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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards bodies
(ISO member bodies). The work of preparing International Standards is normally carried out through ISO
technical committees. Each member body interested in a subject for which a technical committee has been
established haw right to be represented on that committee. International organizations, governmental and
non-governmen#al gin liaison with ISO, also take part in the work. ISO collaborates closely with the
International Ele@pchnical Commission (IEC) on all matters of electrotechnical standardization.

International Standégare drafted in accordance with the rules given in the ISO/IEC Directives, Part 2.

committees is to prepare International Standards. Draft International Standards
mittees are circulated to the member bodies for voting. Publication as an
pproval by at least 75 % of the member bodies casting a vote.

The main task of techn
adopted by the technical
International Standard requi

Attention is drawn to the possibiffj) that some of the elements of this document may be the subject of patent
rights. ISO shall not be held respon@; for identifying any or all such patent rights.

ISO 24512 was prepared by Techni ommittee ISO/TC 224, Service activities relating to drinking water
supply systems and wastewater systems - Quality criteria of the service and performance indicators.

ISO 24512 is one of a series of standards a’@essing water services. The full series consists of the following
International Standards: s

— IS0 24510, Activities relating to drinking wate@d wastewater services — Guidelines for the assessment
and for the improvement of the service to user. @

— 1S0 24511, Activities relating to drinking Wa@and wastewater services — Guidelines for the
management of wastewater utilities and for the asse@ent of wastewater services

— 1S0 24512, Activities relating to drinking water anOvastewater services — Guidelines for the
management of drinking water utilities and for the assessm@‘ of drinking water services

%
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Introduction
NOTE Words in bold are key terms which are defined in Clause 2.

0.1 Water issues: global context and policies framework

water resources and the Vision of access to drinking water and sanitation for the world’s population. In
2000, the United Nations recognized that access to water is an essential human right, and in conjunction
with national governments, it mbitious goals (the “Millennium Development Goals”) to increase access to
drinking water and wastewa ervices, including safe disposal or reuse of residues (hereinafter jointly
referred to as “water servic particularly in developing countries. International conferences on
sustainable development and w e.g. the World Summit on Sustainable Development in Johannesburg
in September 2002, the third World r Forum in Kyoto in March 2003 and the fourth World Water Forum in
Mexico City in March 2006) have hi ted this issue, and UN agencies (including WHO and UNESCO)
have developed recommendations and ammes to establish a framework in which to advance.

Water constitutes a wor% challenge for the 215t century, both in terms of the management of available
(

The United Nations’ Commission on Sustal(a( e Development (CSD13) has emphasised that governments
(referred to as “relevant authorities” in t nternational Standard) have a primary role in promoting
improved access to safe drinking water and basig sanitation through improved governance at all levels and
appropriate enabling environments and regMeftory frameworks, with the active involvement of all
stakeholders. This process should incorporate _ifidtitutional solutions to make the water sector more
productive and the management of water resource® more sustainable. In this respect, the Ministerial
declarations from the Third and Fourth World Water m recommended that governments endeavour to
reinforce the role of parliaments and local public aut jes, particularly with regard to the provision of
adequate water services, and recognized that an effectiv @Ilaboration with and between these actors is a
key factor for meeting water-related challenges and goals.

Examples of key issues for efficient drinking water and sanitatic@rvices policy frameworks are:
— clear definition of the roles of the different stakeholders; %

— definition of sanitary rules and organization for assessment of comp@e;

— processes to assure consistency between the policies regarding urba velopment and water utility

infrastructure;
— regulation for water withdrawal and wastewater discharge; @
— information to the users and to the communities. &L
0.2 Water utilities: general objectives (p

In addition to public health protection, sound management of the drinking water and wastewater utilities
(hereinafter jointly referred to as “water utilities”) is an essential element of integrated water resources
management. When applied to these utilities, sound management practices will contribute, both
quantitatively and qualitatively, to sustainable development. Sound utility management also contributes to
social cohesion and economic development of the communities served, because the quality and efficiency
of water services have implications for virtually all activities of society.

As water is considered a “social good” and activities related to water services support the three aspects
(economic, social and environmental) of sustainable development: it is logical that the management of
water utilities be transparent to and inclusive of all stakeholders identified in accordance with the local
context.

Vi © IS0 2007 — Al rights reserved
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There is a broad array of types of stakeholders that can play a role in activities related to water services.
Examples of such stakeholders include:

— governments or public agencies (international, national, regional or local) acting with legal or legislative
authority;

— associations of the utilities themselves (e.g. international, regional/multinational and national drinking
water or wastewater associations;

— autonomous bodies seeking to play an overview role (e.g. organizations concerned, such as non-
governmer@erganizations);

— users and aeéciations of water users.
The relationships t{ een stakeholders and water utilities vary around the world. In many countries, there

are bodies that have r nsibility (in whole or in part) for overseeing the activities related to water services,
whether the utilities a blicly or privately owned or operated and whether they are regulated by relevant
authorities or acting in tem of technical self-regulation. Standardization and technical self-regulation are

possible ways of ensuring &Ivement of all stakeholders and meeting the subsidiarity principle.

