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MISSION 
 
We create better life with pure water. 
 
VISION 
 
Everyone wants to be our customer, employee and partner because we are the leading water services 
ŎƻƳǇŀƴȅ ƛƴ ǘƘŜ .ŀƭǘƛŎΩǎΦ 
 
OUR VALUES 
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CONTACT DETAILS 
 
Company: AS Tallinna Vesi 
!ŘŘǊŜǎǎΥ &Řŀƭŀ ǘƴ млΣ млсмп ¢ŀƭƭƛƴƴ 
Phone: +372 626 2200 
Fax: +372 626 2300 
E-mail: tvesi@tvesi.ee 
webpage: www.tallinnavesi.ee 
 

 
For more information, please contact: 
 
Liisi Liivlaid 
Environmental specialist 
!ŘŘǊŜǎǎΥ &Řŀƭŀ ǘƴ млΣ млсмп ¢ŀƭƭƛƴƴ 
Phone: +372 626 2244 
E-mail: Liisi.liivlaid@tvesi.ee

 
OPERATIONAL SITES  
 
Å Head office, customer service, support services anŘ ǎǳōǎƛŘƛŀǊȅ h« ²ŀǘŜǊŎƻƳ ƛƴ &Řŀƭŀ млΣ ¢ŀƭƭƛƴƴΦ 
ω «ƭŜƳƛǎǘŜ ǿŀǘŜǊ ǘǊŜŀǘƳŜƴǘ ǇƭŀƴǘΣ ǿŀǘŜǊ ŀƴŘ ƳƛŎǊƻōƛƻƭƻƎƛŎŀƭ ƭŀōƻǊŀǘƻǊȅ ƛƴ WŅǊǾŜǾŀƴŀ wƻŀŘ оΣ ¢ŀƭƭƛƴƴΦ 
ω tŀƭƧŀǎǎŀŀǊŜ ǿŀǎǘŜǿŀǘŜǊ ǘǊŜŀǘƳŜƴǘ ǇƭŀƴǘΣ ŎƻƳǇƻǎǘƛƴƎ ŦƛŜƭŘǎ ŀƴŘ ǿŀǎǘŜǿŀǘŜǊ ƭŀōƻǊŀǘƻǊȅ ƛƴ tŀƭƧŀǎǎŀŀǊŜ 

Cross 14, Tallinn. 
ω ¢ƘŜ ŎŀǘŎƘƳŜƴǘ ŀǊŜŀ Ŏŀ мулл ǎǉǳŀǊŜ ƪƛƭƻƳŜǘŜǊǎ ƛƴ IŀǊƧǳ ŀƴŘ WŅǊǾŀƳŀŀ ŎƻǳƴǘƛŜǎΦ 
 
 
OUR MAIN PRODUCTS AND SERVICES 
 
ω ²ŀǘŜǊ ŎƻƭƭŜŎǘƛƻƴΣ ǘǊŜŀǘƳŜƴǘ ŀƴŘ ǎǳǇǇƭȅ  
ω ²ŀǘŜǊ ŀƴŘ ǿŀǎǘŜǿŀǘŜǊ ǎŜǊǾƛŎŜǎ 
ω {ŜǿŀƎŜ ŀƴŘ ǎǘƻǊƳ ǿŀǘŜǊ ŘǊŀƛƴŀƎŜ ŀƴŘ ŎƭŜŀƴƛƴƎ 

ω [ŀōƻǊŀǘories 
ω LƴŦǊŀǎǘǊǳŎǘǳǊŜ ǇƭŀƴƴƛƴƎ ŀƴŘ ŘŜǎƛƎƴ 
ω ²ŀǘŜǊ ŀƴŘ {ŜǿŜǊŀƎŜ tƛǇŜƭƛƴŜ ²ƻǊƪǎ  
ω hǿƴŜǊ ǎǳǇŜǊǾƛǎƛƻƴ ŀƴŘ ǇǊƻƧŜŎǘ ƳŀƴŀƎŜƳŜƴǘ  
ω ¢ǊŀƴǎǇƻǊǘŀǘƛƻƴ ǎŜǊǾƛŎŜǎ ŀƴŘ ǊƻŀŘ ŎƻƴǎǘǊǳŎǘƛƻƴ 

 

