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€ Number of people supplied: 3.7/ billion

@ Turnover: EUR 600 million
€ Number of employees: 5,275

€ Number of contracting partners: 1,1 50 towns and villages

‘ Number of industrial contracts: more than 40
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Drinking water and wastewater

DRINKING WATER

Quantity of water produced

(thousands of m?3) 269,254
Length of operated water supply 21213
networks (km)

Number of operated water treatment plants 163

@ The Veolia Voda Group’s companies
produce and supply drinking water for 3.7
million people in the Czech Republic, and
also drain and treat wastewater. In 2012,
they produced 269 million m* of drinking
water and treated 326 million m® of was-
tewater.

@ n addition to pursuing this core busi-
ness, the Veolia Voda Group’s companies
provide services to external customers, for
example the detection of hidden faults,
surveys and measurements in the sewe-
rage system, laboratory analyses, drinking
water and sewerage connections, rodent
control in sewerage systems, etc.

@ Service quality is also guaranteed by an
integrated management system certified
under 1SO 9001, ISO 14001, and OHSAS
18001.

@ The Group’s companies systematically
reduce the energy intensity of the opera-
tion of their water management infra-
structures. Major examples of the optimi-
sation measures include those to reduce
water loses in water mains, which help
to continuously decrease the volume of
losses and, in turn, reduce electricity con-
sumption for drinking water production
and distribution.
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WASTEWATER TREATMENT

Quantity of treated
wastewater (thousands of m?) 326,835

Length of operated

12,199

sewerage systems (km)
Number of operated WWTP

@ The international company Veolia
Water also has the knowledge about the
water treatment and purification techno-
logies that significantly help to mitigate
the impact of various processes on the
environment. In the Czech Republic, Veo-
lia Water System Memsep (VWS Memsep)
supplies these technologies to municipa-
lities and industrial partners. Please visit
http://www.memsep.cz for more detailed
information.




Customers

customers

504,753

Nb. of water meters

for billing
562,268

Veolia Voda, as customer oriented company, strives for high quality of
supplied services and customer satisfaction.

@ The company wants to deliver a uni-
form standard of telephone services to its
customers which was supported in 2012
by the transition of the Vodohospodarska
spolecnost Sokolov subsidiary to the use of
a shared call centre.

@ The experience of customers using ser-
vices of customer centres has been enhan-
ced by the introduction of a reservation
system, which enables customers to book
the exact date of a meeting online. The
reservation system was extended in 2011
and currently it is also possible to make an
appointment at the technical department.

@ We offer our clients fast and efficient
communication via Internet and mobile
phone:

» Distribution of electronic invoices in the
PDF format;

» Setting up a personal customer account
on the company’s website with an offer
of active forms;

> Distribution of free short text messages
concerning accidents in the water or
sewerage system or planned outages in
the water supply, and other information.
The service is also adapted to blind
citizens who receive voice messages;

> E-mailingin the form of a newsletter and
customer magazine;

> Access to the customer account through
a new application for smart phones
running iOS or Android OS called Moje
Voda s (My Water "us).

@ The new application for all consumers
called Moje Voda (My Water) provides all
users with an overview of water supply in-
terruptions in maps and basic information
on water quality parameters, a household
water consumption calculator and calcula-
tor of water carbon footprint.

@ In addition to standard payment chan-
nels, such as transfer payment, direct de-
bit, postal order or cash payments in cus-
tomer centres, our customers can also use

Nb. of customer centres
and contact points

39

Nb. of calls served by the
customer service line

247,679

the service of invoice payments via SAZKA
terminals and newly also via OR code.

@ New services intended primarily for
corporate customers include Smart Mete-
ring, a technology supporting automated
remote readings of municipal meters and
automatic transmission of the information
to the end customer.

@ The continuous improvement of servi-
ces was also reflected in the high level of
customer satisfaction identified in a perio-
dical survey, conducted in September and
October 2012 by IBRS agency. More than
93.6 % of 3,700 respondents answered
that they were satisfied with the services
provided.

Overall satisfaction
with provided services

@ Very satisfied - 35.3%
@ Rather satisfied - 58.3%

@ Rather dissatisfied - 5.9%
Very dissatisfied - 0.5%



@ The Veolia Voda Group had 5,275
employees at the end of 2012. In compa-
rison with 2011, the number decreased by
only 9 employees. The priorities in HR ma-
nagement traditionally include good co-
operation with trade unions: every year, Ve-
olia Voda enters into so-called Higher-level
Collective Agreement with the Trade Union
of Workers in the Woodworking Industry,
Forestry and Water Management.

@ The Veolia Voda Group focuses on im-
proving its employees’ skills and on their
long term training. The complex education

Employees

and training is provided by the Group’s own
organisation, Institute of Environmental
Services (IES). Between its establishment in
2002 and the end of 2012, the total num-
ber of participants in educational and trai-
ning events provided by IES was more than
80,000. IES is active in the Czech Republic,
in Slovakia and with some products and
educational events also in other European
countries. The institute has 12 in-house
employees and some 200 lecturers. Its 2012
turnover amounted to CZK 32.9 million.

