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Sustainable
Water 
Ecosystems

About
This Report

All feedback and comments on the sustainability 
report are appreciated. For any queries, please feel 
free to contact us via the following channels:

Email : sustainability@airselangor.com

Address : Sustainable Development Unit,  
Sustainability & Water Conservation 
Section, Risk Management Department, 
Pengurusan Air Selangor Sdn. Bhd., 
Level 5, Tower D & E, 
Bangsar Trade Centre (Plaza Pantai), 

 
59200 Kuala Lumpur

This annual publication of Pengurusan Air Selangor Sdn. Bhd. 
(“Air Selangor “ or “the Company”) Sustainability Report aims to 
provide the Company’s stakeholders with detailed, concise, and 

customers through sustainable water management. This report 
outlines the Company’s approach to managing impacts arising 
from its business operations on the economy, environment, and 
society.

The content of this report mirrors the previous report1 with 
updates on initiatives/information and year-on-year data 
without any changes to the scope. The information in this report 

The scope and boundary of this report cover all of Air Selangor’s 
business operations in Malaysia which include its headquarters, 

assets located in Selangor, Kuala Lumpur, Putrajaya, and Pahang.

This report has been prepared in accordance with the Global 
Reporting Initiative (“GRI”) Standards – Core Option and the 
Sustainability Accounting Standard (“SASB”) for Water Utilities 
and Services. The relevant GRI indicators and Sustainability 
Disclosures Topics and Accounting Metrics are listed in the GRI 
Content Index and SASB Standards table, respectively on pages 
112 to 116. 

Some data from previous years have been restated and this has 
been indicated in the footnotes of tables and charts, and in the 
footnotes of the Performance Data section of this report where 
applicable.

The theme captures Air Selangor’s commitment 
to collaborate harmoniously on matters regarding 
sustainable water resources, from protection against 
water pollution to delivery of quality water services. 
This commitment includes operational excellence and 
governance that ensures clean and safe treated water to 
consumers.

1  The previous Sustainability Report was published on  Air Selangor’s 
website on  30 June 2021.

Scan here to view our  
Sustainability Report online



Bismillahirrahmanirrahim. 

the past year, it is evident that the COVID-19 
pandemic has presented a challenge like 
no other. 2021 was a year of change as the 
country learned to adapt to living with COVID. 
Undeniably, the pandemic has taken a toll 
not only on the entire country but especially 
on Selangor, Kuala Lumpur and Putrajaya, 
being the economic crux of Malaysia. We must 
remain steadfast as we continue the battle 
toward endemicity for better days ahead.

Chairman’s
 Note

However, it is not always gloom and doom. I must congratulate 
Air Selangor on the second publication of its Sustainability Report 
– proving its unwavering commitment to supporting the United 
Nations’ Sustainable Development Goals (“SDGs”) within its 
capabilities as the nation’s largest water services company despite 
the challenges of the pandemic.

When it comes to factoring sustainability and environmental, social 
and governance (“ESG”) criteria into operational and corporate 
decision-making, momentum has been rather slow in Malaysia. 
While corporates in the US, Europe and some parts of Asia have 
adopted such practices at a rapid pace, we are still playing catch-up 
not only in the sense of putting it to practice via our operations but 
also in laying the foundational considerations in our actions.
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The United Nations Environment Programme Copenhagen 
Climate Centre (“UNEP-CCC”) “Emissions Gap Report 2021” 
underscores a few key concerns of which its main aim is to warn 
us of the catastrophic gap between what needs to be done on 
climate change against what governments and companies are 
doing at present. This warning must be specially taken up by 
everyone including us at Air Selangor, as the impacts of climate 
change would be immensely costly for us all. According to the 
Asian Development Bank (“ADB”), six out of the 10 nations most 

addition, about USD48.7 billion in annual damages was reported 
to be caused by disasters in Asia over a 10-year period from 2007 
to 2016. Alarmingly, the numbers keep on increasing year on 
year.

Closer to home, some parts of the country were hit by devastating 

Valley being hit the hardest. The Department of Statistics 

billion with damages to public assets and infrastructures making 
up the most of the losses at RM2.0 billion. The Selangor State 
Government has channelled a total of RM118.25 million in aid 

billion to implement long-term measures in mitigating the 

This is indeed cause for serious concern and presents a sobering 
challenge; especially as Air Selangor aims to be the leading water 

poised to take it up. 

Let us be reminded that Air Selangor’s aim to be a sustainable 
organisation will not be an easy one but possible nonetheless. 
The environmental threats we face today are greater than what 
we have ever encountered before in modern history. Carbon 
dioxide levels in the air are recorded to be at their highest levels 
in 650,000 years while the average sea level of the world has 
risen nearly 7 inches over the past 100 years alone. This has 
tremendous impact on our operations, especially in ensuring a 
sustainable water ecosystem for all our stakeholders.

I believe it is time for utility services 
companies to elevate their role to 
be more sustainable. This is in line 

with the vision of making Selangor 
a smart and sustainable city in the 

recognise that we have ourselves, 
through the range of our operations, 

the opportunities to make better 
choices and be more sustainable. 
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Where once we were questioning whether climate change is a 
reality, today the world is demanding immediate, purposeful 
and meaningful actions. In this regard, it should be pointed out 
that meaningful and positive action against climate change can 
only be borne out of a genuine sense of responsibility. 

I believe it is time for utility services companies to elevate their 
role to be more sustainable. This is in line with the vision of 
making Selangor a smart and sustainable city in the future. Thus, 

the range of our operations, the opportunities to make better 
choices and be more sustainable. And for that, I am proud of Air 
Selangor for the accountability and action they are taking, and 
which are presented in this Sustainability Report.

We have seen the growing awareness and momentum for 

the Paris Agreement under the United Nations Framework 
Convention on Climate Change (“UNFCCC”). As a signatory 
to the Paris Agreement since December 2012, Malaysia has 

technology transfer, and capacity building from developed 
countries. The question is, how can we play our part to support 
Malaysia’s commitment?

operations on the environment and continuously incorporates 
sustainable considerations, particularly from the viewpoint  that 
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Now that there is the momentum to tackle 
climate change head-on at the state level, 
Air Selangor must be prepared to intervene 
meaningfully by integrating adaptation 
to climate change into planning, decision-
making and operational processes as it 
is a necessary strategy for sustainable 
development in the long term. By supporting 

what needs to be done for them to make 

step to participating in the bigger picture 
of Malaysia’s commitment to the Paris 
Agreement.

There is little doubt that climate change will 
impact the water ecosystem at large and it 
is therefore imperative that mechanisms are 
introduced to allow sharing of knowledge and 
experience. In this regard, I would encourage 
greater cooperation amongst the agencies as 
there can be so much we can achieve when 
we band together and do the best we can, to 
overcome any challenges that come our way. 
I would like to thank the Board, the senior 
management team, and everyone at Air 
Selangor for their unswerving commitment 
all these years. I wholeheartedly believe that 
Air Selangor will not only be the leading water 

role model for a sustainable operator in the 
industry.

Let us together strive to nurture a sustainable 
water ecosystem for a better tomorrow, 
Insya-Allah.

Thank you.

YANG AMAT BERHORMAT  
DATO’ SERI AMIRUDIN BIN SHARI 
Chairman

With rapid urbanisation, it is projected that by 
2050, 88% of Malaysia’s population will be living 

in cities and more than half of that will be centred 
in Selangor, Kuala Lumpur and Putrajaya. Thus, 

the need to ensure sustainable water supply in the 
future becomes an even bigger priority.

climate change presents the single biggest threat to human development. With 
rapid urbanisation, it is projected that by 2050, 88% of Malaysia’s population will 
be living in cities and more than half of that will be centred in Selangor, Kuala 
Lumpur and Putrajaya. Thus, the need to ensure sustainable water supply in the 
future becomes an even bigger priority.

Selangor’s 2020 Budget saw an allocation of RM1.5 million for green volunteerism, 

statewide, RM600,000 to set up recycling centres at all local councils, RM6.85 
million for solid waste management, RM40 million for Taman Rakyat Selangor 

strategies are just mere plans without the concerted support from all relevant 
parties to pledge, act and commit to being sustainable.
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This report contains details that showcase our achievements and 
undivided commitment in our continuous journey to deliver clean 
water to our customers, build strong business and community 
partnerships, and nurture an engaging work environment, all while 
achieving business excellence. Prepared in accordance with the 
standards set by the Global Reporting Initiative, and in alignment 

this report enlightening and insightful.

As we step into an era of global uncertainties, we must continuously 
improve the sustainability of water systems for future generations. 

in 2021 were clear indicators that we need to expedite responsive 
solutions toward mitigating and managing climate change, resilient 
business practices, and adapting to meet the circular economy trends 
that are collectively driving the new economy. 

Message from the 

Chief 
Executive

Dear Valued Stakeholders,

I am delighted to present Air Selangor’s 
second Sustainability Report which 

commitment to inculcate a sustainability 
culture throughout our value chain, and 

the lives of our stakeholders.
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Average Water  
Reserve Margin 

13.63% 

 1.76% 

Reduced NRW 
in 2021

27.93% 
 0.60%

Sesama Mara CSR   
Fund in 2021

RM450,704
 40%

Call Centre Service 
Levels in December 2021

90% 
 41% From June 2021

According to the Organisation for Economic Co-operation and Development (“OECD”) 
Policy Responses to COVID-19 report, for the economic recovery from the pandemic to 
be durable and resilient, a return to ‘business as usual’ and environmentally destructive 

include alignment with long-term emissions reduction goals, factoring in resilience to 
climate impacts and increasing circularity of supply chains amongst others.

Air Selangor Sustainability Strategy 2020-2022 supports the company’s vision to be 

our focus on fortifying the resilience of water services, by improving overall customer 
experience and working with stakeholders along the value chain for positive action, 
cooperation, and contributions that will enhance water infrastructure, policies, 
conservation, and security. It is crucial that we help solve the grand challenge for the 
future of the water ecosystems. It means that there is enough water to meet multiple 
needs of our consumers, from agriculture, commercial, personal and industrial. 

It also means that water supply remains consistent despite the challenges of climate 
impacts that is of global concerns now. To that end, as a company we are pushing 
through sustainable water management without compromising the ability of future 
generations to do the same.

Despite operational and business challenges faced last year, Air Selangor recorded 

contracts were awarded last year mainly to develop Stage 1 of the Rasau Water Supply 
Scheme project which is targeted for completion in 2025. The development of this 
project is vital to address the ever-increasing water demand in the Klang and Petaling 
regions. 

Let me take you through some of the year’s milestones in this regard.

Expanding Water Supply Stewardship

Since Air Selangor was established, our mandate is to abstract, treat and distribute 
water to approximately 8.4 million consumers in Selangor, Kuala Lumpur and Putrajaya, 
following the restructuring of the state water-service industry. Since then, Air Selangor 

and distribution operations, towards delivering the best experience to our customers. 
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This involves the continuous maintenance and upgrading of our 
assets and infrastructures.

We have successfully increased the average water reserve 

year-on-year improvement of 1.76%. We have also executed 
rigorous assets maintenance, completing 102% of planned 
preventive maintenance and 96% of planned conditioned-based 
maintenance of our assets. 

More details are available on pages 66 - 67

Harnessing Digital E�ciencies

As quality service and customer safety are at the forefront of our 
operations, Air Selangor constantly look to upgrade its mobile 

our mobile services, ‘Air Selangor Consumer Mobile Application’ 
and ‘Operations Mobile Application’ received recognition for 
excellence during the Malaysia Technology Excellence Awards 
2021 Mobile-Utilities Category. 