 
OUR MAIN SERVICE AREA 
 
Å Tallinn City 
Å Maardu City 
Å Saue City and Laagri area 
Å Saku area 
Å Viimsi Parish 
Å Harku Parish and Tabasalu area 
Å Kiili  Parish, Kiili and Luige area 
Å WƿŜƭŅƘǘƳŜΣ [ƻƻ ŀƴŘ LǊǳ ŀǊŜŀ 
Å wŀŜ tŀǊƛǎƘΣ WǸǊƛΣ !ǎǎŀƪǳ ŀƴŘ [ŀƎŜŘƛ ŀǊŜŀ 
 
 
 

Our main service area in Estonia 
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!ōƻǳǘ ǘƘƛǎ ǊŜǇƻǊǘ 

 
 
.ŜƛƴƎ 9ǎǘƻƴƛŀΩǎ ƭŀǊƎŜǎǘ ǿŀǘŜǊ ŎƻƳǇŀƴȅΣ ƻǳǊ ŀŎǘƛǾƛǘȅ 
affects almost one ǘƘƛǊŘ ƻŦ 9ǎǘƻƴƛŀΩǎ ǇƻǇǳƭŀǘƛƻƴΦ ²Ŝ 
provide pure drinking water to customers and collect 
and treat wastewater and stormwater, using 
environmentally safe and modern technologies. We 
realise that by offering conforming services to our 
customers we influence the quality of life of Tallinners, 
surrounding municipalities and all people living next to 
the Baltic Sea.  
 
We wish to be a trusted partner to our customers, 
investors, employees and representatives of the 
community, therefor our management practices take 
into account the impact we have on surrounding living 
environment and the association with the different 
stakeholder interests. This means we consider social 
responsibility central to our activities, through 
everything we do. We do more than we are expected 
to, in terms of quality, support for the community, 
environmental education, as well as working 
environment. 
 
!{ ¢ŀƭƭƛƴƴŀ ±ŜǎƛΩǎ ǊŜǇƻǊǘ ƻƴ ǎƻŎƛŀƭ ǊŜǎǇƻƴǎƛōƛƭƛǘȅ ŀƴŘ 
sustainable development provides an overview of our 
activities and performance in 2014 in the area of 
sustainable development in economic, social and 
environmental perspective. We have been using these 

three important aspects of corporate responsible in 
preparing this report. 
 
We determined the essential subjects on the basis of 
the standards of the quality-, occupational health and 
safety and management systems (ISO, OHSAS). We 
have also used the environmental report, which was 
deemed compliant with the Eco-Management and 
Audit Scheme (EMAS) and audited in 2014, as well as 
the annual report together with the financial 
statement. 
 
This report follows the guidelines of the Global 
Reporting Initiative (GRI) G3.1 level C+ and it has been 
approved by the third party. The social responsibility 
and sustainable development report includes all 
informatiƻƴ ƻŦ ƻǳǊ /ƻƳǇŀƴȅΩǎ activities, including the 
ǎǳōǎƛŘƛŀǊȅ h« ²ŀǘŜǊŎƻƳΣ ǿƘƛŎƘ ƛǎ млл҈ ƻǿƴŜŘ ōȅ !{ 
Tallinna Vesi. 
 
We issue the report according to the GRI-standard 
annually since 2012. All the reports are available on the 
webpage of AS Tallinna Vesi. 
 
 
Date of the previous report: 
07/07/2014
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/ƘŀƛǊƳŀƴΩǎ ǎǘŀǘŜƳŜƴǘ 
 
 
In 2014, once again we managed to improve already 
very high standards for services we are providing to 
our customers. Without a doubt the quality and 
operational measures are the best in Baltics. I am very 
proud to state that in most areas we have managed 
to improve our performance levels even further. This 
is due to efforts of our people and teams who have 
delivered an excellent standard of service across the 
entire water and wastewater value chain. 
 

Operations performance ς best ever water 

quality 
 
It is imperative that we meet or exceed the levels of 
services in the contract we signed with the City of 
Tallinn in 2001. This services contract requires us to 
maintain a high standard of service to our customers 
across a range of over 90 levels of service, ensuring 
that we deliver a service to our customers, that is 
second to none.  
 
The water quality compliance is something that we 
are very proud. Whilst in 2013 99.7% of all the 
samples were compliant with EU standards, then in 
2014 the result was even better and 99.8% of the 
samples were compliant. To put this into context, 
during the year we took 2,496 samples at the 
cusǘƻƳŜǊǎΩ ǘŀǇΣ ŀƴŘ ƻŦ ǘƘŜǎŜ ƻƴƭȅ р did not meet the 
required standards.  
 
