means water which regardless of its origin is supplied
from the distribution network and intended for human consumption and
includes:

1. all water either in its original state or after treatment intended for
drinking, cooking, food preparation or other domestic purposes;
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2.8

2.9

2.10

2.11

2.12

2.13

2.14

2.15

2.16

ii. all water either in its original state or after treatment used in food-
production undertaking for the manufacture, processing,
preservation or marketing of products or substances intended for
human consumption.

“Licensed business” means the business consisting in being carried by the
Licensee of the regulated activities as defined hereinafter.

The word “person” includes an individual, a firm, a body corporate, a
partnership, joint venture, an unincorporated body or association, trust or
any governmental agency.

“Books” and / or “records” shall include any and all books, records, files,
maps, plans, documents, papers, accounts, estimates, returns and other
data of whatsoever nature including electronic format and whether or not
created, recorded or maintained in a document or in electronic format.

“Consumer” means the person to whom services are rendered by the
Corporation.

“Financial year” means the financial year of the Licensee as defined by
the WSC Act of 1991.

“Information” means information which is in possession of the person
required to furnish it or which can be reasonably obtained or which can be
reasonably prepared from information which is in the person’s possession
or which the person can reasonably obtain, and information which is
required to be furnished under this licence shall be furnished, subject to
the provisions of the Condition under which the information is required to
be furnished, in such form and manner as the Authority may reasonably
require.

“Infrastructure assets” includes underground systems of mains; service
pipes, reticulation, distribution and trunk mains and pipelines, boosters,
information about infrastructure assets e.g. zonal investigations, meters,
valves, ancillary fittings, reservoirs and water tanks, boreholes, springs,
galleries, pumping stations and reverse osmosis plants and their
ancillaries.

“Regulated activities” means the functions of the Licensee covered by
this licence and for the avoidance of any doubt shall include reference to
the duties imposed on the Corporation in connection with the production,
supply and distribution of potable water as established by the WSC Act.

"Asset management plan" means a plan developed by the Licensee
setting out the Licensee’s current asset inventory as well as the optimal
arrangements for creating, maintaining, repairing and replacing the
Licensee’s potable water supply infrastructure.
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2.17

2.18

2.19

2.20

2.21

2.22

2.23

2.24

2.25

2.26

2.27

“Water Supply Area” is the area for which this licence is granted and
comprises all of the territory of the Republic of Malta.

“Relevant plant” means any plant used by the Licensee for the purpose of
carrying out the regulated activities including, without limitation, water
mains, other pipes, reservoirs boosters, pumping stations, boreholes,
desalination plants and treatment plants and their accessories.

“Competent authority” means any person or body having jurisdiction to
regulate and enforce or to take action under or in respect of the relevant
legal requirement.

“Business day” means a normal working day between Monday to Friday
but excludes public holidays.

A reference to an Act, law, regulation, proclamation, ordinance, legal
notice, by-laws, code or similar instrument includes all Acts, laws,
regulations, proclamations, ordinances, legal notices, by-laws, codes or
similar instruments under it and consolidations, amendments, re-
enactments or replacements of any of them whether prior or after the date
of commencement of the licence.

Wherever reference to compliance with EU Directive 98/83/EC is made in
this licence, compliance to this Directive shall be required until such time
as the appropriate water quality standards, requirements, conditions,
monitoring programmes and specifications for analyses are established by
any competent authority for the relevant sections, following which the
local legislation, regulations, or any other directions shall apply.

In this licence, except where the context shows otherwise, words in the
singular also mean in the plural and the other way round and words in the
masculine also mean in the feminine and neutral.

References to the engineering assessor shall include references to his
employees and agents.

References to the auditor shall include references to his employees and
agents.

Headings are inserted for convenience and do not affect the interpretation
of this licence.

If an event must occur on a stipulated day which is not a Business Day
then the stipulated day will be taken to be the next Business Day.
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3.1

3.2

33

3.4

3.5

3.5

3.6

Grant and term of licence

This first licence is granted to the Water Services Corporation under the
Malta Resources Authority Act.

The Malta Resources Authority, in exercise of the powers conferred on it
by the Malta Resources Authority Act, hereby grants the Water Services
Corporation, hereinafter also referred to as the Licensee, a licence to
perform functions in relation to the regulated activities for the production
and distribution of potable water and as specified in the Water Services
Corporation Act.

In addition, the Malta Resources Authority hereby authorises the Water
Services Corporation to perform those additional functions highlighted in
the WSC Act which are necessary to support the regulated activities under
this licence. These shall include the:

1. conservation, augmentation and operation of water resources and
sources of potable water supply;

il. development, maintenance and promotion of a safe and efficient
production and distribution system in order to satisfy, as
economically as possible, all reasonable demands for potable
water;

1il. management and operation of those undertakings, installations and
property, transferred to and vested in the Corporation by virtue of
the Water Services Corporation Act or otherwise acquired by the
WSC for the sole purposes of potable water production, supply and
/ or distribution;

iv. promotion of reasonable use of potable water and encouragement
of conservation and appropriate re-use of water resources;

in accordance with the terms and conditions of this licence.

Provided that with respect to the support functions highlighted in clause
3.3, these shall be carried out only with the prior approval of the Authority
and the Licensee shall provide such information and details that it
considers necessary for justification and approval for execution of these
functions.

This licence does not exempt the Water Services Corporation from
obtaining and complying to any other licences or permits as may be
required under Maltese law.

This licence commences on 1* January 2003 and shall remain in force
until the 30™ September 2004 unless it is cancelled or withdrawn by the
Authority.

This licence is not transferable and in the event of any change of
ownership, the licence is immediately revoked.