Number of participants in
educational training
Number of training hours 125,412

@ In human resources management, the
Group also places emphasis on occupational

Customers and general public

@ The VeoliaVoda Group’s companies have
been building good relationships with the
public and customers for many years. In
2012, the companies provided support
for a number of sports, cultural and cha-
ritable events. Veolia Voda is a partner of
the Czech Athletic Federation and project
supporting scientific and engineering pro-
fessionals called Ceska hlava.

@ In its communication with consumers,
Veolia Voda focuses on promoting tap wa-
ter. The successful “Fresh Tap Water? Just
Ask!” project for restaurants continued in

2012. More than 650 catering businesses
have joined the project. The project is sup-
ported by websites www.kohoutkova.cz
and Facebook. In 2010, the project received
an award from the Montréal-based Inter-
national Water Association (IWA), and in
2011 it was placed second in the Responsi-
ble Product and Marketing category of the
TOP RESPONSIBLE FIRM competition.

@ Educational activities, which the Ve-
olia Voda Group companies pursue on a
long-term basis, mainly focus on primary
school pupils. In 2012, the distribution of

Nb. of
employees:

5275
men: 3 897
women: 1 378

safety. In addition to mandatory courses, all
employees also take first aid courses. Par-
ticipants of this course have already saved
four human lives. The Group has its own
Work Safety Code and also top management
monitors whether the rules of the Code are
followed. In 2012, the companies started to
report so called near-misses, which also sig-
nificantly reduces the risk of work accidents.

didactic tools continued — Water Boxes
called Secrets of Water for water expe-
riments and learning worksheets with a
DVD on the water cycle in the water indu-
stry. For high school students we prepared
a competition | love tap water, where the
students were supposed to create a short
video about their relationship to tap wa-
ter. The Water Guards’ Club, which brings
together children aged 6 to 16, continued
its activities in its 13th year; see more at
www.odnistrazci.cz. Currently, it has more
than 500 young members.
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Caring for the Environment and Communit

Veolia Foundation

@ In the welfare, environmental and edu-
cational fields, the Veolia Voda Group con-
centrates mainly on pursuing its concept
of corporate social responsibility through
the Veolia Foundation.

@ The Veolia Foundation encourages vo-
lunteering, both through its own grant-
funded projects and the organisation of
corporate volunteering days, and through
support for the activities of other non-pro-
fit organisations that rely on volun-teering.
Aftertherestoration of the biggest volunte-
ering portal Dobrovolnik.cz in 2011, Veolia
Foundation contributed to the establish-
ment of a new database of opportunities
for volunteers.

@ The Foundation’s primary and key pro-
ject is VEOLIA MiNiGRANTS, which gives
the Veolia Voda Group employees an op-
portunity to obtain financial backing for
public benefit projects in which they are
personally involved. Over the five annual
editions of MiNiGRANTS, the Veolia Foun-
dation has supported about 425 projects
totalling more than CZK 11 million.

@ other projects:

Water for Africa — thanks to the sale of
crystal glass carafes with an African motif,
funds are raised for constructing and re-
pairing water wells for villages and schools
in Ethiopia. During the 3 first years of the
project the proceeds from the sale amoun-

Biodiversity protection

@ Using its own technological know-how,
Veolia Voda seeks to minimise the impact
of its activities on the environment; in par-

ticular, it strives for the protection of
waterways and their biodiver-
sity.

@ in co-operation with
world-renowned angler
Jakub Vagner, a project
called The Trout Way
was launched in 2011
with a view to saving

the populations of trout

in our waters. Every year some 2.5 tonnes
of fish are released. In 2011 and 2012, the
releasing took place on the River Stfela in
the Pilsen region. The fish come from na-
tural lakes; therefore they are hardier and
have a better chance of survival. Over the
five years for which this project is planned,
Veolia Voda will invest CZK 10 million in
support of fish.

@ We also support a project called Natu-
re Returns to Schools, a series of lectures
with Jakub Vagner for primary and secon-

ted to CZK 1,200,000. The African water
projects are carried out by the Czech orga-
nization People in Need.

Clean Up the World! is an international
campaign, in which groups of volunteers
around the world are organized to clean
up illegal dumps, parks, paths, forests, river
banks, etc., for four years. In the Czech Re-
public, Clean Up the World has been held
twice a year (in spring and autumn) since
1993 and attracts 8,000 volunteers per
year. Veolia Foundation is the general part-
ner of the campaign and its coordinator in
the Czech Republic is the Czech Union for
Nature Conservation.

dary schools in the Czech Republic, focu-
sed on the environment, agriculture, and
fisheries.

@ Since 2011, Veolia Voda has been coo-
perating with The Czech Union for Nature
Conservation with a view to enhance bio-
diversity within the operated installations.
On the basis of experts’ recommendations,
nesting boxes and insect shelters are be-
ing installed at selected facilities, and the
maintenance of facilities and their premi-
ses is being adjusted in favour of biodiver-
sity.