This high quality product and service has been 
recognized by our customers. From the results of our 
2014 customer satisfaction survey 83% of 
respondents said they regularly drank tap water, 
compared with only 48% in 2011. Thanks to the 
quality of our product and the quality of our 
communications, more and more of our customers 
trust the quality of the service we are providing. 
 

Excellent customer service ς ƻƴŜ ƻŦ 9ǳǊƻǇŜΩǎ ōŜǎǘ 

performing utilities for service performance 
 
This year we achieved a customer satisfaction rating 
of 85, as measured by the TRI*M index. Satisfaction 
with our performance is considerably higher than the 
European average, reaching the top 10% of European 
utility sector for several years. This is an excellent 
outcome and is a good reflection of the hard work we 
have done to improve all aspects of our service.  

In addition to the 
improvements in 
the quality of our 
water and 
wastewater, we 
continue to reduce 
the customer risks 
related to potential 
flooding and 
pollution by making 
preventative 
improvements in 
the performance of 
our networks. For 
example, the 
leakage level is 
consistently decreasing year-on-year. Figuratively 
speaking, constant reduction in leakage levels means 
that we are saving approximately  13,000 m3 of 
treated drinking water a day, compared to the time 
10 years ago. Compared to 2013, the saving in 2014 
was 200,000 m3, which is the average amount of 
water being consumed in Tallinn within three days. In 
2014, the level of leakages was 16.14% compared to 
16.98% in 2013.  
 
Preventive jet washing has resulted in an over 24% 
reduction in customer contacts related to sewer 
blockages and problems with storm water discharge. 
 

Our people and teams 
 
¢ƘŜ ƪŜȅ ǘƻ ŀƴȅ ŎƻƳǇŀƴȅΩǎ ǎǳŎŎŜǎǎ ŀǊŜ ǘƘŜ ǇŜƻǇƭŜΦ hǳǊ 
ǘŜŀƳǎ ƘŀǾŜ ǿƻǊƪŜŘ άƘŀǊŘ ŀƴŘ ǎƳŀǊǘέ ƛƴ ƻǊŘŜǊ ǘƻ 
deliver the highest levels of service to our customers. 
I would very much like to thank all of our people for 
their dedication and flexibility during the year. 
A committed, capable and motivated workforce is 
central to delivering our objectives, and we remain 
fully focused on maintaining high levels of employee 
development and engagement. We are always 
looking to develop our people and teams. 
We strive to continuously improve our safety culture. 
The safety and well-being of our employees is 
paramount and we believe that everybody in AS 
Tallinna Vesi, both collectively and individually, has a 
part to play in maintaining a safe working 
environment. In 2014, our health and safety 
performance stood comparison with the 
performance of the best in class, and we will remain 

Karl Heino Brookes, 

Chairman of the Management Board 
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vigilant in our efforts to achieve the same very high 
standards in the future. 
 

Responsible company 
 
We acknowledge that by providing a service 
compliant with all requirements, we influence the 
quality of life of the citizens of Tallinn, neighbouring 
municipalities, as well as the wider environment in 
and around the Baltic Sea. This means that our 
management practices take into account the impact 
we have on our living environment, and our 
associations with different stakeholder interests. Our 
responsibility to all our stakeholder groups, including 
the environment, is a key reason for our ongoing 
business improvement. We are one of the initiative 
members of the Responsible Business Forum in 
Estonia. We have been recognized for our responsible 
way of doing business, through our activities for 
several years. In 2014, we were recognized with CSR 
Silver marking for our social, environmental and 
workplace practices, but also business ethics.  
 
Not only do we aim to do the right things for our 
stakeholders, we also want to manage our business 
in the right way by operating to the highest standards 
of corporate governance. In 2014, for a second year 
in a row, we were awarded the Best Investor 
Relations of all the companies on the Nasdaq Baltic 
Market in all three Baltic Countries. In addition, AS 
Tallinna Vesi was recognized as the most attractive 
company in the Nasdaq Baltic Market. I would like to 
take this opportunity to thank the Nasdaq Baltic 
Market in Tallinn and the bank analysts who have 
worked with us to help improve the quality of our 
interactions with the investment community.  
 

Still attractive for shareholders 
 
We believe our operational and financial 
performance still makes us an attractive investment 
for current and future shareholders. We will continue 
to work hard in our court dispute to ensure that the 
privatization contract is respected. Beyond this we 
will continue to invest in our people and systems to 
ensure we are well placed to grow across the region 
if and when the opportunity arises. 
 