Towards better service excellence, our call centre capacity has 
also been expanded to provide better, more timely responses. 
Service levels were successfully improved to 90% in December 

reducing the frequency of repeated calls and critical customers 
were prioritised through the enhancement of the complaint 
management system.

More details are available on page 18 and 55.

Towards Improving Water Resource E�ciency

There is a growing need for the water economy to become a fully 
circular one, through collaborations, research, innovation, new 
technologies and new operating methods. 

We have started our journey in our continued bid to safeguard 
water security, we entered into a joint venture with Indah Water 
Konsortium Sdn. Bhd. (“IWK”) on 16 March 2021, to embark on 
a water reclamation initiative that will further expand the water 
services industry in Malaysia.  

On top of that, showcasing our commitment toward increased 

we achieve our NRW targets, we have been implementing 
these various initiatives including the Physical Loss Reduction 
programme, Commercial Loss Reduction programme, Pipe 

reduce NRW, Air Selangor successfully achieved an NRW rate of 

in the previous year.

More details are available on age 65 and 76.

Armoring Ourselves to Tackle Climate Change

We believe that our journey to sustainability isn’t a lonely one. 
Malaysia has documented its commitment to climate change 
mitigation boldly in the 12th Malaysia Plan (12MP). With the aim 
to be carbon neutral by 2050 at the earliest and to overhaul its 
energy, transportation as well as land-use sectors we are seeing 
industry players and corporates banding together to make the 
change. Although climate change disaster seems like a distance 
away from a fortune for Malaysia in the near future, we shall not 
discount the potential it might bring to the country which might 
impact the water sources at large. 

In anticipation of the impact of climate change on the sustainable 
water supply especially for our consumers in Selangor, Kuala 
Lumpur and Putrajaya, Air Selangor has set up a climate 
change task force to strategise and implement an action plan 
to mitigate the incoming impact. We need to be ahead of the 
game in ensuring that we minimise if not eradicate the impact 
altogether, staying true to our commitment to provide ‘water 
forever’ to our consumers. 
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Serving Our Stakeholders 

Last but not least, pivotal to our vision and mission, is our 
commitment to our stakeholders. 

Our employees are the vital drivers of our performance and 

people and ensuring workplace safety during these challenging 
times. We have worked to speed up vaccinations for our 
employees through the State’s vaccination programme and 
achieved a 99.90% fully vaccinated record by the end of the year.

In helping the underprivileged communities, our investment in 

responsibility programme amounted to RM450,704 in 2021, 

under four core pillars are focused on supporting low-income 
households in ensuring improved access to equity.

Strong partnerships are key to the achievement of our upcoming 
targets and goals. I am grateful for the cooperation of industry 
and state partners to date and hope that we can further work 

challenges that will face the water industry.

In a nutshell, achieving sustainable water ecosystems requires 
a multidisciplinary and holistic approach. Following the United 
Nations General Assembly’s recognition of ‘the right to safe and 
clean drinking water and sanitation as a human right’, water 
is essential for the full enjoyment of life for all human beings. 
Globally it means to provide each person on the planet with 

that every single person in Selangor, Kuala Lumpur and Putrajaya 
has access to clean and safe water, especially for underprivileged 
households where access to alternative sources might be hard to 
come by. Air Selangor is constantly working to upgrade systems 
and processes as we are focused on our mission to be the best 

Thank you.

 
SUHAIMI KAMARALZAMAN 
Chief Executive O�cer
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About Air
Selangor

Air Selangor is Malaysia’s largest water operator and serves as the 
sole public water services provider for Selangor, Kuala Lumpur, 
and Putrajaya (“Distribution Area”) since September 2019. It is 
responsible for abstracting, treating, and distributing treated 
water supply to 8.4 million consumers consisting of residential, 
commercial, and industrial users, as well as government 
buildings, places of worship, and other vital establishments that 
bind the states’ socio-economic fabric. 

Air Selangor Holdings Berhad (“AIS Holdings”) is the immediate 
holding company and Menteri Besar Selangor (Incorporated), a 

Besar Selangor (Incorporation), Enactment 1994, is the ultimate 
holding corporation of Air Selangor.

Air Selangor delivers clean and safe water to its consumers 
through various water treatment facilities and assets with daily 
production averaging 4,991 million litres. As an essential services 
provider for highly mature and primarily urbanised areas like 
Selangor, Kuala Lumpur, and Putrajaya, Air Selangor plays 
an important role in supporting Malaysia’s economic growth 
through a dedicated team of over 5,000 people who work 
around the clock to ensure continuous supply of high-quality 
water for all.

4,991  
million litres 
of clean and safe water  
is produced daily
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Joy in Every Drop or ‘Setiap Titis Bermakna’ describes the aspiration behind everything we do at Air Selangor.  
It represents the Company’s commitment to delivering the highest standard of services for consumers, providing 
a healthy working environment for employees to thrive, and opportunities for business partners to grow together.

Striving to provide clean, safe, and a�ordable water for consumers, every drop of water supplied is full of care and 
reflects the passion for innovation so that consumers can create joyful memories with their loved ones.  

As Air Selangor works to ensure the best customer experience, it also works with its employees and business 
partners to create a joyful working environment for all to grow. 

VISION
We will be the leading water services provider in Asia by 2030 

MISSION
We deliver the best experience to our customers 

OUR CORE VALUES
Teamwork
Providing support to one another, working collaboratively, respecting one’s views, and 
making our work environment well balanced and enjoyable.

Honesty
Being open and truthful in all dealings to allow us to be of great service to our colleagues 
and customers.

Integrity
Continually doing the right thing no matter what the consequences. With integrity we will 
live by our standards and beliefs even when no one is watching.

Professionalism
At all times, we strive for excellence and quality in everything we do on top of being reliable 
and responsible.

Highest Standard of Services
We respect our customers and strive to deliver timely, responsive and proactive services at 
all times.
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Our Assets

Hybrid O�-river 
Augmentation System  
(“HORAS”) 600 

1

As of 31 December 2021.
1  Kelau Dam was handed over to Air Selangor in 2020.

100%
Active Storage  
for Dams

Average Production 
Volume

4,991
million litres per day 
(“MLD”)

Pipe length 
(mapped using GIS)

30,008 
km

3
Accredited 
Regional Laboratory

Water Sampling 
Stations

1,122

Dams

8 1,2

Water Treatment 
Plants (“WTPs”)

34 3

O�-river  
Storage (“ORS”)

3
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27
O�-plant Autonomous 
Chlorine Injection System 
(“OACIS”)

Hybrid Distribution 
Water Quality Real-time 
Analyser (“HYDRA”)

19015
River Monitoring 
Stations

728
Pump  
Houses

5,056
Workforce

1,599
Service 
Reservoirs

1,172
Active Operational 
Vehicles

2 Seven dams are under the supervision of Air Selangor, and one dam i.e., Batu Dam is under the supervision of the Department of 
Irrigation and Drainage. A list of dams/ORS/HORAS 600 is available on page 66.

3 Thirty-one WTPs are operated by Air Selangor, and three WTPs are under appointed parties.
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Our Customers

DOMESTIC
Domestic customers include residential properties 
which form the largest part of the total number of 
registered accounts with Air Selangor.

2,230,180  
accounts 
(87.21%)

COMMERCIAL
Commercial customers include industries, commercial 
areas, and ships.

313,256 
accounts 
(12.25%)

OTHERS
and charitable institutions.

13,812 
accounts 
(0.54%)
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Reclaimed Water 
Venture between 
Air Selangor and 
Indah Water 
Konsortium

Rasau Water 
Supply 
Scheme

Non-revenue 
Water 
Achievement

Integrated 
Management 
System 
Certification

Enhancement 
of Customer 
Relations 
System

On 16 March 2021, Air Selangor entered into a joint venture with Indah Water Konsortium 
Sdn. Bhd. (“IWK”) to embark on a water reclamation initiative that will further augment the 
water services industry in Malaysia. In line with Air Selangor’s long-term commitment to the 
sustainable development of the water industry, this collaboration aims to optimise the nation’s 

The Rasau Water Supply Scheme is part of Air Selangor’s long-term commitment to provide 
customers with a sustainable water supply to address the ever-increasing water demand in its 
Distribution Area. In 2021, Air Selangor has awarded contracts for two project packages namely, 

2022. 

by 2049. To meet these targets, various initiatives have been implemented including the Physical 
Loss Reduction programme, Commercial Loss Reduction programme, Pipe Replacement 

Air Selangor expanded its call centre capacity to better serve customers and to reduce customer 
waiting times via prioritised volume management during peak periods. With this initiative, 

attention was also paid to reducing the frequency of repeated calls and critical customers were 
prioritised through the enhancement of the complaint management system, which includes 
returning dropped calls.

In 2021, Air Selangor received recognition for the successful implementation of the Integrated 

Management System, ISO 14001:2015 Environmental Management System, ISO 45001:2018 
Occupational Health and Safety Management System for the entire organisation, ISO/IEC 

headquarters and 29 WTPs. With this, we aim to better drive our business towards streamlined 

Key Highlights Of 2021

Malaysia Book of 
Records for ‘Largest 
Participation for 
a Virtual Patriotic 
Song Performance’

Air Selangor was recognised by the Malaysia Book of Records for this event in commemoration 

demonstrate patriotism and love for the nation whilst supporting the spirit of #kitajagakita 
throughout the COVID-19 pandemic.
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Air Selangor 
Water 
Handbook

Air Selangor 
River Care 
Programme

Air Selangor 
Virtual  
Hydro Run

Air Selangor published and launched the ‘Water Handbook – Sustainable Consumption and 
Conservation for Individuals and Organisations’, in collaboration with Universiti Malaya to 
encourage sustainable water consumption. The handbook contains three main pillars namely, 
Sustain, Conserve, and Restore to introduce readers to ways to use water more sustainably. 

In support of the publication of this handbook, the Hydro Squad with local personalities 

education. The Hydro Squad conducted the Water Conservation Master Class programme on 
Air Selangor’s Facebook and YouTube social media platforms to elevate public awareness and 
ultimately refer them to the handbook as a guide for prudent water consumption. 

On World River Day 2021 on 26 September, Air Selangor collaborated with FoRM to organise a 
recreational plogging activity at Denai Universiti Kebangsaan Malaysia (“UKM”), Bangi, involving 

RM50,000 collected from the proceeds of the Virtual Hydro Run and a woodchipper machine 

river care programmes were embarked on with FoRM to clean up the rivers within the vicinity 
of Taman Melawati, Kuang and Rincing Hilir.

In conjunction with World Water Day on 22 March 2021, Air Selangor organised the Virtual 
Hydro Run to create awareness of the importance of water and how the public can help protect 
our water sources. Apart from this, Air Selangor also intended to inspire individuals to adopt 
healthier lifestyles by incorporating workouts at home. This programme saw participation 
from 5,000 people, and event proceeds totalling RM50,000 were donated to Friends of River 
Malaysia (“FoRM”).

Extension 
of Supply to 
Orang Asli 
Villages

Although 99.8% of the population in Air Selangor’s Distribution Area has access to Air 

the ‘Extension of Supply – Towards 100% Supply Coverage’ Programme. The programme aims 
to extend the current piping infrastructure to areas where Air Selangor’s distribution network 
was previously unavailable. In March 2021, a treated water supply distribution project to reach 
an additional 280 consumers in two Orang Asli villages in Bukit Lagong, Gombak and Bukit 
Kechil, Kuala Langat was completed.