Licensee: Water Services Corporation Page 9 of 32
Date of commencement: 1% January 2003



3.7

3.8

3.9

4.1

4.2

5.1

52

53

54

A full operating licence will be issued by the Authority at the end of the
expiry period of this transitional licence and shall then continue until the
30™ September 2009 or when it is cancelled or withdrawn by the
Authority, whichever is the earliest.

The full operating licence would be renewable every year subject to
payment of the renewal fee by the Licensee and will be subject to any
amendments, additions, deletions, to the licence and licence conditions as
may be established by the Malta Resources Authority.

The full operating licence may be extended by the Authority after 30™
September 2009, subject to detailed reviews that the Authority may
establish.

Suspension, variation and transfer of licence

This licence or any part thereof may be suspended, varied, transferred or
revoked by the Malta Resources Authority Act as it may deem fit in
exercise of its functions.

In addition, the suspension, variation, transfer and revocation of this
licence may also be carried out where circumstances warrant including but
not necessarily limited to:

1. amendments to the Water Services Corporation Act;

ii. any substantial changes in Government policy.

Licence fee

The Licensee must pay licence fees including renewal fees as are properly
determined by the Malta Resources Authority and made known to the
Licensee.

The annual licence fee shall be payable in advance, starting from the date
of commencement of this licence and not later than on each anniversary of
the licence thereafter.

The annual licence fee due for the licence covers the administrative and
regulatory aspects for issuing and monitoring this licence with respect to
the regulated activities to which it refers.

The annual licence fee does not cover:

1. any environmental costs, fees, tariffs or any other charges which
the Authority may apply from time to time based upon best
available scientific knowledge;

ii. any charges, tariffs or fees levied with respect to other licences
issued by the Authority or by any other competent Authority, or
public entity in exercise of its functions;
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6.1

6.1.1

iii. any other charges, tariffs or fees, which may be directly or
indirectly referred to in this licence;

iv. penalties due for any defaults to any condition of this licence or
due to any infringement or default under Maltese law;
V. any penalties established by any other competent Authority;

Vi. any other charges, tariffs or fees that may be established by the
Authority from time to time.

Compliance with laws, management letters and
directions and Penalties

General obligations

Without prejudice to any other requirements established by law, the

Licensee must:

1. comply with all applicable laws, provisions of any code or rule
made under the Malta Resources Authority Act or any other Act or
legal notice and including any technical, environmental, health or
safety requirements or standards established by any relevant
competent authority in Malta;

il. comply with any applicable protocol, standard, code, guidelines,
management letters, licence conditions and directions established
by the Malta Resources Authority;

iii. develop and comply with its duties under the Water Services
Corporation Act.

The Licensee shall comply with regulatory instruments and standards,
established codes of practice, management letters and directions, and best
practice procedures for all operations carried out with respect to the
regulated activities.

The Authority may, either alone or in consultation with other competent

authorities and/or in consultation with the Licensee:

1. review, as it may deem necessary, the Licensee’s operations; and

11 introduce, amend, add and/or review additional standards of
performance, conditions and requirements with respect to the
regulated activities.

The Licensee must notify the Authority as soon as practically possible but
not later than 1 week, if it is aware of any breach or contravention, or of a
likely breach or contravention, by the Licensee to this licence or any of the
regulatory instruments, codes of practice of operating standards as
stipulated in or referred to in this licence.

In the event of a breach or contravention or an apprehended breach or
contravention as the case may be as highlighted in clause 6.1.4, the
Licensee shall, to the best of his knowledge, inform the Authority about:

1. the extent of the contravention and area of influence;
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6.1.10

6.1.11

ii. full details of its effect including health, safety and environmental

significance;

iil. the cause and technical reasons leading to this breach or
contravention or apprehended breach or contravention as the case
may be;

v. the manner in which the Licensee proposes to rectify operations

and precautionary measures to ensure against a repetition and /or
continuation of the breach or contravention or occurrence of the
apprehended breach or contravention as the case may be;

V. the time for the commencement and completion of the proposed
remedial measures.

In the event that any investigations undertaken by the Licensee in
connection with a breach or contravention or apprehended breach or
contravention as the case may be, and as highlighted in clause 6.1.4, are
not concluded within 1 week, the Licensee shall submit to the Authority:

a. interim weekly reports on the information requested in clause 6.1.5
until these investigations are concluded and

b. a final report within 1 week of conclusion of such investigations
on the information requested in clause 6.1.5.

The notification and reports envisaged in clauses 6.1.4 - 6.1.6 are
independent of any other reports or notification that the Licensee may be
obliged to support to other competent authorities.

Notwithstanding the provisions of clause 6.1.4, nothing shall be construed
as releasing the Licensee from any obligations arising out of this licence or
of any other legal obligation.

Notwithstanding the provisions of clause 6.1.4, the Authority may issue an
enforcement order to the Licensee for securing compliance with any
condition or requirement. The enforcement order:

1. shall require the Licensee to do, or not to do, such things as are
specified in the order or are of a description so specified;

il. shall take effect at such time, being the earliest practicable time, as
is determined by or under the order;

iil. may be revoked at any time by the Authority.

The Licensee shall participate, to the extent specified by the Authority, in
the development, issue and/or review of any regulatory instruments, codes
of practice, protocols, plans and/or other operating standards of
performance.

The Licensee shall operate in such a manner as to co-operate with and
facilitate the performance of the Authority’s work, activities and
operations.
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6.1.12

6.2

6.2.1

6.2.2

6.2.3

6.2.4

6.2.5

6.2.6

The Licensee must ensure compliance to National Development Plans in
accordance with the timeframes established in these plans. The Licensee
shall ensure development and submission of appropriate documentation to
seek and access funding for such projects in accordance with Government
projects timeframes in connection with these plans.