For the 2014 financial year our total revenues 
increased by 0.3% year on year to 53.2 mln euros, 
mainly due to an increase in sales of water and 
wastewater services. However, our EPS reduced by 
10% year on year to 0.90 euro per share, the 

reduction is primarily related to the non-monetary 
revaluation of the fair value of SWAP contracts.  
 
In June 2014, we paid a dividend of 0.90 cents per 
share, an increase of 3.4% year-on-year. This is in 
accordance with our dividend policy, which is to 
increase dividends by a minimum of CPI each year. 
 

Outlook 
 
Given the slow progress in our court cases and the 
lack of transparent regulatory practice, the outlook 
for the company remains very uncertain. The 
Estonian authorities have been unwilling to enter into 
any meaningful discussions over the privatization 
contracts, therefore it appears that the company will 
be engaged in a long court process, the duration of 
which is outside of the control of the company. This 
ongoing dispute and the unstable regulatory 
environment severely limit our growth opportunities.  
 
In addition to the local court case, in October 2014, 
AS Tallinna Vesi and its shareholder United Utilities 
(Tallinn) B.V. commenced the arbitration proceeding 
against the Republic of Estonia for the breach of the 
Agreement on the Encouragement and Reciprocal 
Protection of Investments between the Kingdom of 
The Netherlands and the Republic of Estonia. As the 
tariff dispute has lasted very long time with no 
outcome, international arbitration is the other 
possibility to solve the dispute. 
 
Because of the ongoing tariff dispute, our primary 
focus in 2015 will be to continue providing very high 
quality service to our customers, and seeking further 
efficiencies within our main services area in Tallinn. 
We are committed to retain our place as the leading 
water and wastewater company in the Baltic region. 
 
We are very grateful that besides our own 
professionals we can use technical support and know-
how from one of our major shareholder United 
Utilities, which is also one of the leading water and 
wastewater companies in UK. Finally, I would like to 
thank my colleagues in AS Tallinna Vesi, Watercom 
h« ŀƴŘ ¦ƴƛǘŜŘ ¦ǘƛƭƛǘƛŜǎΣ ŀƴŘ ŀƭƭ ƻǳǊ ǎǳǇǇƭƛŜǊǎ ŀƴŘ 
business partners for all their expertise, energy and 
support in serving our customers during the past 
year. It is because of all your efforts that we are able 
to report a level of operating and service 
performance that is second to none. I look forward to 
our continuing success in the year ahead. 
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hǳǊ ŎƻƳƳǳƴƛǘȅ 
 
.ŜƛƴƎ 9ǎǘƻƴƛŀΩǎ ƭŀǊƎŜǎǘ ǿŀǘŜǊ ŎƻƳǇŀƴȅΣ ƻǳǊ ŀŎǘƛǾƛǘȅ 
ŀŦŦŜŎǘǎ ŀƭƳƻǎǘ ƻƴŜ ǘƘƛǊŘ ƻŦ 9ǎǘƻƴƛŀΩǎ ǇƻǇǳƭŀǘƛƻƴΦ ²Ŝ 
understand the impact of our business on the 
surrounding natural habitat and therefore deem it 
important that our activities engage with the 
interests of different stakeholders. Having in mind 
the perspectives of our development, we have 
mapped our stakeholders, considering those who are 
most impacted by our activity and decisions and 
whose satisfaction is important for us. We give our 
best to do more than what is required and expected 
from us, in order to make a positive impact on the 
natural environment around us as well as the quality 
ƻŦ ǇŜƻǇƭŜΩǎ ƭƛŦŜΦ 
 
We support and encourage our employees to actively 
participate in the community activities. It is namely 
our employees who, in addition to their daily work, 
have an important responsibility of passing on the 
environment- and community-orientated mind-set. 
 

Our main stakeholders 
 
Å Customers 
Our most important role is to provide our customers 
a service, which they can depend on 24/7, 365 days a 
year. We are committed to keep our promises and 
eager to deliver the highest quality of services to our 
customers. 
Å Employees 
We value our employees highly and wish to create 
opportunities so that everyone in our team could 
contribute at the best level possible. Our aim is to 
create a working environment to support providing 
our customers with high quality services. Most of all, 
we consider safe working environment to be very 
important ς no work assignment is worth getting hurt 
for. 
Å Community 
The community we operate in, people whose lives 
our work impacts ς they are vital for us. We therefore 
consider very important to actively take part and 
support the community we operate in. 
Å Investors 
We aim to be transparent and honest thorough our 
business activities, giving timely and accurate 
information to our shareholders. We treat all our 
stakeholders equally and we are dedicated on 
efficiency while ensuring the sustainability of the 
company. 
Å Partners 

We develop relationships with partners and suppliers 
based on common values to support achieving our 
and their objectives. 
 