Sesama 
Mara

Air Selangor’s Flagship Corporate Social Responsibility (“CSR”) programme, Sesama Mara, 

Programme, Empowering B40 Women, Plumbing Assistance Service, and Empowering Online 

income households with a total investment amounting to RM450,704.
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Air Selangor Consumer Mobile Application 

The Air Selangor Consumer Mobile Application was recognised 
for its innovative cloud-powered platform in delivering the best 
customer experience. Through the app, consumers can access 
real-time updates on water services disruption, billing, payment, 
and highlights about water services in their community. 

Air Selangor triumphed in 
the Malaysia Technology 
Excellence Awards 2021 
Mobile-Utilities Category 
in May 2021 for the ‘Air 
Selangor Consumer Mobile 
Application’ and ‘Operations 
Mobile Application’. The 
award was organised by the 
Singapore Business Review 
and aims to crown top-tier 
organisations with the most 
innovative and unique IT 
initiatives and solutions in 
Malaysia.

Awards

Operations Mobile Application 

Operations Mobile Application (“OMA”) was recognised for its 
contribution to operational excellence whereby it consolidates 
and streamlines processes and activities for the ease of the 
operations team, ensuring asset performance and undisrupted 
water supply.
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Our Business
Plans

However, there are several key operational challenges faced, predominantly, the 
continuous increase in water demand due to population growth, urbanisation, and 
industrialisation, and the threat to water security resulting from climate change and 
raw water pollution. In ensuring it remains resilient and responsive in meeting consumer 

Strategic Plans & Initiatives (“SPIs”) and eight Key Result Areas (“KRAs”) which have 
been approved by Suruhanjaya Perkhidmatan Air Negara (“SPAN”).

business plan which will be utilised to upgrade existing water infrastructure, improve 

reviewed from time to time, in response to the changing operating environment of the 
water services industry.

As the sole water 
services provider 
for Selangor, Kuala 
Lumpur, and Putrajaya, 
Air Selangor is 
committed to ensuring 
a sustainable supply of 
clean and safe water for 
its customers.
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Why ASPIRE Dashboard?

Organisational  Excellence – Empower strategic and agile business decisions through 
Data Analytics to unlock high-performance excellence.

Digital Transformation – Enrich adoption of using the right data at the right time 

platform to nurture a Digital Work Culture.

Data-Driven Organisation – Build a data strategy to deliver digital water solutions 
aligned across the company through a single source of information. 

Being a unique cloud-powered platform, it is designed with interactive data visualisation 
enabled through Microsoft Azure with Power BI tool, leveraging on an Enterprise Data 
Lake. It is accessible with a single click via mobile phone, computer, and tablet. 

ASPIRE further draws on Machine Learning to yield analytics use cases by synthesising 

departments to provide predictive insights on aspects related to production, distribution, 
reserve margin, consumption, pipe burst index, non-revenue water, operational costs, 
WTP rehabilitation, and customer digital experience.

Provides a holistic view of Air Selangor’s operations performance. 

Assists in locating the potential improvement across departments in an automated and 
easily accessible manner.

With ASPIRE, Air Selangor is the pioneer in the Malaysian water industry to use Water 
Average Interruption Duration Index (“WAIDI”) and Water Average Interruption 
Frequency Index (“WAIFI”) as matrixes to reduce water disruption occurrence using 
statistical measures.

a circular digital working culture.

1

2

3

4

5

The New Game Changer for Air Selangor

Intelligence @ Anytime, Anywhere

Business Value

Pioneering WAIDI & WAIFI

The Future

Air Selangor’s Strategic Plans 
and Initiatives

Tracking and monitoring of real-time 
progress and performance of Air 
Selangor’s SPIs are managed through 
the Air Selangor Strategic Plans and 
Initiatives Realisation (“ASPIRE”) 
Dashboard using Big Data Analytics 
solutions. The ASPIRE Dashboard 
project which was completed in 2021 
is an executive intelligence single 
touchpoint dashboard that measures 
business performance and productivity 
through key drivers namely, strategic 
indicators, tactical drivers, and 

CAPEX spending for each SPI. 

The key drivers of the ASPIRE project are: 

Strategic Indicators

Lead indicators to measure 
achievement of the SPI

Tactical  Drivers

Internal and external drivers 
that are used to identify areas 
for improvement that will 

strategic indicators

Operational Measures

Actionable information and 
measures which are used 
to monitor progress for 
immediate action for both 
medium and long-term, as 
these will impact tactical 
drivers
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Improvement to Asset Reliability  
and Resilience
Towards Resilient Water Future

Objectives:

• Optimise management and maintenance of our 
assets.

• Ensure uninterrupted water supply to our customers.

• Rehabilitate, replace, and upgrade our assets.

• Improve water storage capacity.

Achievements in 2021:

• Completed 102% of planned preventative 
maintenance of assets.

• Completed 96% of planned condition-based 
maintenance of assets.

• Completed 8,791 corrective maintenance of assets.

• Completed pipe replacement works for 154 hotspots.

• Completed rehabilitation works for 44 unused 

• Completed refurbishment works for 9 pump houses 

• Purchased and received 71 units of various vehicles 
to enhance operational capability and improve 

disruptions.

SPI Achievement

SPI 2
Water Forever
Towards a Sustainable Water Future

Objectives:

• Ensure sustainable water supply for the future.

raw water pollution.

• Design interventions and initiatives that ensure 
water supply is in tandem with water demand. Some 
of these actions include reducing system water loss, 
optimising customer water use, as well as identifying 
and developing new sources of water.

Achievements in 2021:

• Successfully increased the average water reserve 

a year-on-year improvement of 1.76%.

Rasau Water Supply Scheme amounting to RM896.29 
million.

SPI 1SPI 1

Improving Operational E�ciency
Digital Utility of the Future

Objectives:

• Leverage the growth of digital connectivity and big 
data to become the Digital Utility of the Future.

operations, namely production, distribution, 
asset inventory and maintenance, and customer 
management.

SPI 3
Achievements in 2021:

• Launched new Operations Business Intelligence for 
Closed-Loop Customer Management (“OBI-CLCM”) to 
improve customer complaints management.

• Completed ASPIRE dashboard.

• Capacity of the Intelligent Command Centre (“ICC”) 

using online Hydraulic Modelling Prediction. 
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SPI 5
NRW Reduction
NRW Reduction by 25% by 2025,  

Objectives:

• Reduce water loss throughout our operations, 

15% by 2049.

• Optimise operational costs and increase our revenue

Achievements in 2021:

target of 28.00% as set by SPAN.

100 km per year1.

• Achieved water supply target as follows:

Parameter SPAN  
Target

Achievement

Repair and resume 
water supply  
within 24 hours for 
communication pipe 
failure

80.00%

Repair and resume 
supply within 24 
hours for the failure 
of mains of diameter 
less than 200 mm

80.00% 86.40%

Repair and resume 

hours for failure
of mains with a 
diameter 200mm > 
diameter < 600mm

90.00% 96.10%

Repair and resume 
supply within 48 
hours for the failure 
of mains of a diam-
eter greater than 
600mm

95.00% 98.20%

1  Based on Unavoidable Annual Real Losses (UARL) 
and Infrastructure Leakage Index (ILI), Allan Lambert, 
Water Loss Research and Analysis Ltd, United Kingdom, 

 
100 km per year.

Towards Best Customer Experience
Drinkable Water from Tap  
by 2028 and Best Customer Service

Objectives:

• Improve our service delivery and exceed customer 
expectations in terms of reliability, responsiveness, 
and quality continuously.

Achievements in 2021:

• Achieved call centre service level of 90% in December.

• Achieved 101.74% of meter replacement works.

• Completed the pilot installation of 8,041 Advanced 
Metering Infrastructure (“AMI”) meters in the Sepang 
Region.

0.54 complaints per 1,000 connections, below the 
targeted 0.6.

• 96.70% completion of works for 6 watercourses 
under the ‘Trust our Tap’ initiative.

• Achieved water quality targets as follows:

Parameter MOH Target Achievement

E. Coli 100.00

Free Residual  
Chlorine (“FRC”)

99.97

E. Coli & FRC 100.00

Turbidity 99.99

Aluminium 96.74

SPI 4
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SPI 6 SPI 7
Creating Conducive Working  
Environment
World-Class Water Service Provider

Objectives:

• Position Air Selangor as an employer of choice by 
creating a safe and conducive work environment.

• Develop and grow talent within our Company to 
ensure a sustainable pipeline of leaders and achievers.

Achievements in 2021:

• Recorded Lost Time Injury Frequency Rate (“LTIFR”) of 

• Achieved 80% score in overall Employee Engagement 

of Malaysia Country Norm.

• Employees are provided with access to professional 
counselling services for employeeas as part of Air 

• Continuation of the COVID-19 Command Centre to 
facilitate pandemic response within the Company 
towards maintaining business continuity and protecting 
employee health.

• As part of Air Selangor’s succession planning, twenty-

selected to participate in a 2-year exclusive Talent 
Leadership Development Programme. 

• Air Selangor has enrolled a pool of 891 employees, 

of Human Resources, Malaysia. As a result, the 891 
employees have also received the Malaysian Skills 

Environmental Stewardship
Waste Zero Environment

Objectives:

• Operate responsibly, minimising our impact on the 
environment, and adhere to regulations.

• Towards a zero-waste environment, optimising 
resource use and reducing our carbon emissions.

Achievements in 2021:

• Achieved compliance with the Department of 
Environment (“DOE”) Guided Self-Regulation 
(“GSR”):

Scope Compliance (%)

WTPs

Distribution Activities 65.47

• Recorded carbon emissions and carbon emissions 
intensity as follows:

Total Carbon Emissions (tCO2) 

Produced Volume Carbon 
Intensity (kgCO2/m )

Billed Volume Carbon Intensity 
(kgCO2/m )

0.440
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OUR FINANCIAL PERFORMANCE

Selangor, Kuala Lumpur, and Putrajaya) that has taken into consideration the need for 
equitable access including water conservation and prudent water use by consumers. 

 (this is the average amount of water required for subsistence for 

20m  is charged at an increasing rate. A similar tiered rate system is also imposed on 
non-domestic customers.

the water infrastructure is properly maintained for optimum operating conditions, the 
quality of water and services are safeguarded, the replacement and upgrading of ageing 
infrastructure can be executed in a timely manner and increasing water demand can be 
managed and met.

A sustainable business model which will enable Air Selangor to defray both Operational 
Expenditure (“OPEX”) and CAPEX, earn regulated and sustainable returns, and cover 
environmental and social costs, is vital for the water services industry in the long term. 

that does not allow for full-cost recovery. Revenue earned by Air Selangor in 2021 was 

CAPEX for the year. Against the operational and business challenges faced arising from 

RM2.18 billion in revenue for 2021, in-line with the revenue achieved in 2020. In 2021, Air 

increase of 240.00% from 2020 mainly due to contracts awarded for the development 
of the Stage 1 Rasau Water Supply Scheme. 

