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“We endeavour to achieve the sustainability of electricity and water
services at the lowest cost and highest quality for customers by aligning
strategies with QNV 2030 and QNDS 2011 - 2016”"

Dr. Mohammed bin Saleh Al-Sada
Minister of Energy & Industry







“‘We in KAHRAMAA are proud of our achievements during the previous years
and in year 2013 as well. We look confidently into the future placing the
customer at the heart of our decision making. Our endeavour is to
achieve the sustainable development for better
living to the people of Qatar”

Eng. Essa bin Hilal Al-Kuwari
KAHRAMAA President
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1.

Introduction

Kahramaa is moving towards a strategic framework through establishing the
business processes of annual planning and performance management. This
is to align all business and support units with common corporate objectives
that are aligned to QNV 2030 aspirations and QNDS directions. These
process, initiated in 2004, were further enhanced starting in 2013 through
Kahramaa Strategic Management System Enhancement project to be at par
international best practices. To ensure that relevantworld’s best practices are
adopted in Kahramaa, Ernst & Young Consultancy Cp. WLL is engaged as
the implementation consultant for approximately 3 years.

Kahramaa is proud of its continuous performance improvements that are
measured through Key Performance Indicators (KPIs). Selected KPIs are
presented in this report along with the progress of Kahramaa major strategic
projects. Despite the noticeable growth in both electricity and water custom-
ers, there was no negative impact on the continuity of supply or the services
efficiency in general.

Every year, Kahramaa management chooses a theme for its business
planning activities. The Planning Forum theme in 2013 was “Strategic Trans-
formation” Inline with the on-going Strategic Management System Enhance-
ment project and to get every employee involved in this major transformation.
This theme may continue for the next 3 to 5 years. Various enterprise-wide
transformations are necessary to bring Kahramaa to a level of maturity in
many key aspects, among them are its strategic planning and performance
management cycles, project management policies and processes, asset
management and many other areas. As key input to its transformation
process, Kahramma consulted with key partners and other external stake-
holders such as QP, Ashghal, QNSF, MoDPS, MoE, MoH, etc. so that their
expectations are managed.

On the other hand, it's worth mentioning that in 2013, Tarsheed campaign,
that was initiated to spread the awareness about energy and water conserva-
tion, has made a remarkable achievement by reducing the electricity and
water per capita consumption by 11% and 4% respectively compared to
2012,




2.

Kahrama Overview

Corporate Statement

2.1 Kahramaa Core area of Business

Kahramaa buys, distributes and sells electricity and water as
follows:

Formulate Power & Water Purchase Agreements (PWPA) and
provide necessary technical and corporate support for
Establishment of Generation & Desalination ventures.

Own, Construct and Operate Electricity & Water Transmission
and Distribution Networks in  the State of Qatar.
Set-up plans and programs for development of Electricity &
Water Transmission and Distribution Networks.

Lay out Regulations, Standards and Codes of Practices for
Electricity & Water supplies to Buildings and Facilities.
Provide Consultancy Services related to its Activities and
Operations.

2.2 Mission & Vision
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As part of its transformation program, Kahramaa has newly
approved corporate mission and vision statements:

Mission:
Providing High Quality and Sustainable Electricity and Water for
Better Living in Qatar

Vision:

By 2030 our people, assets, systems and processes will set a
global benchmark for performance, technological innovation,
environmental sustainability and social responsibility in electricity &
water Sector




2.3 Corporate Objectives

Excel at Customer Services

Provide High Quality Water and Electricity

Increase Social Advocacy and Environmental Compliance
Promote Regulatory changes in the Energy, Water and District
Cooling Markets

Strengthen Financial Performance

Improve Corporate Governance and Risk Management
Enhance Processes and Systems

Optimize Asset Performance

Ensure a Safe and Healthy Working Environment

Attract, Develop and Retain a High-Performing Workforce
and Support Qatarisation

2.4 Corporate Culture and Values

Customer Centricity : Placing the customer at the heart of decision
making to ensure a relentless focus on the customer’s needs
Performance and Responsiveness: High standards of efficiency and
effectiveness to meet the needs of KAHRAMAA and its stake holders
Team work : Working with colleagues in an open, collaborative and
trusting way to deliver Corporate Objectives