Teamwork 
 
We deem it important to be a good neighbour in the 
community, therefore we support and encourage our 
employees to actively participate in the community 
activities. Also, in addition to their daily work our 
employees have an important responsibility to live 
our values through a voluntary participation in 
various community projects. Our employees also 
ŀǇǇŜŀǊ ƻƴ ǘƘŜ ǇƘƻǘƻǎ ƻŦ ǘƘŜ !{ ¢ŀƭƭƛƴƴŀ ±ŜǎƛȰǎ Ǿŀrious 
data carrying media. 
 
Our employees volunteer to organise group 
conversations in kindergartens to talk about the 
sustainable usage of environment, participate in the 
events of cleaning up some areas, assist the Food 
Bank and help organising open doors days and other 
events. For example, each year our employees help 
to clean up the beautiful surroundings of Soodla 
water reservoir, help to organize the doors open days 
at our treatment plants so that visitors could learn 
about the operating of the plants, and take actively 
part in carrying and communicating our messages. 
Like for many years before, our employees together 
with the employees of Coca-Cola Hellenic and the 
Embassy of the United States of America cleaned the 
Pikakari beach within the framework of cleaning up 
ŜǾŜƴǘ ά[ŜǘΩǎ 5ƻ LǘΗέ ŦƻǊ ǘƘŜ ƭƻŎŀƭ ŎƻƳƳǳƴƛǘȅ ǘƻ ōŜ ŀōƭŜ 
to enjoy the scenic coastal area. Over 100 volunteers 
participated to contribute. 
 

Improved environmental awareness of 

consumers 
 
We value the natural environment we operate in, 
therefore use natural resources sparingly and 
continuously seek new ways for a more sustainable 
consumption. In order to help to shape an 
environmentally conscious way of thinking in the 
society, we encourage and support others 
accordingly. 
 
We keep on working hŀǊŘ ǘƻ ŜƴŎƻǳǊŀƎŜ ǇŜƻǇƭŜΩǎ 
environmental mind-set. We promote tap water as 
drinking water and draw ǇŜƻǇƭŜΩǎ attention to the 
ŜȄŎŜƭƭŜƴǘ ǉǳŀƭƛǘȅ ƻŦ ǘŀǇ ǿŀǘŜǊ ǿƛǘƘ ƻǳǊ ƳŜǎǎŀƎŜ ά¢ŀǇ 
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²ŀǘŜǊ L{ 5ǊƛƴƪƛƴƎ ²ŀǘŜǊΦέ ²Ŝ ŀƭǎƻ ŎƻƴǘƛƴǳŜŘ ƻǳǊ Ŏƻ-
operation with restaurants, so that the customers 
would have the courage and awareness to ask for tap 
water when they dine out. In the end of 2014, 85% of 
people trusted tap water quality, while in 2011 only 
48% of people drank tap. 
 
2014 was the Gulf of Finland Year. Treating 
wastewater at Paljassaare Wastewater Treatment 
Plant significantly contributes to the shaping of 
cleaner Baltic Sea. In order for the people to make 
their contribution to the cleaner nature environment, 
but even more importantly ς so that they would know 
how to prevent problems and fuss caused by the 
blockages, we once again draw the public attention 
ƻƴ ǘƘŜ ǘƻǇƛŎ α5ƻƴΩǘ /ƭƻƎ ǘƘŜ ¢ƻƛƭŜǘΦέ ¢ƘŜ ŦƛƎǳǊŜ ƻŦ 
SAPO or Sanitary Police explained people what can be 
thrown into the toilet and what may cause blockages 
in the pipelines. 
 
We continue contributing to environmental 
awareness of youth who would value the 
environment. Our employees organise group 
conversations in kindergartens and schools where we 
discuss the topics of water circle, sparing water 
consumption and blockages. 
 