Compliance with water quality standards

The Licensee must comply with any directions, quality standards and
conditions established by any competent authority regarding water
obtained from any source of supply and to carry out any works pursuant to
the Foods, Drugs and Drinking Water Act (Cap. 231) and/or the Foods
Safety Act (Cap. 448).

For the purposes of this licence and without prejudice to any directions,
quality standards or conditions issued by any competent authority or any
other obligation under Maltese law, the Licensee shall supply potable
water in accordance with the standards, conditions and interpretation
established under the EU Directive 98/83/EC (Annex 1, Parts A, B and C)
except for the following parameters:

1. Chlorides;

ii. Conductivity;
1ii. Iron;

iv. Manganese;
V. Fluoride;

Vi. Sodium.

With respect to clause 6.2.1, the Licensee shall carry out the functions
related to supply of potable water within justified reason and broadly
similar to the level of operation as existing prior to entry into force of the
Malta Resources Authority Act and the Licensee shall take into account
and follow the obligations for improvement in water quality as established
by Government.

Notwithstanding the provisions of clauses 6.2.1 and 6.2.3, the Licensee
shall consider any customer complaints on water quality and respond to
these complaints on the quality of potable water supplied within a
reasonable time.

The point of compliance of water supplied by the Licensee shall be as set
out in Article 6 of the EU Directive 98/83/EC and/or any amendments or
replacements thereto.

Without prejudice to any directions, quality standards or conditions
established by the competent authority or any other obligation under
Maltese law, the Licensee shall:
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1. carry out monitoring programmes according to the minimum
requirements set out in Annex II of the EU Directive 98/83/EC;

ii. comply with the specifications for analyses of parameters set out in
Annex III of the EU Directive 98/83/EC;

and/or any amendments or replacements thereto.

6.2.7 With respect to clause 6.2.6 ii, methods other than those specified in
Annex III, may be used provided that it can be demonstrated that the
results obtained are at least as reliable as those produced by the methods
specified. The Licensee shall provide the Authority with all relevant
information concerning such methods and their equivalence.

6.2.8 With respect to clause 6.2.6 ii, for those parameters listed in EU Directive
98/83/EC Annex III, Parts 2 and 3, any method of analysis may be used
provided that it meets the requirements set therein.

6.2.9 The Licensee shall ensure that any failure or likely failure to meet the
parametric values set out in accordance with Article 5 of the EU Directive
98/83/EC is immediately investigated in order to identify the cause and
shall:

1. not later than 3 business days notify the Authority on the failure or
apprehended failure as the case may be and

ii. report to the Authority within 1 week on the results of such
investigations, or

iil. in the event that such investigations are not concluded within 1
week, submit to the Authority:

a. an interim report within 1 week and

b. interim weekly reports until such investigations are
concluded and

c. a final report within 1 week of conclusion of such
investigations.

6.2.10 The report and interim reports referred to in clause 6.2.9 shall include:

1. the extent of the failure or apprehended failure and the area of
influence;

il. full details of its effect including health, safety and environmental
significance;

iil. the cause and technical reasons leading to this failure or
apprehended failure as the case may be;

iv. the manner in which the Licensee proposes to rectify operations
and precautionary measures to ensure against a repetition and /or
continuation of the failure or occurrence of the apprehended failure
as the case may be;

V. the time for the commencement and completion of the proposed
remedial measures.
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6.2.11

6.2.12

6.3

6.3.1

6.3.2

6.4

6.4.1

he notification and reports envisaged in clause 6.2.9 are independent of
any other reports or notification that the Licensee may be obliged to
support to other competent authorities.

The Licensee shall within 3 months from the date of commencement of
this licence, submit to the Authority detailed information in the form and
manner as the Authority may establish on the Licensee’s intentions,
proposals and projects to meet EU Directive 98/83/EC within the
timeframes established by Government in the EU negotiation process.

Compliance with groundwater abstraction licensing and
conditions

The Licensee shall comply with the licences, conditions, management
letters and directions for groundwater abstraction as established by the
Authority and any subsequent amendments, variations, additions to these
licences, conditions, management letters and directions.

Without prejudice to any directions, quality standards or conditions issued
by any competent authority or any other obligation under Maltese law and
for the purposes of this licence and until notified otherwise by the
Authority, the Licensee shall abstract groundwater from existing
groundwater sources in use or constructed prior to entry into force of the
Malta Resources Authority Act such that:

1. where groundwater is abstracted and supplied directly to
consumers without blending with other water, the quality of the
groundwater abstracted complies to the water quality standards as
may be established by any competent authority and in accordance
with section 6.2;

il. where groundwater is abstracted and blended with other water
prior to supply to consumers, the quality of the abstracted
groundwater is such that the blend of the water supplied to
consumers complies to the water quality standards as may be
established by any competent authority and in accordance with
section 6.2.

Penalties

The Licensee shall be subject to the penalties established in Article 26 of
the MRA Act in the event of any default, non-compliance, breach or
contravention, whether by act or omission, with respect to this licence or
to any licence condition, protocol, standard, code, guideline, management
letter or direction issued by the Authority.

Charges and tariffs

Licensee: Water Services Corporation Page 15 of 32
Date of commencement: 1% January 2003



7.1

7.1.1

8.2

8.2.1

8.2.2

8.3

8.3.1

Charges and tariff structure regulation

The Licensee is bound to provide the services regulated by this licence in
accordance with any tariffs proposed by the Licensee and approved by the
Authority under the Malta Resources Authority Act or, if not established
and/or approved, tariffs in force prior to the Malta Resources Authority
Act and saved under article 36 of this Act.

The Licensee must notify its customers of any changes in rights,
obligations and charges applicable to any water services supplied to that
customer by including an explanatory notice with the next bill or
statement sent to that customer.