Transparency : Undertaking business activities in an open and transpar-
ent manner that fosters trust

Loyalty : Remaining faithful to KAHRAMAA, supporting its objectives,
and being proud of its achievements




3. Quick Facts

3.1 Electricity

Description 2012 2013 Growth (%)
Peak Demand (MW) 6,090 6,000 -1.5%
Generation (GWh) 34,788 34,668 -0.3%
No. of Customers 288,903 293,604 1.6%
3.2 Water
Description 2012 2013 Growth (%)
Peak Demand (Mm3/D) 1.30 1.38 6.3%
Production (Mm3)/ year 437 465 6.4%

No. of Customers 241,204 242 552 0.6%




4. Strategic Projects

The water and electricity sectors are expected to gain from investments that
Kahramaa has planned for the next few years. As at end of 2013, Kahramaa
completed 5.2 B'QR worth of capital expenditure projects all of which are
aligned with the objectives of Qatar’s National Development Strategy.

Kahramaa initiatives include smart grid, renewable energy, and sustainable
energy production. Establishment of end-to-end Advanced Metering Infrastruc-
ture (AMI) across the whole state of Qatar to automatically obtain meter
readings remotely via two way radio communication signals will be the first step
toward smart grid. This will enable real-time monitoring and analysis of consump-
tion patterns for various types of consumers which has many applications includ-
ing tariff development.

In terms of renewable energy, Kahramaa plans to produce 200MW solar power
by 2020, which will be about 2% of installed capacity this capacity will be
increased depending on the progress of some other opportunities under investi-
gation. Other productiontechnologies that are being considered are the feasibil-
ity study of Qatar Nuclear Power Plant and adopting reverse osmosis (RO) water
production technology that requires much lesser energy than thermal desalina-
tion. First large scale plant in Qatar is expected to be part of Facility D project.

The following are the major Kahramaa projects that contribute extensively to
Kahramaa corporate objectives and Qatar National Vision 2030.

4.1 Additional Capacity Implementation

Power and Water Purchase Agreement (PWPA) amendment
was signed for term extension with RAFASAT for 2015-2016
with an option for further 4-year extension.

Water Purchase Agreement (WPA) was signed with QEWC for
additional capacity of 36 MIGD by mid of 2015.




4.2 Regional Interconnection Project

The GCC interconnection network is currently being used to exchange
power during emergency situations. The work is in progress towards
promoting economic trading and establishing a power exchange market.

Studies are in an advanced stage to establish an Arab electricity intercon-
nection with the aims to expand interconnection with the rest of the Middle
East and beyond.

As a long term water strategy, GCC member countries are exploring the
feasibility of interconnection of water networks in order to enhance
security and availability of potable water in the GCC region.

4.3 Water Mega Storage Reservoirs

This project aims to increase availability of stored potable water for Qatar
from 3 days to 3 weeks or more under controlled use, in case of a water
network failure or water production stoppage. This will be achieved by
constructing a number of huge reservoirs with a capacity of 2,628 million
gallons. The project is expected to be completed by the end of first
quarter of 2017.

4.4

Kahramaa Strategic Management System Enhancement

In line with continuous improvement effort s and alignment with QNV 2030
and NDS 2011-2016, Kahramaa has started consultancy services for 3
years to enhance the corporate strategic planning and governance
systems with an aim to transforming itself into a world-class utility. The
project is progressing as per the plan.

4.5 Kahramaa Awareness Park

The park aims to become a model centre for disseminating information
and increasing awareness of the importance of electricity and water
conservation. The park is expected to open doors for visitors in 2014 in
Thumama area as an entertainment educational centre for different age
groups.

This project achieved 5-star QSAS Commercial Design Certification for
meeting all technical requirements
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5. Kahramaa Network Coverage

5.1 Electricity Network

The map below shows the water network coverage in Qatar including the
future proposed extensions. The network covers 100% of the customers.




5. Kahramaa Network Coverage

5.2 Water Network

Kahramaa seeks high customer satisfaction by supplying customers
directly through the pipes of the water network instead of through tankers.
In 2013, the water network coverage reached 99.67% as depicted in the
map below.