Revenue

billion
RM2.18

CAPEX  
(contracts awarded)

billion
RM1.23 

OPEX 

billion
RM2.43
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RM1.23 

CAPEX 
(Contracts Awarded)

20201 

(RM mil)
2021 

(RM mil)

SPI 1 - Water Forever 22.92 950.79

SPI 2 - Improvement to Asset Reliability & Resilience 175.97 159.80

48.45

SPI 4 - Towards Best Customer Experience 

SPI 5 - NRW Reduction 

SPI 6 - Creating a Conducive Working Environment 6.57

SPI 7 - Environmental Stewardship 7.09
Total 361.71 1,230.12

1 Includes new contracts awarded in 2021 under the 2020 CAPEX budget

CAPEX (Contracts Awarded)

Water Forever (SPI 1) Towards Best Customer Experience 
(SPI 4)

Creating Conductive Working 
Environment (SPI 6)

Environment Stewardship (SPI 7)

Improvement to Asset Reliability & 
Resilience (SPI 2)

NRW Reduction (SPI 5)

2.95%
2.86%

2.80%

0.53%
0.58%

77.29%

12.99%

2021

48.65%

13.39%

10.78%

10.52%

9.24%

1.08%

6.34%

2020
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OPEX

Finance and leasing cost Purchase of water

Electricity ChemicalOthers

Repair and maintenance

2021

2.37%

28.37%

17.12%

17.12%

15.31%

10.13%

9.58%

2020

2.50%

28.71%

17.68%
14.23%

16.09%

9.85%

10.94%

Sustainable Financing

In October 2021, Air Selangor completed its second issuance 
under its existing RM10 billion Sukuk Murabahah Programme. 
The RM1 billion issuance comprised the inaugural issuance of 

Kelestarian Air Selangor (“SRI Sukuk”) and the second tranche 
of RM570 million Islamic Medium-Term Notes (“IMTNs”) across 
four series from 7 years to 20 years.

eligible projects that comply with Air Selangor’s Sustainable 
Development Sukuk Kelestarian Framework. Eligible projects 
include projects relating to sustainable water supply, sustainable 
water management, renewable energy, and green building/

OPEX 2020 
(RM mil)

2021 
(RM mil)

Finance and leasing cost 662.97 689.91

408.19 416.24

Repair and maintenance

Purchase of water

Others 227.44 246.42

Electricity 252.59

Chemical 57.80 57.69
Total 2,309.25 2,431.75

assets, all of which are in line with Air Selangor’s sustainability 
strategies. The proceeds from the IMTNs will be utilised to 

working capital requirements. 

be completed in the fourth quarter of 2022.

the long and short-term ratings of AAA with stable outlook and 

2021. The AAA rating indicates superior safety for payment of 
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1 Score is between 1 (Very Good) and 5 (Extremely Critical).
2 Gender diversity in 2020 was 79% male and 21% female.

  Data as of December 2021. Data presented next to arrows for increment or reduction, are in comparison to 2020.

13.63% 
 1.76%  

Water Reserve 
Margin

27.93% 
 0.99% 

Yearly Average  
Non-Revenue Water

99.80% 
 0.05% 

Overall Treated Water 
Quality Compliance

6.37 
 2.5 

Pipe Burst Cases per 
100 km per year 135,413 

 10,799  

Pipe Leak Cases

96.80km 
 11.2 km 

Pipes Replaced

51.48% 
 27.78% 

e-Bil Sign Up rate 
by Customers

 0.001 kg CO2/m  

0.440  
kg CO2/m3  

Carbon Emissions 
Intensity

0.53 
 0.74  

Lost Time Injury 
Frequency Rate

Gender Diversity 2

RM2.18 
billion  

 RM0.005 billion 

Revenue

2.00 1 
0.14 

Asset Condition Score

Key Performance Data

Male

Female

Management

67%

33%

Executive 

61%

39%

Non-executive

85%

15%

Overall

80%

20%
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Our  
Sustainability  
Approach

Sustainability at Air Selangor is guided by the Air Selangor 
Sustainability Framework which supports the Company’s Vision 

materiality assessments that we undertake. The Sustainability 
Framework sets out the company’s approach to sustainability, 

be carried out in line with the sustainability strategies, reporting 
performance, and stakeholder engagement.

28

OUR SUSTAINABILITY APPROACHSUSTAINABILITY REPORT 2021



Chief Executive O�cer & Management Committee

The CEO and Management committee oversees the implementation of sustainability 
initiatives, and development of sustainability strategies.

Sustainable Development Unit

The Sustainable Development Unit within the Sustainability & Water Conservation 
Section, Risk Management Department leads the sustainability strategies and 
initiatives, conducts regular reporting on sustainability initiatives, and provides 
support to the Management on sustainability risks and opportunities.

Sustainability Working Committee

The Sustainability Working Committee supports the Sustainable Development Unit 
in implementing sustainability strategies and initiatives, recommend changes in 
material matters, identify, manage, and monitor action plans.

Our Contribution to the Sustainable Development Goals 

 

SDG 6, Air Selangor is also positively contributing to the other SDGs.

Sustainability Governance

implementation and integration of sustainability across the organisation. The Management communicates relevant 
sustainability updates to the Board of Directors (“Board”) every quarter. 
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The following summarises our approach toward the achievements of the SDGs, which includes:

1. Aligning Air Selangor’s long-term sustainability strategy under each of the priority SDGs with the regulators’ focus areas and the 
operating landscape.

2. Building evidence by monitoring and reporting data to demonstrate progress and highlight areas for improvement.

towards achieving the SDGs for the industry. 

Our Priority 
SDGs & SPIs that 
support them

Our Contribution (2021)

SPI 1, 2, 3, 4, 7

• Supplied treated water to 280 consumers in two Orang Asli villages in Bukit Lagong, Gombak and Bukit 
Kechil, Kuala Langat.

zero violations for E. Coli and zero simultaneous violations incidents for E. Coli & free residual chlorine.

• Actively monitored raw water quality at all intake sources through a team of technical experts who will 
notify the relevant authorities if pollution is detected.

Setia Alam is currently able to supply up to 4.0 million litres per day (“MLD”) of reclaimed water.

environment.

• Actively promote water conservation through various educational and awareness programmes in 
partnership with educational institutions and state assemblymen (“ADUN”). This includes distributing 
free water thimbles and promoting the Air Selangor Water Handbook to help consumers reduce water use.

• Published the ‘Water Handbook – Sustainable Consumption and Conservation for Individuals and 
Organisations’, to introduce ways to use water sustainably.

• Conducted four River Care programmes in collaboration with FoRM.

SPI 1, 2, 3, 6

• Employed more than 5,000 skilled employees and provided them with competitive remuneration and 

• Identifying ways to improve diversity at the workplace and creating equitable opportunities for growth, 
welfare, and well-being. In 2021, our employee turnover rate was at 6.44%.

• Promoted the importance of road safety, especially to its meter readers who are always on the road, by 
organising programmes to prevent road accidents such as Health, Safety and Environment (“HSE”) Stand 
Down and distribution of motorcycle high visibility vests. 

• No direct hiring of migrant labour. All suppliers and vendors are also required to adhere to appropriate 
health and safety standards in managing their employees/workforce as stipulated in their contracts.
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Our Priority 
SDGs & SPIs that 
support them

Our Contribution (2021)

SPI 1, 3, 4, 7

• Optimising the water treatment process and chemical usage by using technology such as advanced 

• Managing the various residuals from the water treatment process to meet full compliance with the 

• Reduced impact on the environment by implementing GSR, the Recycle for Life campaign, and optimised 
how energy and other resources are used by implementing Energy Savings Pilot Projects.

• Publication of annual sustainability report in accordance with GRI Standards.

SPI 3, 7

• Adopted new methods of raw water storage via ORS and HORAS 600 to minimise the impacts of water 
scarcity that may arise due to climate change. 

opportunities.

SPI 1, 2, 3, 4, 7

• Introduced mandatory e-learning module on Anti-Bribery and Anti-Corruption Module for all employees to 
ensure awareness.

Selangor’s zero-tolerance policy towards acts of corruption and bribery.
• Continuous service delivery improvement by engaging stakeholders, and being responsive to customers, 

while communicating challenges, strategies, and performance transparently.
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Stakeholder Engagement

Air Selangor’s stakeholders refer to groups or individuals who are impacted by its business operations and/or whose business 

part of its business operations. Stakeholder engagement is an important practice to help Air Selangor better understand issues and 
concerns raised by multiple groups, obtain  further business insights to improve overall business outcomes and strengthen working 
relationships. 

Stakeholder engagement as a function and focus area falls under the purview of various departments within the Company, depending 
on the nature of the engagement and its purpose. The table below provides an overview of the various engagements with stakeholders 
on a variety of sustainability topics.

Stakeholder Group Approach / Platforms Top Areas of Concern

Directors • Board and Board Committee 
Meetings

• Financial and operational performance
• Capital investments and initiatives
• Risk management 
• Sustainability 

Regulators • Meetings
• Events 
• Workshops
• Site visits
• Enforcement activities

• Adherence to regulations and license requirements
• Business plan and operational performance

• Pollution 

• Speedy and accurate water quality test results
• Engagement and communication
• Climate change 
• Environmental performance

Customers • Service counters
• Open counters
• Helpline
• Social media
• Mobile application
• Air Selangor’s website
• Media
• Reports
• Campaigns
• Complaint investigation

• Service reliability and billing accuracy
• Continuous water supply
• Optimum water pressure
• Water quality
• Engagement and communication
• Brand perception and trust
• Timeliness of resolutions and responsiveness to 

complaints
• Awareness and educational matters

Developers • Meetings
• Electronic Development Plan 

Approval System (eDPLAS) 
application

• Integrity and governance

Employees • Employee engagement survey
• Employee training and employee 

engagement events
• Internal newsletters and bulletins
• Performance reviews
• Total Asset Management System 

(“TAMS”)
• Manuals and procedures

• Engagement and communication with Management

• Workplace health and safety
• Employees’ mental health
• Succession planning and talent pool
• Opportunities for learning and development
• Internal system capability, reliability, and performance in 

conducting day-to-day tasks
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Stakeholder Group Approach / Platforms Top Areas of Concern

Vendors/Suppliers/ 
Contractors

• Procurement manual
• Performance reviews
• Vendor surveys
• Training and events
• Meetings
• Site visits
• Air Selangor’s website
• TAMS’ Supplier Portal
• Telegram
• Tender advertisement

• Fairness and transparency in the tender process
• Impartial and comprehensive tender evaluation
• Business ethics
• Vendors’ performance
• Vendors’ due diligence

Local Communities/
NGOs

• Meetings 
• Engagement sessions, community 

events, and CSR programmes
• Campaigns

• Philanthropy and charitable giving
• Environmental performance
• Brand perception and trust
• Engagement and communication
• Partnerships and collaboration
• Awareness and educational matters

State Assemblymen, 
Government Agencies, 
Industry Groups, 
Academic Institutions 
and Others

• Community programmes/ events
• Sidang Dewan Undangan Negeri 

(“DUN”)

• Townhall
• Research collaborations

• Partnerships and collaborations
• Engagement and communication
• Timeliness of resolutions and responsiveness to 

complaints
• Awareness and educational matters

Media • Press conferences
• Events
• Air Selangor’s website
• Engagement sessions

• Dissemination of information
• Engagement and communication
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• Governance and Integrity;
• Data and Process Management;
• Communication and Engagement;

• Environmental Impact; and 
• Social Responsibility

Materiality 
Assessment

Assessing the Context

• To assess the context 
of the organisation to 

of sustainability 
matter

Stakeholder 
Engagement

• To identify 
expectations of 
key stakeholders 

sustainability matter

Benchmarking &  
Internal Evaluation

• To identify approaches  
undertaken by peers and 
best practices

• To assess current 
practicesand identify gaps 
for improvements

Review of Strategy

• To revise organisational 
strategy as necessary 
from outcomes of 
materiality exercise

Materiality Assessment

In 2019, Air Selangor conducted 

which included a literature review, 
peer benchmarking exercise, 
SDG mapping, and stakeholder 
engagement to identify its material 
sustainability matters relating 
to the economy, environment, 
society, and governance. 
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SPI 2: Improvement to Asset Reliability 
& Resilience

SPI 4: Towards Best Customer 
Experience

SPI 6: Creating Conducive Working 
Environment

SPI 1: Water Forever 

SPI 2: Improvement to Asset Reliability 
& Resilience

SPI 7: Environmental Stewardship

Air Selangor’s Sustainability Strategy

Air Selangor derived a set of strategies for OP1 between October 2019 and 2022, which are focused on addressing current gaps 
and identifying opportunities for further improvement. These strategies were derived from the materiality assessment exercise, 
stakeholder engagement sessions, as well as existing and future plans that are aligned with the company’s sustainability ambition 
and have been approved by Management for implementation.