Licensee’s service obligations
Community service obligations

The Licensee shall comply with the requirements of any scheme approved
by the Authority and funded under the budget allocated to it by Parliament
for the performance of its obligations as established by the WSC Act with
respect to the supply of potable water. Such requirements will be deemed
to form part of this licence.

Obligation to provide water to customers

On the request of a customer, the Licensee must provide water to that
customer in respect of an authorised connection on premises on fair and
reasonable terms and conditions consistent with:

1. tariffs established by the Authority under the Malta Resources
Authority Act or, if not so established, tariffs in force prior to the
Malta Resources Authority Act and saved under article 36 of this
Act; and

1. the levels of service as indicated in section 8.3.

The Licensee shall ensure that it has in place at all times arrangements to
supply water to its customers except in those specified exceptional
circumstances, as may be approved by the Authority, under which the
Licensee would be permitted to deviate from fulfilling these service
obligations.

Customer contract

The Licensee shall within 3 months from the commencement of this
licence submit to the Authority proposals for approval of a Customer
Contract describing:
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1. the nature of the services provided by the Licensee for the
regulated activities;

il. the rights and responsibilities of customers having or requesting an
authorised connection to the Licensee’s water supply
infrastructure;

1il. proposed levels of service for water supply including:

1. potable water quality standards;

2. potable water pressure and flow;

3. standards on continuity and reliability of supply;

4. alternative supply arrangements to customers;

5. arrangements and procedures regarding the provision of

water supply services including:

a. period to connect to distribution network,

b. response time for repairs to service and renewals;

works standards;

billing and payment facilities and procedures;

meter reading arrangements;

communication response arrangements to complaints and

queries by customers;

10. notification arrangements and appointments  with
customers.

LRI

iv. arrangements and procedures for dealing with complaints and
resolving disputes;

V. arrangements and procedures for giving appropriate service to
customers with special needs;

vi. a billing plan based on regular readings and invoicing and
arrangements for payment;

vii.  acode of practice and procedures on disconnection / suspension of
potable water supply as outlined in clause 0;

viii.  consequences including compensation scheme and settlement of

damages;

iX. exceptional circumstances where the Licensee considers necessary
to be specified and requesting deviation from fulfilling service
obligations.

8.3.2 The Customer Contract shall be brought into force, after approval by the

Authority, and no later than 1% October 2003.

833 In so far as water quality standards are concerned, the Licensee shall
moreover be required to adopt any amendments, revisions, inclusions,
additions, and or deletions that may be made to these standards by the
competent Authority with immediate effect from the date of
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8.3.4

8.3.5

8.3.6

8.3.7

8.3.8

8.3.9

8.3.10

8.3.11

commencement of these standards that the same competent Authority may
establish.

In establishing the Customer Contract and prior to submission to the
Authority for approval, the Licensee shall publish the proposed Customer
Contract for a public consultation period of at least 1 month.

The Licensee shall consider any representations made on the proposed
Customer Contract and shall submit to the Authority for approval together
with his proposed Customer Contract:

1. a descriptive list of representations made on the Licensee’s
proposal of the Customer Contract;

il. an indication as to which representations were included in the
Licensee’s proposal and which were omitted;

1il. reasons and justification by the Licensee for any omission of any
representation made.

The Licensee shall at least once every year review and report to the
Authority within 3 months after the end of the financial year on the
Customer Contract and the manner in which it has operated.

Any revisions to the Customer Contract if required or unless otherwise
considered appropriate by the Authority shall take place once every year
and shall be preceded by a consultation period as outlined hereunder.

In carrying out this review and/or any revision to the Customer Contract,
which it wishes to make the Licensee shall publish the document and
proposals for any amendments for a minimum consultation period of 1
month every year.

The Licensee shall consider any representations made during these
consultation periods and shall report to the Authority within 1 month after
the end of each financial year on the following:

1. a descriptive list of representations made on the review and any
proposed amendments to the Customer Contract;

il. lists clearly outlining which representations were fully included in
the Licensee’s proposal and which were fully or partially omitted;

iil. reasons and justification by the Licensee for any omission of any
representation made.

Following approval by the Authority of the initial or the revised Customer
Contract, the Licensee must comply to the Approved Customer Contract
including any additional minimum service standards as established by the
Authority.

The Licensee shall, with immediate effect from approval by the Authority
of the Customer Contract and from every revision to the Customer
Contract, have in place at all times arrangements specified in this Contract
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8.3.12

8.3.13

8.3.14

8.3.15

8.3.16

8.3.17

8.3.18

such that it is able to comply to the same Customer Contract unless the
Authority otherwise approves.

The Licensee shall, within 3 months from approval by the Authority of
the Customer Contract prepare a summary of the Customer Contract, in a
form approved by the Authority and shall distribute copies to each of its
customers. The Customer Contract summary shall specifically indicate
that the same Customer Contract has been approved by the Malta
Resources Authority.

The Licensee shall, after each revision to the Customer Contract prepare a
summary of the revised Customer Contract, in a form approved by the
Authority and shall distribute copies to each of its customers with the next
bill sent to its customers. The Customer Contract summary shall
specifically indicate that the same Customer Contract has been approved
by the Malta Resources Authority.

The Licensee shall within 3 months from approval by the Authority of the
Customer Contract and of any revisions:

1. send a copy of the Customer Contract and of each revision of this
Contract to each Local Council;

ii. retain copies of the Customer Contract or of each revision as the
case may be of this Contract for viewing by the public at all its
Customer Care Offices;

1il. post a copy of the Customer Contract or of each revision as the
case may be of this Contract on its website;

v. send a copy of the Customer Contract in its latest form free of
charge to any person requesting it;

v. publish the latest version in the Government Gazette as an official
notice.

The Licensee shall with every demand for payment of charges, draw
attention of customers to the existence of the Customer Contract in its
latest form and how they may inspect or obtain a copy.