Rest 0.33% of water customer demand is met through tankers. Kahramaa is
planning to expand its water network to cover all the customers and use of
water tankers will be phased out completely.

’ Figure 2: Electricity Network Coverage




6. Kahramaa Operational
Performance for 2013

6.1 Electricity

6.1.1 Electricity Supply

In 2013, Kahramaa managed to maintain generation reserve
margin of 30% during peak load, as depicted in the Electricity
Supply and Demand Balance chart below.

Actual peak demand recorded was 6,000 MW occurring in July,
a decrease of 1.5% from last year’s peak demand.
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Figure 3: Supply and Demand Balance of Electricity

6.1.2 Electricity Generation Reliability

During 2013, Kahramaa continued with an average Electricity
Generation Reliability of 99%.
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Figure 4: Electricity Generation Reliability

Figure 4 illustrates the reliability and sufficiency of Electricity Generation infrastructure of
independent Power producers that are the source of Electrical Energy for Kahramaa.

6.1.3 Electricity Network Reliability and Efficiency

6.1.3.1 System Minutes Lost (SML)

SML is an index that measures the severity of each system distur-
bance relative to the size of the system.

Figure 5 below shows a huge jump in the month of September due to
one incident with one of the bulk customers. Due to this single
incident the System Minutes Lost (SML) jumped to 7.12 minutes
which is still not severely dangerous noting that the international
performance standard is 5 minutes.
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Figure 5: System Minutes Lost (SML)




6.1.3.2 System Average Interruption Duration Index
(SAIDI)

SAIDI is a reliability indicator that indicates average outage

duration for each customer served.

With SAIDI as 39.45 minutes, Kahramaa's distribution
network maintained high reliability comparing with the

target.
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Figure 6: System Average Interruption Duration Index (SAIDI)

6.1.3.3 The System Average Interruption Frequency

Index (SAIFI)

SAIFlis the average number of power interruptions for each
customer during the time period (year).

To measure achievement of efficient supply and customer
satisfaction, Kahramaa maintained 0.28 average number of
interruptions (SAIFI) per customer which is significantly
below the benchmark target and 2012’s level.

Target for 2013=0.40

Target2013  emgigm 2013 (Cummulative)

5 035 0.34
5
% 030 ——0:28—
3 xn/A 0.28
T o025 26
g /
2z 0.22
2 o020 G20
H kn/ru{‘
< o1 5
i /rn{
g o010 010"
g 2
< /xn{‘

0.05 05

03
0.00 o ! ! ! ! ! ! I I I !
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 2012 2013

Figure 7: System Average Interruption Frequency Index (SAIF))




6.2 Water

6.2.1 Water supply

In 2013, the maximum demand recorded was 1.38 Mm3/day,
registering an increase of 6.3% from 2012. Again, Kahramaa met
its supply obligations and maintained a reserve margin of more
than 8.2% as depicted in the chart below.

The Supply and Demand Balance for Water shows the reserve
margin of water during the occurrence of maximum average
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6.2.2  Water Strategic Reserve and Storage

In terms of stored water supply, Kahramaa IWPP total water
resenvoir capacities reached 3.24 days of water storage with an
improvement compared to previous year.

The Water Strategic Reserve and Storage chart below illustrates
the number of days of available stored water supply to meet
demand in case of water production stoppage.

As part of its national obligations to secure water supplies,
Kahramaa continually endeavors to ensure that Qatar has
sufficient water reserve at all times by maintaining sufficient
reservoir capacities and expanding storage capacities as

needed.
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Figure 9: Water Strategic Reserve & Storage

IWPP: Independent Water and Power production

6.2.3  Number of Pipe Breaks per 100 Kilometers

This KPI measures the number of pipe breaks per 100 km of water
distribution network pipes laid. Kahramaa's performance was
excellentwith 6.13 breaks per 100 km compared to the plan and
1o the previous year’s performance of 10.20 breaks.
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Figure 10: Pipe Breaks

Water Losses (Non- Revenue Water)

Kahramaa is using the International Water Association’s (IWA)
framework for developing the Water Balance. This includes
Non-Revenue Water (NRW) as one of the components. In this
model NRW is measured by subtracting Authorized Consumption
from the total System Input Volume. Non-revenue water includes
real losses due to network leaks, pipe breaks, evaporation from
reservoirs, spillage at tanker filling stations, while apparent losses
are mostly due to metering and consumption data collection
problems.