The progress of these strategies is disclosed in the following pages of this report.

a. Embed sustainability governance mechanisms to 
ensure management oversight.

a. Integrate and streamline all data management 
processes and systems across the organisation.

a. Enhance communications throughout the 
organisation and externally with customers 
through new and existing platforms.

1

2

3

Enhancing Governance & Integrity

Standardising Data & Processes

Transparent Communication

Strategy

Strategy

Strategy

b. Establish and implement an international 
standard of ethical behaviour throughout the 
organisation.

b. Establish a system for monitoring and analysing 
sustainability related data.

b. Establish an annual Sustainability Reporting 
process which integrates performance data and 
sustainability commitments.

35

OUR SUSTAINABILITY APPROACHSUSTAINABILITY REPORT 2021



SPI 7: Environmental Stewardship

SPI 6: Creating Conducive Working 
Environment

SPI 7: Environmental Stewardship

SPI 1: Water Forever

SPI 4: Towards Best Customer 
Experience

SPI 1: Water Forever

SPI 7: Environmental Stewardship

SPI 1: Water Forever

SPI 7: Environmental Stewardship

SPI 6: Creating a Conducive Working

a. Embed a culture of health and safety throughout 
the organisation.

4

5

Reducing Environmental Impact

Be Socially Responsible

Strategy

Strategy

b. Reduce environmental impact of operational 

b. Enhance product quality and protect customer 
health through continuous improvement.

the face of climate-change.

corporate responsibility programme.

d. Create opportunities to promote and enhance 
employee diversity.

risks and opportunities for its business operations. This strategy is being deliberated and will be disclosed in the next sustainability 
report upon approval.
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Enhancing Governance 
and Integrity

Operating under the purview of the Selangor State Government, Air Selangor has 
adopted a robust governance mechanism to comply with regulations set by relevant 
authorities such as SPAN and Lembaga Urus Air Selangor (“LUAS”). This has been 

meeting stakeholders’ expectations.

Minimal disruptions to business operations resulting from internal and external 
risk are a top priority as Air Selangor is the sole water services provider in the most 
populous areas of Malaysia. Therefore, business continuity management processes 
have also been put in place to address these risks.  Apart from these, the importance 
of integrity is also emphasised in the way all business dealings are conducted at Air 

the Company aims to achieve high-quality outcomes in its business objectives.
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Robust Governance Framework

Towards achieving its business objectives, Air Selangor has implemented a robust governance framework that encompasses strategic 
decision-making processes, transparency, and integrity principles, with clear accountability. A comprehensive governance framework 

Enterprise Risk Management Framework

Air Selangor adopts an Enterprise Risk Management (“ERM”) Framework which is designed to manage risk systematically and 

includes Board and Management responsibilities, risk culture, risk appetite, and policy and procedures; ERM processes; and ERM 
integration in key business activities. 

Risk Oversight Structure

Board/Management 
Responsibilities and 

Mandate

Risk Culture

Risk Parameter/Appetite 
Setting

ERM Policy Statement

ERM Procedures  
(ISO 31000:2018)

Strategic Planning

Financial Budgeting

SOP Development

Investment/New 
Projects

Decision-making

Incident Management

Performance 
Management

Risk Based Internal 
Audit

Context 
Setting

Risk 
Monitoring  
& Review

Key Risk 
Indicators

Risk Action 
Plans 

Development

Risk 
Assessment

for providing recommendations and direction for business risks and emerging risks. The Risk Management Committee (“RMC”) which 

throughout the Company, while being responsible for the implementation of the ERM Framework and policy. The Risk Management 

enterprise level and critical projects, whilst providing risk management advisory, and awareness creation among employees.  

Enterprise Risk Management Framework

Communication & Consultation          Awareness/ Training          Continuous Improvement          ERM System

ERM ProcessesERM Governance ERM Integration
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Key Business Risk and Management Strategies

At Air Selangor, an Annual Risk Assessment is carried out to identify the key business risks that may hinder the organisation to achieve 

that may contribute from the ever-evolving internal and external business landscape.

Key Business Risks Key Risk Management Strategies & Action Plans

Delay in tari� increase

to ensure sustainable returns for 

water services for consumers. 

Potential shortfall of raw water

by various factors such as pollution 
and climate change. These events 

consumer demand. 

• In addressing this risk, the activation of HORAS 600 and Operasi Pengepaman Air 
Kolam (“OPAK”) is vital to increase river levels for raw water extraction.

• In addition, raw water storage such as ORS enables Air Selangor to store raw water and 
ensures continuity of water supply to consumers. 

• Air Selangor conducts feasibility studies on water sources, including identifying new 
water resources.

• The reclaimed water venture between Air Selangor and IWK provides an alternative 
water source that can reduce the dependency on surface water. 

Raw water pollution

Air Selangor’s operations leading 
to water supply disruption for 
consumers.

• River monitoring systems (“RMS”) were installed to monitor real-time raw water 
quality which can help in the early detection of poor water quality.

• Periodic river surveillance is conducted by Pasukan Khas Lembangan dan Alur Air 
(“PAKAR”) which complement surveillance activities carried out by Skuad PANTAS 
from LUAS. 

• OPAK and HORAS also serve to increase the dilution factor during incidences of raw 
water pollution. In the future, the impact of pollution can be further reduced upon 

Government. 
• The development of Langat 2 WTP and Rasau Water Supply Scheme, and water grid 

interconnectivity is expected to increase the water reserve margin and also minimise 
the impact of raw water pollution on consumers.

against raw water pollution incidents through the Friends of River programme.

Brand and reputational risk

Maintaining the Air Selangor brand 
and reputation is crucial to ensure 
good brand positioning, customer 
acceptance and continued license to 
operate.

toward delivering the best experience to customers.
• Air Selangor conducted customer service experience workshops, strengthened 

case resolution visibility and system enhancement, completed an annual customer 
engagement survey, and improved stakeholder engagement to address this risk.
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Key Business Risks Key Risk Management Strategies & Action Plans

Environmental risk

Air Selangor’s operations result in 
impacts on the environment where 

water treatment residuals, and solid 
waste which need to be managed in 
accordance with the Environmental 

Facility (“RTF”) within its WTPs. There are also RTFs currently being developed and 
under planning to ensure full compliance with environmental regulations. 

• The residuals produced can potentially be reused for other applications, and Air 
Selangor is working toward identifying alternative use of residuals to reduce the 

• Implemented asbestos removal procedures for Asbestos Cement (“AC”) pipes.
• Organised environmental awareness programmes on Scheduled Waste Compliance 

and 4R activities.

Low reserve margin

The water reserve margin is important 
to ensure availability and continuous 
water supply to customers, in 
meeting water demand.

• The construction of the Rasau Water Supply Scheme will help increase the water 
reserve margin and reduce dependence on the Sungai Selangor river basin.

• Increasing the coverage of the distribution pipeline to optimise distributable capacity 
from WTPs to customers.

Potential shortfall in meeting the 
NRW target

NRW is one of the key indicators for 

potential shortfall in NRW.
• Implementation of NRW programmes. 
• Continuous asset improvement programme to improve asset performance and reduce 

leakages.
• To enhance pipe replacement project planning.
• Formulated 5-years plan for Commercial Loss Reduction programme.
• Implemented Field Service Management.

Project delay

Project delay may lead to increased 
project costs, inability to improve 
performance or service quality and 

• Developed a project risk assessment framework and implemented project risk 
assessment for construction and infrastructure projects (under CAPEX).

• Introduced more stringent tender evaluation to manage projects with high 
investment value.

Succession planning

As the sole water operator in Kuala 
Lumpur, Selangor, and Putrajaya, 
succession planning is important to 
ensure smooth operations.

• Each department and region is expected to identify and create relevant succession 

top talent within the Company.

Land acquisition challenge

Land acquisition is vital for the future 
development of water treatment and 
distribution assets to meet consumer 
demand.

• Formalised the land settlement agreement with State Government.

authorities for Rasau Water Supply Scheme.

1
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Governance and Risk Information System

management processes, Air Selangor introduced the Governance 
and Risk Information System (“GARIS”), an online platform to 
capture risk and compliance information for risk assessment, 

of risk assessment within Air Selangor where the system can 
capture risk action plans, assign management accountability 
and ownership, monitor key risk indicators, and risk action plan 

reporting.

Moving forward, Air Selangor is planning on leveraging big data 
to improve risk analytics capability and to support predictive 
risk management, which will further enhance the quality of 
decision-making. 

Business Continuity Management

The operational resilience of Air Selangor is critical to ensuring 
continuity in the provision of services to our consumers 
through periods of disruptions, maintaining orderly operational 

delivery. 

Business continuity is an integral pillar of our operational 
resilience. Business continuity management (“BCM”) entails an 
enterprise-wide framework, policies and processes that enable 
Air Selangor to respond, recover and resume operations of 
critical business functions from operational disruptions that 
arise from internal or external risk events. We strongly believe 

impact the organisation. 

Business Continuity Management Standards. It is designed 
to ensure the continuity of critical business functions in the 
event of major disruptions by accelerating the decision-making 

department in Air Selangor uses the BCM Framework to conduct 
Business Impact Analysis (“BIA”) and to subsequently develop 
appropriate Business Continuity Plans (“BCP”).

Annual awareness is delivered to ensure employees understand 
the importance of BCM and the role they have to play when 
needed. Great importance is placed on ensuring the employee 

things. For 2021, the focus has been on all BCM Coordinators and 

and all the Section Heads across the board. Moving forward, 

embrace the knowledge and best practices of BCM.

Multiple workshops are also conducted annually to ensure 

Risk Assessments (“RA”), BIAs and BCPs. In 2021, Air Selangor 
successfully established the RA, BIAs and BCPs for all 14 

following key factors were considered, and where applicable, 

1. Key personnel (including decision makers and recovery 
personnel); 

geographical location or region;

4. IT systems and infrastructure as well as other support facilities 
(including network devices and peripherals); and 

5. Services of key service providers or vendors (including 
outsourcing vendors). 

In 2022, the existing BCM Governance will be rolled-out to the 
Production Department, including all WTPs. Currently, 26 WTPs 
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Crisis Escalation Process

Air Selangor has already established a structured escalation procedure to manage disruptions in water services to our consumers. In 

loss of resources, system failures, third party failures etc. The escalation process was developed to complement the existing procedures 
on water supply disruption incidents and HSE incidents. 

The objectives of the new crisis escalation matrix is to streamline the escalation processes for non-water incidents and to expedite 
incident reporting. 