The Customer Contract, any revisions and its summary shall be drafted in
both plain English and plain Maltese and address all the service issues that
are reasonably likely to be of concern to the customers.

The Customer Contract shall specifically indicate that the same Customer
Contract and any revisions have been approved by the Malta Resources
Authority.

The Licensee may in its Customer Contract address different parts of the
contract to different categories of its customers.
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8.4 Register of Customer Complaints

8.4.1 The Licensee shall keep and maintain a register of customer complaints in
the format and manner specified by the Authority and include information
on the course of action taken to resolve such complaints.

8.4.2 Customer complaints shall be classified in accordance with the following
categories:

1. water quality;
il. water pressure and flow;
iii. continuity and reliability of supply;
v. alternative supply arrangements to customers;
V. arrangements and procedures regarding the provision of water
supply services including:
a. period to connect to distribution network,
b. response time for repairs to service and renewals;
V. works standards;
vii.  billing and payment facilities and procedures;
viii.  meter reading arrangements;
1X. communication response arrangements;
X. notification arrangements and appointments with customers;
Xi. service to customers with special needs;
xii.  disconnection / suspension of water supply;
xiil.  other complaints.

8.4.3 The Licensee shall apply the changes to categories referred to in clause
8.4.2 in accordance with the directions that the Authority may specify and
within the timeframes established by the Authority.

8.4.4 This register shall be forwarded to the Authority in the format and manner
specified by the Authority and updated regularly according to the
schedules established by the Authority.

8.5 Disconnection

8.5.1 Until the approval of the Code of Practice referred to in clause 8.3.1 (vii),
the licensee must not disconnect or discontinue supply of potable water, or
take any action which may lead to the disconnection or discontinuance of
supply of potable water to a customer, except in accordance with the
Water Supply Regulations, 1948.

8.5.2 In the Code of Practice and procedures for disconnection referred to in
clause 8.3.1 (vii), the Licensee shall:

1. give guidance to domestic customers who have difficult in paying
their bills;
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il. describe the procedure to be adopted by the Licensee before it
disconnects water supply for non-payment of tariffs;

iii. contain other information which the Licensee considers
appropriate.

8.6 Environmental Management Systems

8.6.1 The Licensee shall within 2 months from the date of commencement of
this licence submit to the Authority, copies of its environmental policy
which shall be endorsed by the Licensee’s Board of Directors and by the
Boards of Directors of the Licensee’s subsidiary companies where
appropriate.

8.6.2 The environmental policy referred to in clause 8.6.1 should:

1. be appropriate to nature, scale and environmental impacts of
regulated activities, and include a commitment to continual
improvement;

il. include a commitment to compliance to relevant environmental
legislation and regulations and other requirements subscribed by
Corporation;

iii. include a framework for setting and reviewing environmental
objectives and targets;

iv. be documented, implemented and maintained, communicated to all
employees;

V. be made available to public.

8.6.3 The Licensee shall within 4 months from the date of commencement of
this licence submit to the Authority for approval information and details of
the environmental management programme on how it intends to manage
its environmental impacts. This programme shall be based on a system
acceptable to the Authority such as ISO 14001:1996.

8.6.4 The environmental management programme shall include but not
necessarily be limited to detailed timeframes, commitments and where
applicable proposed outline methodologies to be adopted by the Licensee
for:

1. identifying legal environmental and other environmental
obligations including details on codes of practice, internal
standards, relevant consents, permits etc.;

il. identifying the environmental aspects and impacts and assessing
their significance;

iil. establishing and adopting objectives and targets consistent with the
environmental policy;

v. establishing and adopting environmental programs for achieving
objectives and targets and monitoring progress;

V. establishing the organisational structure to support the
environmental management system,;

Licensee: Water Services Corporation Page 21 of 32

Date of commencement: 1% January 2003



8.6.5

8.6.6

8.6.7

8.6.8

8.6.9

8.6.10

Vi. identifying training needs particularly for key staff within
organisation;

vii.  establishing, adopting and maintaining procedures for internal and
external communication;

viii.  establishing adopting and maintaining environmental management
systems (EMS) documentation including environmental manual,
environmental procedures, environmental work instructions, forms,
registers of legislation etc.;

iX. establishing adopting and maintaining document control
procedures;

X. establishing adopting and maintaining operational control
procedures;

Xi. establishing adopting and maintaining emergency preparedness
and response;

xii.  establishing adopting and maintaining monitoring and

measurement procedures;

xiii.  establishing and adopting periodic evaluation compliance with
legislation;

xiv.  establishing adopting and maintaining non-conformance &
corrective action procedures;

XV. establishing adopting and maintaining periodic assessment by
senior management on the implementation and operation of EMS;

xvi.  establishing adopting and maintaining the environmental
management system audit.

Where any process that affects the Licensee’s product’s conformity with
the requirements is outsourced, the Licensee shall ensure control over such
processes.

The Licensee shall ensure that the environmental management systems
based upon the environmental management programme outlined in clause
8.6.4 are maintained at all times and periodic revisions carried out and
submitted to the Authority for approval. The revisions shall be at a
frequency of at least once every year and shall be submitted within 2
months after the start of each financial year.

The Environmental Management programme referred to in clause 8.6.4
shall be drawn up such that the Licensee shall comply to it and the ensuing
requirements within 18 months from the approval of the programme by
the Authority.

The Licensee shall ensure and adopt all appropriate measures to ensure
compliance to the environmental management systems.

Compliance to this programme shall be assessed by the independent
engineering assessors referred to in section 9.2.

The Licensee shall furnish the Authority a copy of its environmental
management systems documentation including environmental manual,
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8.6.11

8.6.12

8.6.13

9.1

9.1.1

environmental procedures, work instructions, forms, and registers of
legislation etc. within 1 month from their coming into force.