We have put together two sets of study materials on 
water and environment for teachers, supporting the 
ƴŜǿ ƴŀǘƛƻƴŀƭ ǎǘǳŘȅ ǇǊƻƎǊŀƳ ƻŦ ƴŀǘǳǊŜ ǎǘǳŘƛŜǎΦ ά.ƭǳŜ 
Classroom,έ published in 2103, is meant for using in 
the nature study classes of the II school level. In 2014, 
in connection with the Gulf of Finland Year, we 
ǇǳōƭƛǎƘŜŘ ŀ ƴŜǿ ǎǘǳŘȅ ƳŀǘŜǊƛŀƭ ά.ƭǳŜ /ƭŀǎǎǊƻƻƳΥ 
[!.hw!¢hw¸Σέ ǿƘƛŎƘ ǎǳƛǘǎ Ƴŀƛƴƭȅ ŦƻǊ ǘŜŀŎƘƛƴƎ 
nature studies in the III school level. To introduce 
these materials, information days for the teachers 
were organized, with 13 school teachers from Tallinn 
participating. 
 
Besides our main responsibilities ς production of 
drinking water and treatment of wastewater ς our 
treatment plants also have an important role to play 
in increasing the populationΩǎ ŀǿŀǊŜƴŜǎǎΦ 9ŀŎƘ ȅŜŀǊ 
ǿŜ ƛƴǘǊƻŘǳŎŜ ǘƘŜ ǇƭŀƴǘǎΩ ǿƻǊƪ ǘƻ ƳƻǊŜ ŀƴŘ ƳƻǊŜ 
people. In 2014, a total of almost 1,500 visitors took 
guided tours in the treatment plants. 
 
Once again, we participated in the project called 
ά¢ƻǳǊǎ ƻŦ ²ƛǎŘƻƳΣέ ƻǊƎŀƴƛȊŜŘ ōȅ ǘƘŜ ά.ŀŎƪ to 
{ŎƘƻƻƭέ ƴŜǘǿƻǊƪ. The project invited schools and 
classes to submit creative application to visit our 
treatment plants ς this time, 5 schools took interest, 
ŀƴŘ ǘƘŜ ǿƛƴƴŜǊ ǿŀǎ tƿƭǘǎŀƳŀŀ DȅƳƴŀǎƛǳƳ ǿƘƻ 

ǿǊƻǘŜ ƭȅǊƛŎǎ ŦƻǊ ǘƘŜ ǎƻƴƎ ŀōƻǳǘ [ŀƪŜ «ƭŜƳƛǎǘŜΦ Video 
about the performance is available. 
 
Every year, we open the doors of our treatment 
plants also during the doors open day. In spring, over 
100 people visited Paljassaare Wastewater 
Treatment Plant and in August a record-shuttering 
улл ǇŜƻǇƭŜ ƛƴ «ƭŜƳƛǎǘŜ ²ŀǘŜǊ ¢ǊŜŀǘƳŜƴǘ tƭŀƴǘΦ 
 

Cooperation and attention 
 
We wish to contribute and provide positive 
impressions also to the people who need more 
assistance and attention in the society. 
 
For years, we have supported the disabled people 
ǘƘǊƻǳƎƘ ǘƘŜ ƴǳǊǎŜǊȅ άlǳƴŀƪŜέ ŀƴŘ ǘƘŜ 9ǎǘƻƴƛŀƴ 
Union of Sports for the Disabled, also the children 
with learning difficulties in Ristiku Elementary School. 
It is very touching to draw attention to those who 
really need help and attention. We organised a 
meeting of Ristiku Elementary School children with 
the Pille Lill Music Fund, so that children could take 
part in and learn about classical music. Positive 
ŜƳƻǘƛƻƴǎ ŀǊŜ ǇƻǿŜǊŦǳƭ ƛƴǎǇƛǊŜǊǎ ŀƴŘ ŎƘƛƭŘǊŜƴΩǎ 
enthusiasm about music is free and sincere. 
 
In February, the Minister of Culture Ms Urve Tiidus 
recognized the companies who have long supported 
the Estonian culture. We received a valuable title 
άCǊƛŜƴŘ ƻŦ ǘƘŜ /ǳƭǘǳǊŜ нлмпΦέ 
 
We are a member of the Association of Friends of 
Tallinn Zoological Gardens and proudly sponsor a 
polar bear girl called Nora. 
 
In cooperation with the city district governments, we 
gave planting soil for free to everybody who were 
interested in it to make our city look more fresh and 
green. 
 
High quality drinking water was provided at 
numerous sports and health promotion events. We 
also provide water for the Flower Festival and ice 
skating rinks in winter. 
 
We help to make happen one of the largest Estonian 
cultural events, the Dark Nights Film Festival. Last 
year the festival had 80,000 visitors. 
 