Moving forward, Air Selangor plans to further enhance its Crisis Management Plan by streamlining its recovery governance mechanism, 

ensure better crisis management across Air Selangor. 

Business Continuity Plan to Mitigate the Impact of COVID-19 Pandemic

During the surge in the number of COVID-19 cases in 2021, Air Selangor experienced employee shortages in several departments, 
regions, and water treatment plants, due to quarantine requirements. Key actions taken include: 

Buddy Region

The pairing is based on several factors such as the 

the customer base. The Buddy Region, approved by the 

adequate manpower planning for critical functions 

throughout 2021.

Cross Training

The Risk Management Department initiated the Cross-
WTP Manpower Training programme in collaboration 
with the Air Selangor Learning Centre. This training 
programme aims to equip employees with the necessary 
skills and knowledge to handle and operate various 

and other varying operational procedures which are 
unique to certain WTPs. This initiative will also create a 
multi-talented and well-trained workforce that can help 
maintain business continuity despite the movement or 
unavailability of critical personnel.
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Strengthening Principles of Business Integrity

Air Selangor continues its commitment to upholding the 
highest standards of integrity, transparency, and accountability 
in conducting its business operations. We understand the 
critical role in providing clean and safe water, where our public 
reputation and business operations may be at risk if ethical 
behaviour is not upheld. 

Air Selangor has implemented the Anti-Bribery and Anti-
Corruption (“ABAC”) Framework, Policy and Procedures which 
apply to its employees, directors, and business partners. The 
policy and procedures complement and shall be read together 
with other internal policies and procedures such as the Employee 
Handbook, Employee Code of Ethics, Code of Ethics for Business 
Associates, Whistleblowing Policy, No Gift Policy, Corporate 

operating procedure (“SOP”) on Employee Discipline.

whistleblowing reporting were transferred to the Integrity 
Section, within the Risk Management Department. This transfer 
of function is in-line with the expectations of the following 
regulation and guidelines:

• Arahan Yang Amat Berhormat Perdana Menteri Siri 1 No.1 
Tahun 2018

• Section 17A, Malaysian Anti-Corruption Commission 
(“MACC”) Act (Amendment) 2018

• Guidelines on Adequate Procedures according to Subsection 
(5) of Section 17A under the MACC Act 2009

• Guidelines on Management of Integrity Unit and Governance 
by MACC

This change has enabled Air Selangor to demonstrate stronger 
adherence to the requirements under Section 17A’s adequate 
procedures, which include independent audits by the Internal 

Whistleblowing Policy and related processes.

All whistleblowing reports can be made via etika.air@
airselangor.com. This whistleblowing channel is available to 
anyone who wants to raise concerns about unethical behaviour 
by Air Selangor’s employees, Directors, and/or business partners, 
which violates the ABAC Policy and Procedures.   

In addition, to ensure compliance with the Corporate Liability 
Provision in the MACC Act, Air Selangor organised various 
programmes throughout the year which included corruption risk 
assessments, awareness sessions, engagement with employees 
and vendors, and integrity roadshows, among others.

Feature Story:
Anti-Bribery and Anti-Corruption Module

At Air Selangor, great emphasis is placed on the 
importance of ethical behaviour among employees 
in conducting day-to-day business, and while 
interacting with colleagues, business partners, and 
authorities. Since the establishment of the Integrity 
Section under the Risk Management Department, 
various initiatives have been implemented to elevate 
the level of awareness, and the adoption of relevant 
practices, and to further embed a culture of integrity 
among employees.

where a compulsory ABAC module was launched for 
all employees, accessible via the internal e-Learning 
platform. This interactive module aims to create 

regulations, internal reporting procedures, and others 
as listed in the following: 

A total of 99% of employees completed the course, 
and those who scored below 80% for the course 
assessment, attended the ABAC Crash Course, as 

the ABAC policy and procedures. Five separate crash 
courses were conducted throughout October and 
November through a mix of virtual and physical 
classroom mediums.

Corruption 
in General

Section 17A, 
Corporate 

Liability

Interest

Facilitation 
Payment

Ethics in 
Dealing 

with Public 

Whistleblowing

Gifts, 
Entertainment, 
and Corporate 

Hospitality
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Integrity Virtual Roadshow: 
Speak Up

Following the transfer of the 
management and monitoring of 
whistleblowing reporting to the Integrity 
Section, the Integrity Virtual Roadshow 
was held to increase awareness across 
the organisation about the new 
Whistleblowing policy and procedure. 
A total of 12 sessions were carried 
out with the participation of 758 
employees, where information such as 
the Whistleblower Protection Act and 
Air Selangor’s whistleblowing policy and 
procedure were shared.

Engagement with Rasau Water Supply Scheme Tender Bidders 

Given the nature and size of the Rasau Water Supply Scheme, Air Selangor reiterated its zero-tolerance policy toward acts of corruption 
and bribery during an engagement session with the project bidders. The CEO especially highlighted Air Selangor’s commitment to 

session.
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Integrity Surveys

To further improve the way issues of 
corruption are addressed and managed, 
Air Selangor conducted two surveys, one 
for employees and another for tenderers 
via the Tenderer’s Satisfaction Survey. 
The Tenderer’s Satisfaction Survey was 
participated by 56 contractors. Generally, 
the Tenderer’s Satisfaction Survey showed a 
good overall improvement, particularly on 
the completeness and clarity of the scope 
of work, the turnaround time for tender 
evaluation and award, and fairness of tender 
evaluation for the award of contracts. 
However, there was also feedback received 
on the improvement of whistleblowing 
awareness sessions for tenderers, which will 
be addressed in 2022.

Corruption Risk Management

In 2021, eight whistleblowing cases were 
recorded and four of the reports were 
potential corruption cases. Only one case was 
valid and was forwarded to Human Resource 
and Administration Department (“HRAD”) 
for further investigation. Air Selangor 
also further enhanced the Corruption 
Risk Management (“CRM”) approach as 
the team expanded. There were multiple 
exercises related to CRM namely the annual 
CRM assessment, monitoring action plans, 
due diligence of high-risk departments, 
ISO Integrated Management System, and 
Integrated Risk Assessment (“IMSIRA”) and 
analysing of historical corruption cases 
from 2018 to 2020.  These activities will be 
consolidated to ensure consistent delivery 
of intended outcomes and optimised use of 
resources. All CRM initiatives were conducted 
simultaneously during CRM engagements 

A total of 248 participants attended the Vendor Engagement Session with Emergency Pipe Panel Contractors

19
Air Selangor’s panel  
land surveyors participated in 
the Integrity Awareness event

Anti-Corruption and 
Integrity Awareness 
session was held with the 
Rasau Water Supply Scheme 
project team to brief them 
on the ABAC Policy and 
Procedures

Other Programmes
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Standardising Data 
and Processes

for enhanced speed, quality and sustainability. Throughout 
2021, Air Selangor has been working to streamline the 
implementation and adoption of various operating standards, 
policies, procedures, data, and information throughout the 
Company. Standardised data and processes are vital for 

deliver desired business performance and services that exceed 
customer satisfaction.
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Feature Story:  
Integrated Management System Certification

Air Selangor strives to ensure operations and processes are streamlined throughout 

the highest standards of service delivery. Prior to 2021, Air Selangor had multiple 

were inherited from previous entities before the completion of the merger exercise. 
Therefore, an exercise was initiated to implement an Integrated Management System 
(“IMS”) to serve as an overarching approach toward meeting all desired standards 

audits and duplication while maximising resources.  

In 2021, Air Selangor received recognition for the successful implementation of the 

below.

Five Management 
Standards

ISO 9001:2015
Quality 

Management 
System

ISO 45001:2018
Occupational 

Health 
and Safety 

Management 
System

ISO 55001:2014
Asset 

Management 
System

ISO 14001:2015
Environmental 
Management 

System

ISO/IEC 27001:2013
Information Security 
Management System
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Feature Story:  
Integrated Management System Certification

ISO Scheme Certification Scope

System, ISO 14001:2015 Environmental 
Management System, ISO 45001:2018 
Occupational Health and Safety 
Management System

Provision of corporate management services for Headquarters, management, 
operation, and maintenance of water treatment plants, and distribution and 
storage of treated water.

Security Management System
Provision of corporate management services for Headquarters, management, 
operation, and maintenance of water treatment plants, and distribution and 
storage of treated water.

ISO 55001:2014 Asset Management 
System

Provision of water supply services from the processing of raw water until the 
Bulk Supply Rate meter, which includes the provision of corporate management 
support services, operations, and maintenance of water treatment plants.

In working towards achieving the IMS for Air Selangor, various programmes were conducted throughout the year to drive 
integration and improve employees’ awareness. Among key programmes organised are listed below.

IMS Briefing and Awareness Sessions

As Air Selangor began the journey towards achieving IMS, 
awareness sessions were organised for all departments as a 
vital step towards ensuring all departments are ready for the 
implementation of the integrated management system.

Integrated Risk Assessment

Air Selangor established Integrated Risk Assessment as a 
tool for identifying risks and opportunities arising from Air 
Selangor’s business operations and activities.
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Embedding Digitisation

Most organisations have rapidly embraced digitalisation in 
response to a changing business environment that has been 
fuelled by the COVID-19 pandemic. Air Selangor has also rolled 
out various initiatives focusing on expanding the digitalisation of 
its operations, particularly on the active application of big data 
capabilities. Air Selangor has successfully built an enterprise 
data lake, streamlined data compilation and reporting for 

support robust decision making. In line with the aspiration to 
become a data-driven organisation, the big data initiative will 
shape the way of working and it is hoped that improvements in 
organisational productivity and the quality of customer service 
delivered will be seen. 

Feature Story:  
Intelligent Command Centre 

Transitioning from the Operation Command Centre 
(“OCC”) to the ICC in 2019 was a step towards meeting 
the aspiration of moving towards digitalising the way 
we work. The commissioning of the ICC was completed 

of downstream key operational parameters, allowing 
live monitoring and fast response to any anomalies 
or issues on site. The ICC also plays a vital role during 
Emergency Response Plan (“ERP”) by providing real-time 
data through close monitoring of the recovery plan and 
supporting data-driven decisions. 

Improvements in the ICC have been made throughout 
the year; Air Selangor is now able to not only monitor but 
also control certain key functions through Supervisory 
Control and Data Acquisition (“SCADA”) capabilities 

pump/valve control. Additionally, regional detailed 

anomalies within each region’s operations with primary 
supervisory control by Headquarters. The ICC system 
expansion also consists of trend analysis capabilities, 
operation anomalies detection, and severity alarm 
management.

Exploratory Analytics

 OBI-CLCM OBI-CLCM aims to ensure timely 
complaint management, tracking 

and creates a feedback loop to 
keep customers informed of their 
complaint status. The OBI-CLCM 
manages customer complaints on 
billing, meter, pipe burst/pipe leak 
incidents, water quality, water 
supply, and payment.

Vulnerability
This initiative focuses on 
prioritising pipe replacement 
based on Pipe Vulnerability 
Index (“PVI”). This prevents the 
occurrence of pipe bursts and 
non-revenue water loss.

Digital versus  
Non-Digital Customer 
Analysis

customers for conversion to e-Bil 
payment method.

Predictive Analytics

Predictive Maintenance 
for Meter Replacement 
Programme

meters due for a replacement to 
prevent meter impairment issues.

Water Pressure 
Optimisation

Optimal water pressure 
adjustment for selected key 
District Metering Zones (“DMZ”) 

based on data benchmarking.