The Licensee shall submit to the Authority within 1 month from their
coming into force any amendments, revisions, additions and/or deletions
of its environmental management systems documentation.

In the event of any failure of part or all of its environmental management
systems including any non-conformances the Licensee shall, to the best of
his knowledge and within 1 week from such an event, submit to the
Authority:

1. full details of the failure / non-conformance including description,
extent and its area of influence;

ii. full details of its effect including health, safety, environmental and
product quality significance;

iii. the technical reasons leading to this failure / non-conformance;

v. the manner in which the Licensee proposes to rectify operations
and precautionary measures to ensure against a repetition and /or
continuation of the failure / non-conformance; and

V. the time for the commencement and completion of the proposed
remedial measures.

Notwithstanding the provisions of clauses 8.6.3 and 8.6.12, nothing shall
be construed as releasing the Licensee from any obligations arising out of
this licence including establishing and maintaining the appropriate
environmental management systems or of any other legal obligations.

Reporting and auditing
Provision of information

The Licensee shall furnish the Authority with such information as the
Authority may from time to time reasonably require for the purpose of
carrying out any of its functions under the MRA Act.

Information that is required by the Authority to be furnished by the
Licensee to the Authority shall be furnished in such form and manner and
at such times and be accompanied or supplemented by such explanations
as the Authority may from time to time establish.

The Licensee must provide the information requested by the Authority:

1. in a manner and form determined by the Authority; and

il. within such time frames specified in the request or if the time
frame is unspecified in the request within 1 month unless this is
changed by mutual agreement.
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9.2

9.2.1

922

923

The Licensee shall provide unlimited rights of access to the Authority with
respect to data, information or records held by the Licensee or any of its
subsidiary companies, its nominated representative and the engineering
assessors where directed by the Authority for the purposes of, but not
necessarily limited to:

1. performing customer surveys on any aspect of the Licensee’s
performance, activities or operations or any related matters;
ii. planning of the water sector.

The Licensee shall provide data and information for benchmarking
purposes and participate in benchmarking schemes in the format and
manner specified by the Authority and within the timeframes that the
Authority may establish.

Appointment of independent assessors, auditing of operations
and compliance

The Authority has to right to nominate suitably qualified and experienced
independent engineering assessors, to carry out the following
undertakings:

1. report, audit, compile information, provide information, opinion
and execute any other related tasks as required by the Authority to
enable the Authority to execute its functions under the MRA Act;

ii. develop engineering reporting requirements and formats to form
part of the licence;

iil. assessments on the licensed activities, operations and
environmental impacts of the Licensee as required by the
Authority;

1v. ad hoc engineering assignments for the purpose of compiling and
verifying information on the Licensee’s performance;

V. auditing part of the operations of the Licensee’s performance in
respect to the regulated activities in accordance with directions and
guidelines which may be provided by the Authority;

vi. reviewing documentation and assessing compliance to established
licence conditions.

The basis for nomination and selection of independent assessors, their
terms of reference and reporting requirements, guidelines will be
established by the Authority.

The contract of engagement for the independent assessors may include
provisions requiring these assessors, their employees and agents to keep
confidential and not to disclose, except to the Authority or as required by
law, any information which the assessors obtain in the course of preparing
their reports.
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924 The Licensee shall co-operate fully with the assessors to enable them to
prepare their reports, including without limitation, so far as is necessary
for that purpose:

1. subject to reasonable prior notice to the Licensee, giving to the
assessor access at reasonable hours to any relevant plant, assets
and to any premises occupied by the Licensee in relation to the
carrying out of the regulated activities;

il. subject to reasonable prior notice to the Licensee, allowing the
assessors at reasonable hours:

a. to inspect and make photocopies of, and take extracts from,
any books and records of the Licensee maintained in
relation to the licensed business;

b. to carry out inspections, measurements and tests on or in
relation to any such premises, assets or relevant plant;

C. to take on to such premises or on to or in to any relevant
plant such other persons and such equipment as may be
necessary for the purposes of preparing and completing his
reports.

9.2.5 Nothing in clause 9.2.3 shall require the Licensee:

1. to do anything outside its reasonable control or

il. to do or to allow the assessor to do, anything which would
materially disrupt the Licensee’s business (unless it is essential that
that thing be done to enable the assessor to prepare his reports).

9.3 Submission of records and information not specified
elsewhere in the licence

9.3.1 The Licensee shall within 1 month from the date of commencement of
this licence submit to the Authority in the format and manner specified by
the Authority, GIS-based reports and the best available information of
water supply and water quality zones including records of:

1. water quality results over the past 3 year period on a zone basis;

il. annual totals of water supplied in each zone over the past 3 year
period;

iil. monthly water production on a source by source basis (desalination
and groundwater) for the past 3 year period;

iv. water billed in each zone for the last billing cycle.

932 With respect to clause 9.3.1, the Licensee shall submit to the Authority
any other or additional information in the format and manner specified by
the Authority and within the timeframes that the Authority may establish.
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933

9.4

94.1

94.2

9.5

9.5.1

952

953

With respect to clause 9.3.1, the Licensee shall submit to the Authority
detailed explanations the methodology used and any assumptions made in
calculation and submission of the required information.

Performance indicators

For the purposes of this license, the Licensee shall within 1 month from

the date of commencement of this licence, submit to the Authority to form

a basis for discussion with the Authority and eventual approval by the

Authority:

1. a proposed list of key performance indicators that would serve as
measures that reflect the overall performance of the Licensee with
respect to the regulated activities;

ii. a report containing such information as to the proposed
methodologies used for monitoring and assessing the proposed
Key Performance Indicators; and

1il. the methods used and the proposed steps for the purpose of
ascertaining, compiling, verifying, auditing and reporting
performance indicators information.