Kahramaa is planning to reduce the NRW to 10% by 2017. The
current NRW is 20.4%
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Figure 11: Water Losses - Non-Revenue Water (NRW)




6.3 Customer Services Improvements

Kahramaa has introduced many customer service improvements in order to
enhance the customer experience in interfacing and interacting with
Kahramaa services and facilities such as the Call Center and Kahramaa
e-services.

6.3.1 Handled Call Rate

The Call Center acts as an interface between Kahramaa and its
customers. It handles all the complaints, requirements and needs
of the customers such as faults and complaints reporting,
emergency callouts, connection services and all billing enquiries.

In 2013, Kahramaa's performance in terms of percentage of
handled call rate was high and achieved 95% of answered calls
meeting the set target.
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Figure 12: Percentage of Handled Call rate
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6.3.3 Customer Service Department (CSD) office
collections

For the convenience of the customers, Kahramaa has offered
many e-services. Bill payments could be made using ATM of
QNB, Kahramaa website, and Ooredoo customer service
kiosks available in different parts of the country.

The collections in CSD offices have been reduced from 53% in
2012 t0 24% in 2013 as shown in the chart below.
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Figure 14: Collections at CSD offices
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6.4 HSE Compliance
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The Water Quality Compliance indicator represents the percentage compli-
ance of samples collected from all points of the water supply system from
desalination plants until customer connection points and which are
subjected to bacteriological, chemical, and physical tests.

The overall water quality compliance percentage reported for the year 2013
was 98%, representing an excellent & safe water quality

characteristics.
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Figure 15: Overall Water Quality Compliance




6.5 Electricity and Water Conservation (Tarsheed Campaign)

Per Capita Consumption of electricity and water per day is one of the indica-
tors that shows the effectiveness of Tarsheed campaign
on customer behaviour (consumption trends).

The chart below shows that in 2013, Tarsheed had successfully reduced

the Electricity and Water Per Capita consumption by 11% and 4% respec-
tively compared to last year performing better than the targets.
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Figure 16: Electricity Per Capita Per Day
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Figure 17: Water Per Capita Per Day
Tarsheed is an initiative that has created an awareness and developed
methods to use technologies of energy efficiency and renewable energy
in Qatar. It aims at promoting efficiency in consumption of electricity and
water, and thus, reducing electricity and water per capita consumption
by 20% and 35%, respectively, by end of 2016.
This impacts the national economy as it saves resources & natural gas
and also it decreases carbon emissions which contributes to achieving
sustainable development as per QNV 2030.
%
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6.6 Qatarisation

Kahramaa is aiming to maximize the employment of Qatari Nationals.
Qatarisation indicator shows the percentage of positions occupied by
Qatari employees. At end of 2013, Kahramaa achieved Qatarisation of
36.7% of the total number of employees.

50% -

Target for 2013=37.0%

40%

30%

” 9
34% 34% F15 2 23

20%

10% -

1Q2013 2Q 2013 3Q 2013 4Q 2013 2012 2013

Em Qatarization Target 2013

Figure 18: Qatarisation Percentage




6.7 Quality Improvement

By end of 2013, 40% of Kahramaa departments successfully
achieved Quality Management Systems ISO certification
compared with 24% in 2012.

70% - 64% 64%

60%
o 50% 4%
2
£ %
3 o 36 36% -

A

2 32% o 4
§ 209 32% <+
E 30% 24%
H
g
&
2 20% 40%
o
S

10%

0% =

1Q'13 2Q'13 3Q'13 4Q'13 2012 2013

BN Actual % of Dept’s Certified- Overall (Cumulative) === Actual % of Dept's Certified- Overall (Cumulative) Plan % of Dept's Certified- Overall (Cumulative)

Figure 19: Percentage of ISO Certified Departments

On the bigger picture, Kahramaa has a plan to get all its departments ISO
certified by end of 2015.
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