Enterprise Content Management System

Air Selangor has embarked on an Enterprise Content 
Management System (“ECMS”) since 2020 to create a structured 

protection, retention, and disposal of information.  

Air Selangor established its ECM Framework in 2020 to guide 
the implementation strategy, establish governance, identify 
roles and responsibilities, determine the organisation structure 
to drive ECM practices, set requirements for ECM systems, and 
embed awareness and culture among employees. The ECM 
system will leverage a robust technological solution that can 
integrate with existing systems within Air Selangor to ensure 

Company.

Moving forward, Air Selangor will focus on implementing 
ECM solutions within the company whilst strengthening ECM 
execution. 

Data Analytics Centre

In 2021, Air Selangor’s Data Analytics Centre (“DAC”) continued 

capabilities for big data analytics. This is an important initiative 
in driving business growth and promoting data-driven decision-
making within the Company.

DAC introduced Exploratory and Predictive Analytics which 
focuses on obtaining insights to derive business decision-making 
in various areas across business operations. 
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Digitalising the Way We Work

In supporting the aspiration to become a digital utility of the future, Air Selangor rolled out initiatives that promoted operational 

Security Access Management System

The Security Access Management System (“SAMS”) is a new 
security system introduced in December 2021 by Air Selangor. 
Its function is to increase the security system for registration of 
our employees to Air Selangor premises. Besides that, it is also 
used by visitors, contractors, and other stakeholders, to reduce 
the time to collect and gather personal information during 

personal information. This new digitalisation process is more 

Registration for entry to each Air Selangor premise is done 
through this online system. This is in line with the company’s 
SPI 7, where this initiative contributes toward a zero-waste 
environment through the established paperless process. Other 
than that, SAMS is also integrated with our door access system 

premises.

Through the implementation of SAMS, Air Selangor eliminated 
manual processes for visitor registration, increased ease of 

IT Service 
Desk 
Management

Identity 
and Access 
Management 
System

Customer 
Experience 
(“CX”) 
Journey: 
Change of 
Ownership

This internal platform is used 
for users to lodge complaints 
or issues faced with the IT 
applications and devices 
within our Company. Through 
this application, the lodged 
complaints are trackable with 

to ensure records are kept and 

In 2021, Air Selangor have completed its pilot 
implementation of the Identity and Access Management 
(“IAM”) system which will reduce cybersecurity risk 
related to identity management. IAM enables system 
administrators in managing digital identities and user 
access to information and data, systems, and resources 
within the organisation. Information Technology 
Department (“ITD”) has integrated the IAM with several 
Air Selangor business applications such as iERP and 
Laboratory Information Management System (“LIMS”), 
among others. ITD will continue to implement IAM on 
other applications in 2022.

As part of Air Selangor’s efforts 
to continue providing the 
best customer experience, the 
Change of Ownership online 
application was upgraded to 

2021 and as of December 2021, 

applications.

personal data storage of visitors, and prevented intrusion. The 
system also integrates existing company requirements such as 
the provision of a Construction Industry Development Board 
(“CIDB”) card, Air Selangor National Institute of Occupational 
Safety and Health (“NIOSH”) Safety Passport (“ANSP”), permit 

Closed Circuit Television (CCTV)

The use of Closed-Circuit Television (“CCTV”) is important to 
improve security controls in Air Selangor premises or other 
assets that are vulnerable to trespassing and criminal activities. 

to develop a CCTV system implemented in three phases from 
2019 to 2021. Through this initiative, 947 cameras were installed, 

 
The CCTV system will assist the company’s security team and 
Polis Diraja Malaysia (“PDRM”) in reducing crime rates in these 
areas.   
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Transparent  
Communication

Air Selangor believes that transparent communication is vital in building customer trust and 
assurance. The establishment of easily accessed feedback channels have been a priority over 
the last few years in enhancing customer engagement. Customers must be well-informed, 
especially regarding notices about changes to counter operations, announcements on 
water supply, and maintenance and upgrading works, among others. To communicate with 
customers, a host of channels are provided and actively used by Air Selangor as mediums 
to communicate. These include various social media platforms, the mobile application, the 
company’s website, and digital and traditional media.

understand the role of Air Selangor in the water industry and to communicate how customer 
support is essential in the journey towards achieving sustainable water management. 
Information about Air Selangor’s business operations, initiatives to provide continuous and 
quality water supply, and details of engagement programmes with stakeholders are also 
shared across these platforms. 
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Feature Story:  
Development of Henti Tugas Microsite

The Air Selangor Henti Tugas microsite was launched in April 2021 to serve as a 
platform for customers to obtain information related to water supply disruptions. 

service centres or Pusat Khidmat Setempat (“PKS”), location of public water taps, 

website is also integrated with the Air Selangor mobile application and contains 
other features such as the movement of water tankers and ICC for reservoir levels.

Moving forward, the Content Management System (“CMS”) for Henti Tugas microsite 
will be integrated with Air Selangor’s OMA platform for the convenience of incident 

ERP activation, which relies on mobile communications. The integration is targeted 

During the scheduled shutdown of  
SSP1 WTP in October 2021, a total 

of 312,559 users have 
rated the Henti Tugas site, where 

95.39% rated it Good, 
Very Good or Excellent.
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Streamlining the Communication Platform

Air Selangor uses various mediums and platforms to reach out to customers as much as possible. Inclusive communication is 
important for customers to access information about Air Selangor’s services based on their lifestyles and preferences. With that 
in mind, both digital and non-digital platforms for communications were established which include social media platforms such as 
Facebook, Twitter, and Instagram, the Air Selangor Help Centre on the company’s website, the Air Selangor mobile application, the 
call centre, and walk-in counters. 

120,107 

137,273
interactions  

2,574,915

1,478,514

134,057  
interactions

34,477 302,627

368,341
followers

64,291
followers

31,464
followers

interactions

1Help Centre: 

2Emails

Mobile Application 
downloads: 

Calls received

AIRRA (Chatbot in Air 
Selangor Mobile Application):

2SMS received Total Walk-in 
Customers: 

With the implementation of the online guide form on www.airselangor.com and enhancements made to the Air Selangor Mobile 
Application, other channels such as the email service, short message service (“SMS”), and complaints through the WhatsApp Application 

bill statements, water usage trends, and bill payment statements. 

1

2
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Air Selangor Internal Portal

Apart from communicating with customers, Air Selangor 
recognises the importance of internal communication among 

management team. Transparent and up-to-date information 

sharing.

intranet site for employees named PARSEL. The name PARSEL 
was derived from the combination of “Portal” and “Air Selangor” 
and was selected as the winning entry from our internal ‘Name 
It! & Win It!’ contest. 

Employees can view important announcements, corporate 
updates and access policies and procedures on PARSEL. 

Providing the Best Customer Experience

Air Selangor is committed to always providing excellent services to its customers, in line with the Core Value of – the Highest Standard 
of Services and per SPI 4:  Towards Best Customer Experience. At Air Selangor, all employees serve as brand ambassadors where 
everyone can collectively play their part to further enhance customer satisfaction and the brand image. 

In 2021, Air Selangor took big steps toward improving its customer service platforms with the enhancement of its call centre and 
other touchpoints such as the mobile application and a new Help Centre. The Company has also improved the management of critical 
cases and has been engaging with its stakeholders regularly. Air Selangor will continue to listen to feedback from customers on ways 
to improve service quality and delivery. 

Air Selangor’s Performance Dashboard

In 2021, Air Selangor began providing more frequent quarterly updates on key performance indicators for its operational performance 

performance data can be accessed at https://www.airselangor.com/about-us/performance-awards/ 
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Enhancement of Call Centre

further enhance customer experience and service delivery. It is 
now a complete Customer Experience Call Centre which complies 
with the COPC CX Standard. COPC CX is an internationally 
recognised performance management system for call centres 
and customer experience operations. 

With an improved system, customer calls via our hotline can 

The call centre is also equipped with a fully Interactive Voice 

customers. The customer waiting time has also improved via 
prioritised volume management during peak periods for fast and 

In addition, the call centre utilises Robotic Process Automation 

and follow-up processes to expedite case resolution. Through 

any complaint cases from being unattended. After completing 
the enhancement of our call centre operations, the service level 

Enhancement of Air Selangor Mobile Application

The number of downloads of Air Selangor’s mobile application 
increased by 44.11% in 2021 compared to the previous year. 

more customers preferred to use the mobile application for 
transactions with Air Selangor. Therefore, the Company will 
be continuously enhancing the functionalities of the mobile 
application to meet customers’ expectations. Various new 
features have been introduced into the application to improve 
customers’ experience such as:

New Features on the  
Air Selangor Mobile Application

Implementation of Air Selangor 
Mobile Application Integration 

with Salesforce Field Service 
Lighting (“FSL”) for Complaint 
and Geolocation (Geotagging, 

Complaint Tracking & Complaint 
Rating)

Implementation of Inbox  

Implementation of Water 
Highlights Pop-up (integration 
with the iERP system) 

Implementation of Green Bill Pop-up 
Message (for e-Bil subscription) 

Enhancement of e-Bil Registration 
Features

Enhancement of Customer Complaint/
Enquiry Module Feature in Air Selangor 
Mobile Application (AIRRA) and 
Customer Portal (Help Centre)
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Preferred Platform for Customer Complaints

Centre. This is available on the company’s website and mobile application for customers to make complaints, submit inquiries, request 
water supply reconnection, and check the status of queries submitted. The Help Centre provides the opportunity for customers to 
track the progress of their complaints.

Managing Repeated or Critical Customers

Air Selangor strives to resolve issues faced by customers as early as possible. However, there are instances where repeated complaints 
are received due to various factors. To address this, several measures in managing repeated complaints or critical customers were 
implemented. These were:

Total follow up and personalised calls were made to 
better handle the case

Close monitoring of cases by 
producing monthly complaint analysis

Highlighting unresolved repeated cases to regions/ 
departments immediately

Collaborating with other departments to resolve 
the issue

Escalating repeated calls or critical 
cases to the region via the Customer 
Relationship Management  System for 
immediate action

Personalised approach by frequently updating the 
complainant about the progress of the case

Building relationships with customers 
Personalised site visits to 

complainant’s premise

Managing Repeated or  
Critical Customers
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Customer Experience Engagement Programme

Throughout 2021, various stakeholder engagement 
programmes were conducted with customers, local authorities, 
non-governmental organisations (“NGOs”), other industry 
leaders, and industry peers. The aim was to strengthen working 
relationships with them, provide platforms for knowledge 
sharing and facilitate the exchange of ideas on customer 
service, obtain views from stakeholders on Air Selangor’s 
service quality, to further earn support from consumers in the 
journey towards excellent customer experience.

1

3

Sesi Kopi 1.0 Bersama Customer Experience 
Department, Air Selangor 

Let’s Talk Leadership 1.0 Programme

On 12 August 2021, Sesi Kopi 1.0 virtual dialogue session was 
conducted with the Heads of Customer Service from other 

Negeri Sembilan Sdn. Bhd., Syarikat Air Melaka, Perbadanan Air 
Pulau Pinang, and Syarikat Air Perlis.

On 25 November 2021, this inaugural event successfully 
gathered industry leaders including Tenaga Nasional Berhad, 
Telekom Malaysia™, Malaysia Airlines, Shopee Malaysia, 
Universiti Teknologi Mara, and Air Selangor, to share about 
customer service in the pandemic era with the theme of 
“Digitalisation vs Human Touch”.

2 Bowl Down Barriers!

Bowl Down Barriers! With Local Authorities from all regions 
organised on 8 November 2021.