The Licensee shall within 1 month after the end of each financial year and
starting with the financial year ending 2003, submit to the Authority
information on a range of performance indicators defined in clause 9.4.1.

Asset management plan

Within 18 months from the date of commencement of this licence, the
Authority shall specify detailed information, guidelines, conditions as to
the form, content, timeframes, details for preparation and submission of an
Asset Management Plan by the Licensee.

On the basis of clause 9.5.1, the Licensee shall be required to develop an
asset management plan for all of its assets in order to ensure optimal
arrangements for creating, maintaining, repairing and replacing the
Licensee’s water supply infrastructure for the benefit of its customers.

For the purposes of this license, the Licensee shall submit to the Authority
within 2 months from the date of commencement of this licence, a
proposal for approval by the Authority and specifying detailed timeframes,
tasks, and milestones on how the Licensee intends to submit information
on the following:

1. list of all buildings, plants, and infrastructure assets including full
details which shall fully describe the assets and their role to the
Licensee’s business and details of their:

a. location;
b. size and land take, including details of land ownership,
easements etc;
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954

955

ii.

1il.

1v.

C. age and expected useful service life;

d. condition in terms of quality, capacity and serviceability
criterion;
e. valuation of asset.

list including full details of their age, size, location, land take,
condition and estimated value, of those assets that are not required
in connection with the Licensee’s regulated activities and to
perform the Licensee’s service obligations described in this
licence;

GIS-based inventory of all infrastructure assets including details of
their:

a. location;

b. size and land take including details of land ownership,
easements etc;

C. age, material and expected useful service life;

d. condition in terms of quality, capacity and serviceability
criterion;

e. failure frequencies, repair/maintenance works and
frequencies carried out on each;

f. valuation of asset.

a leakage control plan covering a minimum period of 3 years
including details of:

a. best estimates of leakage levels for each zone over the past
3 year period as a measure by the best available
technology;

b. detailed explanations and justifications of the

methodologies adopted for the best estimates referred in
subclause (a) above;

c. targeted leakage levels for each year over the next 3 year
period with justifications;

d. strategies and management actions to attain target levels;

e. estimates and other information of the expenditure required

to be made or incurred by the Licensee in each year in
relation to the above.

The estimates and information referred above shall show
expenditure to be capitalised and separately expenditure to be
expensed.

The proposal referred to in clause 9.5.3 shall be drawn up such that the
information specified shall be submitted to the Authority within 24
months from the date of commencement of this Licence.

The Licensee shall within 6 months from the date of commencement of
this licence submit to the Authority to form a basis for discussion and
eventual approval by the Authority proposed methods and procedures for

Licensee: Water Services Corporation Page 27 of 32
Date of commencement: 1% January 2003



the purposes of keeping under review, collecting information in respect of,
and carrying out surveys of, the state, condition, capacity and performance
of the assets.

9.6 Emergency response & security plans

9.6.1 The Licensee must within 2 months from the date of commencement of
this licence submit to the Authority for approval and in accordance with
any guidelines specified by the Authority, an emergency response plan
and a security plan which plans shall include:

1. an identification of the hazards and risks and a classification of
incidents which could cause an impact on its regulated activities
and affect its community service obligations with respect to
potable water supply;

il. an identification of key installations, assets and points of
weaknesses with respect to potable water supply obligations;

iii. a detailed plan outlining:

Management Structure;

Operating and communication procedures;

External / Internal Support Systems;

Financial arrangements;

Parallel / alternative systems;

Follow-up action;

Other miscellaneous requirements and procedures;

any other requirements in accordance to guidelines that
may be issued by the Authority.

S0 e Ao o

9.6.2 The purposes of the Emergency Response Plan and Security Plan are to
reduce the risk of such incident and mitigate the impacts on the customers,
community and the environment associated with these incidents.

9.6.3 The Licensee shall establish and maintain methods and procedures for the
purposes of preparing, keeping under review and revising from time to
time the Emergency Response Plan and Security Plan and submit this
documentation for approval to the Authority within 2 months from date of
commencement of this licence.

9.6.4 The Licensee shall within 1 month from approval by the Authority of the
Emergency Response Plan and Security Plan ensure that it has in place at
all times the arrangements specified in these Plans.
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10.

10.1

10.1.1

10.1.2

10.1.3

10.1.4

10.1.5

Accounts and accounting information
Accounting records and statements

The Licensee shall keep proper accounting records in a form which
enables the revenues, costs, assets and liabilities of, or reasonably
attributable to, the respective businesses and activities of the Licensee
described in this section of the licence and other matters mentioned in this
section of this licence to be separately identified, having regard to the
terms of any guidelines notified from time to time by the Authority to the
Licensee.

The Licensee shall ensure a clear separation in every transaction between
the licensed business and an associated company (or between the licensed
business and any other business or activity of the Licensee) such that
neither gives to or receives from the other any cross-subsidy.

The Authority shall within 6 months from the date of commencement of
this licence notify the Licensee with the:

1. requirements, guidelines, form and details for preparation and
submission of accounting statements;

il. requirements, guidelines form and details for any analyses;

iii. guidelines as may be reasonable as to the bases of allocations and
apportionments to be adopted in preparing the analyses.

The Licensee shall comply with the requirements, guidelines, form and
details referred to in clause 10.1.3 as from the financial year starting
October 2003.