The aim of water utilities is la§j@ally to offer services to everybody in the area of responsibility of the utility,
and to provide users with a @inuous supply of drinking water and the collection and treatment of
wastewater, under economic andfgial conditions that are acceptable to the users and to the utility. Water
utilities are expected to meet the reduirements of relevant authorities and the expectations specified by the
responsible bodies in conjunction wi e other stakeholders, while ensuring the long-term sustainability of
the service. In a context of scarcity resources, including financial resources, it is advisable that the
investments made in installations be appfQptiate and that necessary attention be paid to proper maintenance
and effective use of the installations. It is ady#sable that water tariffs generally aim at meeting cost-recovery
principles and at promoting efficiency in the of the resources, while striving to maintain affordable basic
access to water services. L

It is advisable that the stakeholders be involve@ both setting service objectives and assessing the
adequacy and efficiency of service. é

0.3 Objectives, content and implementation of@%nternational Standard

The objective of this International Standard is to provide
assessing and improving the service to users, and with gui
with the overarching goals set by the relevant authorities by the international intergovernmental
organizations noted above. This International Standard is int d to facilitate dialogue between the
stakeholders, enabling them to develop a mutual understanding of @functions and tasks that fall within the
scope of water utilities.

relevant stakeholders with guidelines for
for managing water utilities, consistent

The series of standards addressing water services consists of 1ISO 2451(@Nice-oriented), ISO 24511 and
this International Standard (both management-oriented).

ISO 24510 addresses the following topics: &L

— a brief description of the components of the service relating to the users; (p
— core objectives for the service, with respect to users’ needs and expectations;

— guidelines for satisfying users’ needs and expectations;

— assessment criteria for service to users in accordance with the provided guidelines;

— examples of performance indicators linked to the assessment criteria that can be used for assessing
the performance of the service.

© IS0 2007 — Al rights reserved vii
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ISO 24511 and this International Standard address the following topics:

— a brief description of the physical/infrastructural and managerial/institutional components of water
utilities;

— core objectives for water utilities, considered to be globally relevant at the broadest level;
— qguidelines for the management of the water utilities;

— guidelines for the agsessment of the water services with service assessment criteria related to the
objectives, and pe;S\'nance indicators linked to these criteria.

The performance indicz‘ presented in this International Standard, 1ISO 24510 and ISO 24511 are simply
for purposes of iIIustratiorﬁf})ecause assessing the service to users cannot be reduced to a single or
universal set of performance @icators.

The scope formally excludes the | llations inside a user’'s premises. However, attention is drawn to the fact
that the quality of the supplied wagep (or discharged wastewater) can be adversely impacted between the
point-of-delivery (or, in the case of ewater, the point-of-collection), and the point-of-use (or, in case of
wastewater, the point-of-discharge) the installations inside the premises. Some stakeholders, e.g.
relevant authorities, owners, contracto d users, can have a role to play regarding this issue.

Because the organization of water utilitieé;vls within a legal and institutional framework specific to each
country, this International Standard does not p@cribe the respective roles of various stakeholders, nor does
it define required internal organizations for loc egional or national bodies that can be involved in the
provision of water services. In particular, this Intemiational Standard does not interfere with the free choice of
the responsible bodies regarding the general o;éization and the management of their utilities. This
International Standard is applicable to publicly and pri ly owned and operated utilities alike, and does not
favour any particular ownership or operational model. L

The guidelines given in this International Standard, 1ISO 2@ and 1SO 24511 focus on users’ needs and
expectations and on the water services themselves, without osing a means of meeting those needs and
expectations, the aim being to permit the broadest possible use of this International Standard, 1SO 24510 and
ISO 24511 while respecting the cultural, socio-economic, climati alth and legislative characteristics of the
different countries and regions of the world. It should therefore be rstood that, in the short term, it might
not always be possible to meet the expectations of local users. Th n be due to factors such as climate
conditions, resource availability and difficulties relating to the econom stainability of the water services,
particularly regarding financing and the users’ ability to pay for improve s. These conditions can limit the
achievement of some objectives or restrict the implementation of som commendations in developing
countries. However, this International Standard is drafted with such cons @ts in mind and, for example,
allows for differing levels of fixed networks and the need for on-site alternative otwithstanding the need for
flexibility in terms of engineering and hardware, many recommendations in this @rnational Standard, such
as consultation mechanisms, are intended to apply universally. }

In order to assess and improve the service to users and to ensure proper monitorir@ he improvements,
an appropriate number of performance indicators (Pls) or other methods for cheCkjig.compliance with
requirements can be established. The use of Pls is only one of the possible support t for continuous
improvement. Stakeholders can select Pls from the examples given or develop other releva#dt Pls, taking into
account the principles described in this International Standard, ISO 24510 and 1SO 24511. The Pls logically
relate to the objectives for which they are defined through the assessment criteria, and are used to measure
performance. They can also be used to set required or targeted values. This International Standard does not
impose any specific indicator or any minimum value or performance range. It respects the principle of
adaptability to local contexts, facilitating local implementation.