Last year the Responsible Business Forum awarded 
the Company with the silver mark of sustainable 
business index. This index helps us to consistently 
analyse how to act in a socially responsible manner 
and design a sustainable business model

https://www.youtube.com/watch?v=xHpx4nyRVEQ&feature=youtu..be
https://www.youtube.com/watch?v=xHpx4nyRVEQ&feature=youtu..be
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hǳǊ ŜƳǇƭƻȅŜŜǎ 
 
In case of providing a vital service, teamwork and 
ǎǘŀŦŦΩǎ ŎƻƴǘǊƛōǳǘƛƻƴ ŀǊŜ ƻŦ ǳǘƳƻǎǘ ƛƳǇƻǊǘŀƴŎŜΦ Lǘ ƛǎ 
the people who carry the company forward. 
However, prerequisite to achieving good results and 
enjoying the work is first and foremost, a supportive 
work environment. 
 
The number and gender distribution of our 
employees has remained quite stable over the 
recent years. Last year our team, including the 
subsidiary company, consisted of 321 employees 
with permanent contract (311 in 2013). 98% of 
them worked full-time and 2% half-time. All the 
employees were placed in Tallinn. 
 

EMPLOYEES BY GENDER, IN 2014 

 
To ensure equal treatment, we have also signed a 
collective agreement with the trade Union of Water 
Supply and Sewerage Staff, the collective 
agreement applies to all staff. These contractual 
obligations and benefits extend to all of our 
employees. 
 

Involving the employees 
 
We consider important that our staff is involved in 
the activities of the Company, is regularly informed 
and treated equally. We use several ways for this, 
for example organise regular staff meetings with 
the management and issue a quarterly internal 
newsletter. 
 
Two-way interaction is of high importance in the 
team work and therefore, feedback from the 
employees forms an essential part of the 
organization's internal culture. One channel, which 
gives a systematic overview of the employees' 
satisfaction, is the annual employee commitment 

and satisfaction survey. In 2014, 92% of our 
employees took part in the survey and the 
commitment rate (71%) was higher than the 
average commitment among the Estonian and 
European industries and service providers. 
 
In addition, all our employees can suggest how to 
improve the environment, quality and working 
environment or some other area by providing their 
ƛŘŜŀǎ ǘƻ ǘƘŜ ά.ŀƴƪ ƻŦ DƻƻŘ LŘŜŀǎΦέ ¢ƘƻǎŜ ƛŘŜŀǎ ǘƘŀǘ 
are positively marked will be implemented and the 
authors get recognized. 
 

Development of employees 
 
The development of employees is still one of the 
most important priorities for AS Tallinna Vesi. 
Development and performance reviews are carried 
out for all employees at least once a year and it is a 
part of our recognition and remuneration system. 
 
Characteristically for a stable manufacturing 
enterprise, the average age of the staff both in AS 
Tallinna Vesi and its subsidiary is high (average age 
is 47 years). Therefore, it is of critical importance for 
us to take a very systematic approach towards 
working with the new generation and passing on 
the knowledge and experience, in order to 
successfully cope with the change of staff expected 
to occur in the coming years. 
 
We believe that sharing of knowledge and 
experience is very important from the perspective 
of staff development. Therefore, there has been a 
significant increase during the past years within the 
in-house guidance, as well as in involvement of 
mentors from both in- and outside of AS Tallinna 
Vesi. In 2014, there were 365 training days in total 
(an average of 1.1 days per employee).  
 

Occupational health and safety 
 
Work environment performance of AS Tallinna Vesi 
is in compliance with the requirements of national 
legislation and international occupational health 
and safety management system standard OHSAS 
18001.   
 
In line with the Occupational Health and Safety Act, 
a Work Environment Council has been established 
in AS Tallinna Vesi (comprising also the subsidiary 
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company), which stands for everything related to 
the occupational health and safety of all of our 
employees. The Council has equal number of 
representatives appointed by AS Tallinna Vesi and 
those selected by the employees. The Work 
Environment Council has 10 members in total and 
each of them has one substitute member. In 
addition, the Council has two non-voting members 
ς Head of the Occupational Health and Safety and 
the representative of the Trade Unions. Thus, nearly 
у҈ ƻŦ ǘƘŜ ŜƳǇƭƻȅŜŜǎ ŀǊŜ ƛƴǾƻƭǾŜŘ ƛƴ ǘƘŜ /ƻǳƴŎƛƭΩǎ 
activities. 
 