The Licensee shall within 1 month from the date of commencement of
this licence submit to the Authority:

1. an itemised list of all services or facilities provided by the
Licensee for which charges are or have been applied and which
are not covered by the Water Supply Regulations, 1948;

il. relevant charges, prices or fees applied for the services or facilities
outlined in clause 10.1.5 i;

1il. report on an aggregated basis for each service or facility outlined
in clause 10.1.5 i the total revenue and costs incurred for providing
each service and facility during the last financial year;

iv. describe the basis of any apportionment or allocation of revenues,
costs, assets and liabilities for each service or facility outlined in
clause 10.1.51;

v. specify the nature of the revenues, costs, assets or liabilities which
have been so apportioned or allocated; and

vi. specify between which business, activity or associated company
the revenues, costs, assets or liabilities have been so apportioned
or allocated.
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10.2

10.2.1

10.2.2

10.2.3

10.2.4

10.2.5

10.2.6

10.2.7

Appointment of financial auditors

Within 9 months from the date of commencement of this licence, the
Licensee shall nominate suitably qualified and experienced independent
financial auditors, which shall be approved by Authority to:

1. report, audit, compile information, provide information, opinion
and execute any other related tasks as required by the Authority to
enable the Authority to execute its functions under the MRA Act;

il. develop financial reporting requirements and formats to form part
of the license.

The basis for nomination and selection of independent financial auditors,
their terms of reference and reporting requirements, guidelines will be
established by the Authority within 4 months from the date of
commencement of this licence.

Until the appointment of the independent financial auditors and for the
purposes of this licence the Licensee shall within 1 month from the date
of commencement of this licence issue a call for expression of interest
from individuals, partnerships, firms etc. and within 2 months from the
date of commencement of this licence nominate suitably qualified
independent financial auditors, which shall be approved by Authority
(such approval may not be unreasonably withheld), to carry out the
following undertakings:

1. ad hoc financial assignments for the purpose of compiling and
verifying information on the Licensee’s performance;

il. auditing part of the operations of the Licensee’s performance in
respect to the regulated activities in accordance with directions and
guidelines which may be provided by the Authority.

Following approval by the Authority of the nominated auditors, the
Licensee shall within 2 weeks enter into written contracts with the
approved auditors for the provision of services outlined in clauses 10.2.1
and 10.2.3.

All costs for the services required to be carried out by the auditors shall be
borne by the Licensee.

The contract of engagement for the independent auditors may include
provisions requiring these auditors, their employees and agents to keep
confidential and not to disclose, except to the Authority or as required by
law, any information which the auditors obtain in the course of preparing
their reports.

The Licensee shall co-operate fully with the auditors to enable them to
prepare their reports, including without limitation, so far as is necessary
for that purpose:
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1. subject to reasonable prior notice to the Licensee, giving to the
auditor access at reasonable hours to any relevant plant, assets and
to any premises occupied by the Licensee in relation to the
carrying out of the regulated activities;

ii. subject to reasonable prior notice to the Licensee, allowing the
auditors at reasonable hours:

a. to inspect and make photocopies of, and take extracts from,
any books and records of the Licensee maintained in
relation to the licensed business;

b. to carry out inspections, measurements and tests on or in
relation to any such premises, assets or relevant plant;
C. to take on to such premises or on to or in to any relevant

plant such other persons and such equipment as may be
necessary for the purposes of preparing and completing his

reports.
10.2.8 Nothing in clause 10.2.6 shall require the Licensee:
1. to do anything outside its reasonable control or
il. to do or to allow the auditor to do, anything which would

materially disrupt the Licensee’s business (unless it is essential that
that thing be done to enable the auditor to prepare his reports).

11. Subsidiary companies of the Water Services
Corporation and/or companies and/or co-operatives
executing part of the regulated activities on behalf of
the Water Services Corporation

11.1 The Licensee shall:

1. in the case of existing subsidiary companies and/or companies and
/or co-operatives assigned to execute part of the regulated activities
on behalf of the Corporation prior to date of commencement of this
licence, within 3 business days from the date of commencement of
this licence and / or;

ii. within 3 business days from establishment of any new subsidiary
company of the Corporation and/or any company and/or co-
operative assigned or nominated to carry out any part of the
regulated activities on behalf of the Corporation, as the case may
be, after the date of commencement of this licence,

procure from its subsidiary companies and/or company and/or co-
operative assigned or nominated to carry out any part of the regulated
activities on behalf of the Licensee, as the case may be, a legally-
enforceable undertaking in favour of the Licensee in a form specified by
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11.2

11.3

11.4

12.

12.1

the Authority and expressed to remain in force as long as the Licensee
retains the licence and the Licensee retains being the holding company of
these subsidiary companies and/or the company and/or co-operative
continues in carrying out any part of the regulated activities on behalf of
the Licensee.

The undertaking referred in clause 11.1 shall provide that:

1. each subsidiary company of Water Services Corporation and/ or
each company and/or each co-operative assigned or nominated to
carry out any part of the regulated activities on behalf of the
Licensee, as the case may be, will give to the Licensee all such
information as may be necessary to enable the Licensee to comply
with the requirements of the conditions of this licence;

il. each subsidiary company of Water Services Corporation and/ or
company and/or co-operative assigned or nominated to carry out
any part of the regulated activities on behalf of the Licensee, as the
case may be, will refrain from any action which would or may
cause the Licensee to breach any of its obligations under the Water
Services Corporation Act or the conditions of this licence.

The Licensee shall within 3 business days from the date of
commencement of this licence or within 3 business days from the
establishment of any new subsidiary company of the Licensee and / or any
company and or any co-operative assigned or nominated to carry out any
part of the regulated activities on behalf of the Licensee, as the case may
be, submit to the Authority the original of the undertaking referred to in
clause 11.1 and provide such certified copies of the undertaking as the
Authority may require.

The Licensee shall immediately inform the Authority in writing, if it
becomes aware that the undertaking referred in has ceased to be legally
enforceable or that there has been any breach of its terms.

Resolution of Disputes

The Licensee shall follow the procedures set up by the MRA Act in order
to resolve disputes in a fair, transparent and timely manner and shall
manner and shall take such steps as required by the Authority.
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