
Service Performance Measures and Targets1

Measuring performance of the water supply network
For the 2026/27 financial year, the focus is on ensuring existing levels of service are maintained.

Drinking water supply levels of service performance measures and targets

Performance Measure Oversight Agency 2026/27 Target

Water quality compliance: 

The extent to which drinking water supply complies with the Water Services (Drinking Water Standards of New 
Zealand) Regulations 2022, and the following parts of the Drinking Water Quality Assurance Rules: 

a. Compliance with Quality Assurance Rules T3 – Bacterial water quality (4.10.1 T3 Bacterial Rules).

b. Compliance with Quality Assurance Rules T3 – Protozoal water quality (4.10.2 T3 Protozoal Rules).

c. Compliance with Quality Assurance Rules D3 – Microbiological water quality (4.11.5 D3.29 Microbiological
Monitoring Rule).

Department of Internal 
Affairs

100%

The yearly average level of fluoride leaving each water treatment plant is within Ministry of Health guidelines (0.7-
1.0 mg/L) at least 95% of the time.

Ministry of Health 
(Voluntary)

Achieved at all 
plants

Consumption and supply:

The percentage of real water loss from the networked reticulation system (including description of the 
methodology used to calculate the loss).

Department of Internal 
Affairs

≤36%

The average consumption of drinking water per day per resident within the district. Department of Internal 
Affairs

≤375 l/res/d

Customer satisfaction:

The total combined number of complaints received by Tiaki Wai per 1,000 connections to the networked 
reticulation system about:

a. drinking water clarity

b. drinking water taste

c. drinking water odour

d. drinking water pressure or flow

e. continuity of supply

f. Tiaki Wai response to any of these issues

Department of Internal 
Affairs

Fewer than 24 
complaints per 1000 
customers
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Performance Measure Oversight Agency 2026/27 Target

Response times:

Where Tiaki Wai attends a call-out in response to a fault or unplanned interruption to its networked reticulation 
system, the following median response times measured: 

Department of Internal 
Affairs

a. ≤90 minutes

b. ≤5 hours

c. ≤72 hours

d. ≤11 days

a. attendance for urgent callouts: from the time Tiaki Wai receives notification to the time service personnel reach
the site

b. resolution of urgent callouts: from the time Tiaki Wai receives notification to the time service personnel confirm
resolution of the fault or interruption

c. attendance for non-urgent callouts: from the time Tiaki Wai receives notification to the time service personnel
reach the site

d. resolution of non-urgent callouts: from the time that Tiaki Wai receives notification to the time that service
personnel confirm resolution of the fault or interruption.

Public health:

Number of waterborne disease outbreaks Internal measure 0

System adequacy:

Number of events in the bulk water supply preventing the continuous supply of drinking water to consumers Internal measure 0

Sufficient water is available to meet normal demand except in a drought with a severity of greater than or equal to 1 
in 50 years

Internal measure Achieved

Water Services Authority - Taumata Arowai regulatory reporting requirements:

All relevant reporting requirements in the Drinking Water Quality Assurance Rules (DWQAR) and network 
environmental performance measures made under the Water Services Act 2021 are satisfied.

Internal measure Achieved
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Performance Measure Oversight Agency 2026/27 Target

Consent compliance:

Compliance with resource consents held by Tiaki Wai for discharge from the sewerage system measured by the 
number of:

a. abatement notices

b. infringement notices

c. enforcement orders

d. convictions; received by Tiaki Wai in relation to those consents.

Department of Internal 
Affairs

a. ≤ 6

b. ≤ 8

c. 0

d. 0

System performance:

Number of dry-weather sewage overflows from the sewerage system, expressed per 1,000 sewerage connections. Department of Internal 
Affairs

≤7/1000

Customer satisfaction:

The total combined number of complaints received (per 1000 connections) by the territorial authority about:

a. sewage colour

b. sewerage system faults

c. sewerage blockages

d. response to issues with the sewerage system.

Department of Internal 
Affairs

Fewer than 30 
complaints per 1000 
customers

Response times:

Where Tiaki Wai attends to sewerage overflows resulting from a blockage or other fault in the sewerage system, the 
following median response times measured:

a. attendance time: from the time Tiaki Wai receives notification to the time service personnel reach the site

b. resolution time: from the time Tiaki Wai receives notification to the time service personnel confirm resolution.

Department of Internal 
Affairs

a. ≤90 minutes

b. ≤8 hours

Measuring performance of the wastewater network
For the 2026/27 financial year, the focus is on ensuring existing levels of service are maintained.

Wastewater levels of service performance measures and targets
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Performance Measure Oversight Agency 2026/27 Target

Consent compliance:

Compliance with resource consents for discharge from its stormwater system measured by the number of:

a. abatement notices

b. infringement notices

c. enforcement orders

d. convictions; received by Tiaki Wai in relation to those consents.

Department of Internal 
Affairs

a. ≤ 1

b. ≤ 2

c. 0

d. 0

Customer satisfaction:

Number of complaints received about the performance of the stormwater system per 1000 properties connected to 
the stormwater system

Department of Internal 
Affairs

Fewer than 20 per 
1000

Response times:

The median response time to attend a flooding event1, measured from the time that Tiaki Wai receives notification 
to the time that service personnel reach the site.

Department of Internal 
Affairs

≤90 minutes

System adequacy:

System adequacy measured by:

a. the number of flooding events that occur in the region.

b. for each flooding event, the number of habitable floors affected expressed per 1000 properties connected to the
stormwater system.

Department of Internal 
Affairs

a. ≤2

b. ≤0.57/1000

1 A flood event is defined as the inundation of normally dry land by water, typically triggered by extreme, prolonged rainfall, severe coastal storms, or flash flooding. 

Measuring performance of the stormwater network
For the 2026/27 financial year, the focus is on ensuring existing levels of service are maintained.

Stormwater levels of service performance measures and targets