While it is in no way intended that this International Standard, 1SO 24510 and ISO 24511, and more
specifically the performance indicators given as examples, be considered as a prerequisite or condition for
the implementation of a water policy or for the financing of projects or programmes, they can serve to assess
progress towards policy goals and the objectives of financing programmes.
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The objective of this International Standard, 1SO 24510 and I1SO 24511 is not to lay down systems of
specifications supporting direct certification of conformity, but to provide guidelines for the continuous
improvement and for the assessment of the service. Use of this International Standard, 1ISO 24510 and
ISO 24511 is voluntary, in accordance with I1SO rules.

This International Standard, ISO 24510 and ISO 24511 are consistent with the principle of the “plan-do-check-
act” (PDCA) approach: they propose a step-by-step process, from identifying the components and defining the
objectives of the utility to establishing performance indicators, with a loop back to the objectives and to the
management, after having assessed the performances. Figure 1 summarizes the content and application of
this International Standard. Implementation of this International Standard, ISO 24510 and ISO 24511 does not
depend upon g?(tion of the 1ISO 9000 series and/or the 1ISO 14000 series of standards. Nevertheless, this
International Sfapgard, 1SO 24510 and 1SO 24511 are consistent with those management systems
standards. Impleg)tation of an overall ISO 9001 and/or ISO 14001 management system can facilitate the
implementation of @ guidelines contained within this International Standard, 1ISO 24510 and I1SO 24511;
conversely, these guidelipes can help to achieve the technical provisions of 1ISO 9001 and ISO 14001 for
organizations choosin%plement them.

\J

Figure 1 — Content and application of this International Standard
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0.4 Drinking water supply services

When reading this International Standard, it is important to bear in mind that utilities have constructed
infrastructure and facilities that are operated primarily to supply drinking water to users of the service.
Many utilities can supply the users either by direct pipe connection or by other means (e.g. trucks, bottles).
In broad terms, the social objectives of the service are to promote public health and social and economic
development, while protecting the environment.

This International Standard only applies to services to and at the point-of-delivery to the user (which can be
different from the point-of-consumption or use).

The supply of drinking r is considered to be a core activity on which society depends, and it therefore
has a social as well as a p@c welfare role. Supplying drinking water involves the abstraction of water from
the environment and the co ction of infrastructure having a lifetime typically stretching over several

The function of utilities |mrovide drinking water for civil life, urban activities and industrial or other uses.

human generations. This sug that intergenerational equity and regard also need to be a feature of the
assessment of the service. C uently, a water utility, regardless of ownership, is public in nature and
will be subject to public scrutiny a licy.

NOTE Intergenerational equity is a cept which recognizes that current societies or populations should not take
actions or ignore current responsibilities that @Jlt in unfairly shifting economic or social burdens to future generations.

Operationally, under normal conditions, the¢broad objectives of a utility are to supply drinking water on a
continuous basis. Some utilities cannot provi rinking water on a continuous, 24-hours-a-day, 7-days-a-
week basis, nor is there an expectation that t ill be achieved. Often these utilities are those that cannot
deliver safe drinking water. In such cases, a ermittent but scheduled supply would be satisfactory if
quantities supplied are sufficient to meet users’ rea;@able demands.

A

The drinking water needs to be suitable for direct h n consumption in accordance with local potability
requirements, regardless of the other uses made of the er delivered. Efforts need to be made to achieve
that quality at all times. Where that is the general expect , Wwhen potability standards are not maintained
or achieved, a specific warning to users needs to be provide

s
s
YA
%
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Activities relating to drinking water and wastewater services —
Guidelines for the management of drinking water utilities and
for the assessment of drinking water services

3

1 Scope ¢

This International StaSc@i provides guidelines for the management of drinking water utilities and for the
assessment of drinking w@ services.

<

This International Standard i licable to publicly and privately owned and operated water utilities. It does
not favour any particular owner or operating model.

This International Standard addres%(drinking water systems in their entirety and is applicable to systems at
any level of development (e.g. on-sit ;y&s‘tems, distribution networks, treatment facilities).

The following are within the scope of this @rnational Standard:

— the definition of a language common to&@ ent stakeholders;

— the definition of the components of drinking er supply systems;
— guidelines for the management of drinking wate%es;

— guidelines for objectives, service assessment criteri@d related performance indicators, appropriate for
the assessment of drinking water services. @

The following are outside the scope of this International Stanc%
Ve

— target values and thresholds for proposed objectives, @ge assessments criteria and related
performance indicators; @

— matters relating to the design and construction of drinking water sy%;
— matters relating to the management structure of drinking water utiIities;A

— matters relating to the regulation of drinking water services, incIuding@a ement and operational

activities; (p

— matters relating to regulating the content of contracts or subcontracts;

— installations between point-of-delivery and point-of-use.

NOTE 1 This International Standard, 1SO 24510 and I1SO 24511 comprise a series of standards addressing water
services. It is therefore advisable to use these three International Standards in conjunction with each other.

NOTE 2 The list of terms and definitions in Clause 2 is common to this International Standard, ISO 24510 and
ISO 24511.

NOTE 3  Annex A contains three tables of correspondence between equivalent terms in English, French and Spanish.

© 1SO 2007 — Al rights reserved 1