In 2014, 2 occupational accidents occurred, one of 
which had more serious consequences. In a less 
serious accident, the employee fell and got a 
thoracic concussion. In a more serious accident, the 
ŜƳǇƭƻȅŜŜΩǎ ƭŜƎ remained under collapsing ground, 
resulting in a broken bone in the hock area. Our 
Work Environment Council made a thorough 
analyse of the reasons that caused both accidents 
and corrective actions were taken to prevent similar 
actions in the future.  
 
In 2014, the number of lost working days increased 
from 55 to 74, compared to 2013 (thoracic 
concussion caused 26 and broken hock 48 lost 
working days). The number of lost working days is 
counted starting from the first day missed from 
work. 
 

Continuous improvement of work environment 
 

Occupational health and safety is something that 

we absolutely do not compromise on. Therefore, 

despite of the good results achieved so far, it is 

important not to rest on the laurels, but to carry on 

channelling our time an energy into maintaining a 

safe work environment and making further 

improvements thereof. In 2014, several supporting 

activities were carried out at the treatment plants, 

water and sewerage networks, laboratories and 

offices, e.g. renewal of risk analysis, removing the 

shortcomings in the work environment as a result 

of the internal safety audits, carried out by all 

managers and members of the Work Environment 

Council, updates to the personal protection 

equipment procedure, regular activities related 

with fire safety installations of buildings and 

vehicles, and activities related with the creation 

and promotion of an ergonomic work 

environment.  
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hǳǊ ŎǳǎǘƻƳŜǊǎ 
 
We provide water supply and sewerage services to 
almost one third of the Estonian population and to 
more than 22,000 contractual customers. 
 
We understand how important our service is for 
people and therefore, we focus on maintaining and 
improving the quality and reliability of our services. 
In 2014, our special focus was on enhancing the 
ŎǳǎǘƻƳŜǊǎΩ ŀǿŀǊŜƴŜǎǎ ƻŦ ƻǳǊ ŀŎǘƛƻƴǎ ǘƘŀǘ ƛƳǇŀŎǘ 
their quality of life. We also made efforts to increase 
the quality of resolving customer contacts, which 
woǳƭŘ ǊŜŘǳŎŜ ǘƘŜ ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘ ŦƻǊ ǊŜǇŜŀǘŜŘ 
contacts. 
 

Feedback from customers 
 
In order to objectively assess our activities and 
understand both our strengths and problematic 
issues which require more attention in the future, 
we deem it very important to continually ask for 
feedback from our customers. There are several 
ways for the customers to give feedback to us: by e-
mail, by phone and through the direct contacts with 
our customer service people. The best feedback for 
us, however, is the annual survey carried out among 
our customers and end users by an independent 
market research company TNS EMOR. Satisfaction 
is measured on the basis of the TRI*M method 
developed by the research company to characterise 
the strength of customer relationships and to allow 
comparison with other companies.  
 
This model focuses on three elements:  

Å TRI*M index, which measures the strength of 
customer relationships and comprises further four 
elements ς general satisfaction, recommendation, 
repeated use and  usefulness/necessity of 
services/products; 
Å TRI*M typology of customer relationships, 

describing the satisfaction and loyalty of 
customers; 
Å TRI*M grid analysis to highlight the strengths and 

weaknesses of a company. 
 

Customer satisfaction 
 
The survey carried out in 2014 once again gives us 
encouragement with very good results. Compared 
with customer satisfaction in European utility and 
manufacturing sector, the feedback to our work has 
been excellent.  
 
In 2014, a total of 900 customers and end users 
were surveyed by EMOR to map changes in our 
ŎǳǎǘƻƳŜǊ ǊŜƭŀǘƛƻƴǎΩ ǎǘǊŜƴƎǘƘ ŀƴŘ ŦŀŎǘƻǊǎ ƛƴŦƭǳŜƴŎƛƴƎ 
it, ŀǎ ǿŜƭƭ ŀǎ ǘƻ ǊŜŎŜƛǾŜ ŦŜŜŘōŀŎƪ ƻƴ ƻǳǊ ŀŎǘƛǾƛǘƛŜǎΩ 
success. 
 
The survey that has been carried out for seven years 
now, has indicated an increase in satisfaction year-
on-year. However, the satisfaction in 2014 was the 
highest ever ς the average satisfaction index was 85 
points and that is significantly higher than the 
average customer satisfaction in the European 
utility sector (which was 55 points).

 

 




