@ in the field of electricity generati-
on, the Veolia Voda Group concentrates
on reducing electricity consumption in
the operation of its installations and
increasing electricity generation from
renewable energy sources. Successful
examples of energy self-sufficiency in
the Czech Republic include the Central
Wastewater Treatment Plant in Prague,
which, following the adoption of a num-
ber of measures, has achieved a self-suf-
ficiency of 79% in electricity demand,
and the Plzen Wastewater Treatment
Plant with a self-sufficiency of 85%.

@ \Veolia Voda places an emphasis on
the maximum use of energy from rene-
wable energy sources. In 2012, it produ-
ced more than 56 GWh of electricity from
biogas. For its own needs it produced
more than 0.9 GWh of heat from biogas.
Furthermore, small hydroelectric power
stations generated some 13.8 GWh of
electricity.

@ Veolia Voda is a socially responsible
company and therefore also focuses on
the overall evaluation of its operations,
for example, using a modern tool based
on the carbon footprint and LCA analy-
sis. In respect of reducing CO2 emissions,
the adoption of measures for reducing
the consumption of electricity, which ac-
counts for 60 to 80 % of the company’s
total emissions, is crucial. At the global
level, Veolia Water has means for the
comprehensive assessment of all sup-
plied technologies, which is based on the
carbon footprint method and, newly, also
on the so called water footprint. We offer
the analysis and following recommenda-
tions also to our external clients.

@ The Veolia Voda Group annually eva-
luates its operations using an internal
tool, Ec’Eau. On the basis of the results
of the analysis made from 2010 to 2012,
certain measures have been adopted in
the processes of some of the operated fa-
cilities, and, for example, GPS monitoring
was put in place for the vehicle fleets of
two regional companies. This monitoring
has had a favourable effect in terms of
lower fuel consumption.

@ The Veolia Voda Group uses the LCA
(Life Cycle Assessment) methodology as a
holistic view of the environmental impacts
of its operations, for comparing various
technological alternatives for deployment
in capital construction in water manage-
ment. The studies are processed by internal
experts in cooperation with the Institute of
Environmental Chemistry, VSCHT (Institute
of Chemical Technology Prague).

@ Veolia Water builds its professional
excellence on its own technologies and
innovations. To support innovations pro-
posed by employees, the IDEO project
was developed. Since its launch in the
Czech Republic in 2010, nine employees
have been judged successful with their
proposals by an expert jury. Their pro-
jects have helped to improve working
procedures in particular in operations,
and annual savings amount to millions
of Czech crowns.




Prazské vodovody a kanalizace
Pafizska 11,110 00 Prague 1
Customer service line: 840 111 112
E-mail: info@pvk.cz

www.pvk.cz

Severoceské vodovody a kanalizace
Pritkovska 1689, 415 50 Teplice
Customer service line: 840111111
E-mail: scvk@scvk.cz

www.scvk.cz

VODARNA PLZEN

Malostranska 2, 317 68 Pilsen
Customer service line: 377 413 222
E-mail: mail@vodarna.cz
www.yvodarna.cz

MORAVSKA VODARENSKA

Tovarni 41, 772 11 Olomouc
Customer service line: 840 668 668
E-mail: smv@smv.cz

WWW.SMV.CZ

VEOLIA VODA CESKA REPUBLIKA
Parizska 11,110 00 Prague 1
Tel.: 222 321 648

E-mail: veolia@veoliavoda.cz
www.yeoliavoda.cz
www.kohoutkova.cz

Kralovéhradecka provozni

Vita Nejedlého 893, 500 03 Hradec Kralové
Customer service line: 8411112 13

E-mail: khp@khp.cz

www.khp.cz

Stiedoceské vodarny

U Vodojemu 3085, 272 80 Kladno
Customer service line: 840 121 121
E-mail: info@svas.cz

WWW.SVas.cz

1.S¢v

Ke Kablu 971, 100 00 Prague 10
Customer service line: 840 111 322
E-mail: info@scv.cz

www.1scv.cz

RAVOS

Frantiska Diepolta 1870, 269 01 Rakovnik
Tel.: 313521029

E-mail: info@ravos-sro.cz
WWW.Iavos=sro.cz

VODOSPOL Klatovy

Ostravska 169, 339 01 Klatovy
Tel.: 376 310124

E-mail: vodospol@vodospol.cz
www.vodospol.cz

Vodohospodafska spolecnost Sokolov
Jitfiho Dimitrova 1619, 356 01 Sokolov
Tel.: 352304 111

E-mail: voss@voss.cz

WWW.VOSS.CZ

Institut environmentalnich sluzeb
Podolska 15, 147 00 Prague 4

Tel.: 241 433 538
www.institutes.cz

Nadacni fond Veolia
Pafizska 11,110 00 Prague 1
Tel.: 221 321 648

www.nfveolia.cz ~n
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