4 It’s High Time for Hi-Tea!

It’s High Time for Hi-Tea! – A networking event with  
Non-Governmental Organisations and Local Authorities was 
conducted on 29 November 2021.

5 Let’s Get Candid (Focus Group)

Let’s Get Candid is a bilateral focus group dialogue session 

and industrial consumers with high water use, conducted on  
2 December 2021.
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Customer Satisfaction Index Survey 2021

customers. A total of 5,816 responses were secured from residential and commercial customers.

Based on the results received, Air Selangor’s 2021 Net Promoter Score (“NPS”) and Customer 

water disruption management, water quality, water supply restoration, and communication with 
the public will be further enhanced and additional action plans will be developed to address the 
gaps highlighted in the survey.

Air Selangor Corporate Reputation Survey 2021

In October 2021, Air Selangor conducted a Corporate Reputation Survey for key stakeholders 
such as Members of Parliament (“MPs”), ADUN, NGOs, vendors, government agencies, 
media, and community leaders. The survey gathered 586 responses via an online platform 
and phone interviews. 

In terms of corporate trust, Air Selangor was rated at 78.00%, which was higher than the 
average ratings of other utility brands across multiple markets which stood at 72.00%. 

Air Selangor’s 
2021 Net 
Promoter Score

(2020: -23)
+5.00

Customer 
Satisfaction score 

(2020: 63.60%) 
72.10% 

MPs

proactiveness, timeliness in addressing issues

competency and quality of work, company management, and integrity

competency and quality of work, good service to customers, integrity, and 
ability to manage crisis

competency and quality of work, keeping with agreed timelines

competency and quality of work, quality of services and support to the local 
communities

competency and quality of work, quality of information

NGOs

Government agencies

Media

Vendors

Community leaders

Corporate Trust

78.00%

Moving forward, Air Selangor will further examine the recommendations provided from the 
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Water Services Complaints

In 2021, 655,704 complaints were recorded with the top three issues being water supply interruption, pipe leaks, and billing. For details 
on how issues relevant to water supply interruption and pipe leaks are managed, please refer to pages 67 and 68, respectively.

For issues on billing, the top three causes were bills not received, high bills, and faulty meters with the number of complaints recorded 

Customer Billing Services (“CBS”), ITD, DAC, and Customer Experience Department (“CXD”) to identify workable solutions. In the 
case of faulty meters, the metering team will investigate and perform a meter analysis apart from replacing critical meters within 24 
hours. These are part of initiatives undertaken to prioritise resolutions for critical meters as opposed to the normal three working days 
allocated for faulty meter complaints.

PERFORMANCE DATA

DESCRIPTION 2018 2019 2020 2021

SOCIAL

CUSTOMERS 

Number of calls received 1,591,819 1,478,514

Number of SMS received 96,144 75,625

Number of emails received 140,991 

Number of walk-in customers 509,718 486,584 

Number of Facebook followers 78,987 168,502 

Number of Twitter followers 17,880 49,400 64,291

Number of Instagram followers 2,026 

Number of downloads of mobile 
application 

120,488 2,574,915

Number of AIRRA interactions - - 167,072

Number of Help Centre interactions - - - 120,107

e-Bil sign up rate by customers (%) - 18.90 51.48

59

TRANSPARENT COMMUNICATIONSUSTAINABILITY REPORT 2021



Operational  
Excellence

At Air Selangor, the focus area is to maximise operational excellence and 
ensure clean treated water for all. This is backed by the SPIs, particularly 
Water Forever, Improving Asset Reliability & Resilience, Improving 

operational excellence strategies employed help to identify better 

services for customers. In addition, innovative technology and process 
optimisation are leveraged to plan for and implement measures toward 
achieving the highest water quality standards, securing future water 
supply, reducing water disruption, and optimising asset management. 
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Ensuring Highest Water Quality Standards

Under Air Selangor SPI 4: Towards Best Customer Experience, the target is to provide drinkable water directly from the tap by 2028. 

guarantee that water quality is maintained from the WTPs to customers’ taps, frequent monitoring is conducted, and preventative 
measures are implemented, by optimising technology solutions throughout the distribution network. 

Water Quality Monitoring and Compliance

As of December 2021, there were a total of 1,122 active water quality sampling stations at Air Selangor. Out of these active water quality 

are jointly monitored. The total number of sampling stations is reviewed on a bi-annual basis where the number is dependent on changes 
in water supply patterns due to the expansion of the distribution network resulting from new residential, commercial, and industrial 
developments. The frequency of monitoring at these stations is according to the requirements set by MOH. The results obtained from 
these monitoring activities are then used to generate an overall water quality performance for Air Selangor. As of December 2021, 251,901 

Air Selangor operates three regional laboratories that are accredited with ISO 17025:2017 (general requirements for the competence, 
impartiality, and consistent operation of laboratories). These laboratories located at Sg Selangor Phase 2 (“SSP2”) WTP, Sg Labu WTP and 
Sg Semenyih WTP are well-equipped with advanced analytical instrumentations namely Liquid Chromatography Mass Spectrometry 

Spectrometry (“GCMS”), and Total Organic Carbon (“TOC”) Analyser. 

Additionally, Air Selangor has 20 professional registered chemists and microbiologists tasked with the day-to-day responsibilities of 
ensuring the water quality analysis is conducted according to national standards and accredited methods. Furthermore, advanced 
extraction and quantitative analysis methods are being developed to test for emerging pollutants in water sources, as well as to 
trace and identify any potential new pollutants or water treatment disinfection by-products. Air Selangor has also started in-house 

the MOH standards for treated water.

site physical parameters are accredited by the Department of Standards Malaysia namely pH, turbidity, colour and FRC. Meanwhile, 
physical sampling is necessary as there are crucial parameters like microbiological, heavy metals and organic compounds that will be 
analysed at a regional laboratory using an accurate and precise accredited method.

Air Selangor utilises Laboratory Information Management System (“LIMS”) to manage sample registration, record on-site sampling 
activities and manage laboratory analysis data covering all water sampling points distributed across Selangor, Kuala Lumpur, and 
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Air Selangor has also installed innovative equipment along the distribution 
network to ensure customers are supplied with the highest quality of treated 

Analyser (“HYDRA”) stations were activated in 2021 which brought the total 
number of units installed to 190. HYDRA analyses real-time water quality data 
for physical parameters at 15-minute intervals within the distribution network. 
These HYDRA stations are equipped with alarms that will be triggered upon 
detection of abnormalities in water quality. Once an alarm is triggered, the 

and if necessary, take appropriate actions to remedy any violations detected at 
the stations. 

to boost chlorine levels in the distribution pipeline and to maintain water 
quality. With a total of 27 OACIS stations, Air Selangor successfully reduced FRC 

Pipe Cleaning and Reservoir Cleaning

As a proactive measure in improving the quality of treated water supplied 
to customers, reservoir cleaning works are usually scheduled once every six 
years. The cleaning works include surface and internal structure deep cleaning, 
disposing of physical sedimentation, valve and internal installation repainting, 
and disinfection. For pipe cleaning works, pressurised and non-pressurised 

cleaning works are carried out as the water supply is halted during this process.  

In 2021, 9,027 scheduled pipe cleaning works and 265 scheduled reservoir cleaning 
works were completed. 
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Water Quality Complaints

Water quality complaints lodged with Air Selangor are attended 
to and investigated within 24 hours. Air Selangor recently 

ratio of 0.54 complaints per 1,000 connections, below the 

were received from customers, representing 0.21% of total 
complaints reported to Air Selangor. 

To address these complaints, a water quality assessment 
involving site testing at the customer premise is conducted 
and remedial actions will be initiated if deemed necessary. The 
root causes of the complaints were mainly due to unscheduled 
disruption in the distribution network, dead-end distribution 
systems, and changes in the water pressure within the pipeline. 
However, there were also cases where the root cause of water 
quality deterioration could not be determined as upon testing, 

All complaints were attended to within the stipulated timeline, 
where Air Selangor resolved 100% of the complaints. 
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Sustaining Water Supply

The Rancangan Struktur Negeri Selangor has estimated that 
the population would increase from 6.77 million in 2021 to 9.08 

population, Air Selangor must prepare to meet the demand 
of future customers not only in the state of Selangor but 
across Kuala Lumpur and Putrajaya. Furthermore, Air Selangor 
recognises the physical risks arising due to climate change that 
will continue to cause more variations in the natural water cycle, 

incidences of extreme weather which could impact the surface 
water resources utilised by the Company. As such, several 
measures grounded on SPI 1: Water Forever has been planned 
and implemented to safeguard water supply for customers’ 
needs. 
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Feature Story:  
Upgrading and Maintenance Work of SSP1 WTP

Due to the large-scale assets being replaced or undergoing 
maintenance, where most of the work is to be done manually, 
including welding, usage of heavy machinery coupled with a 
limited workspace, the 14 hours required was carefully and 
thoroughly planned by the Air Selangor team and approved 
by SPAN. Competent and experienced contractors were 
appointed to carry out these works under Air Selangor’s 
supervision. 

The maintenance work was completed at 5:00 AM on 
14 October 2021. Once the water treatment system was 
stabilised, the water supply distribution resumed in stages 
12 hours later. The duration of the water supply disruption 

distance of consumers’ premises to SSP1 and the water 
pressure within the distribution system. 

To manage impacts from this maintenance and upgrading 
works to customers, Air Selangor prepared a comprehensive 
plan including pre-, during, and post-disruption. This is 

temporary water supply and a smooth recovery. Customers 

ample time for preparation including water storage. Air 
Selangor also issued frequent communication about the 
scheduled maintenance works throughout the disruption 
period. In addition, the Henti Tugas Microsite was activated 
to allow customers to obtain real-time information on the 

water supply recovery in their areas.

Additionally, critical locations were also provided with 
alternative water supply assistance via tanker trucks to 
premises such as hospitals, dialysis centres, COVID-19 

Centres (“PPV”), as well as for use at funeral ceremonies. 
At the same time, the public was provided with alternative 
access to treated water via numerous public water taps 

total, the disruption period was 81.5 hours, 2.5 hours ahead 
of schedule.

Sg Selangor Phase 1 (“SSP1”) is one of Air Selangor’s largest 
water treatment plants with a design capacity of 950 MLD, 
supplying treated water to 998 areas across the six regions 
of Petaling, Kuala Lumpur, Gombak, Klang, Kuala Langat, 
and Kuala Selangor. The scheduled shutdown for SSP1 on 

maintenance works for critical assets. These works include 

wall coring and cleaning work at the Bukit Mayong Reservoir, 
clear water tank cleaning and leak repair works for the main 
treated water pipeline to the Matang Pagar Reservoir. 

The maintenance works were rescheduled from Air Selangor’s 

pollution incidents that caused large-scale unscheduled 
water supply disruptions at the time. There were also 
challenges facing the planned works due to the COVID-19 
pandemic which the team had to overcome. Therefore, 
the planned shutdown in October 2021 was overdue, but 
essential to prevent unscheduled plant shutdown resulting 
from equipment failure. An unscheduled shutdown leads 
to more severe consequences for consumers, depending on 
the scope of the repairs required. Domestic and commercial 

during scheduled shutdowns. Therefore, implementing 
these scheduled maintenance works is crucial to ensure the 

treated water to customers. 
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Feature Story:  
Reclaimed Water Venture between Air Selangor and Indah Water Konsortium

The reclaimed water joint venture between Air Selangor and 
IWK is in line with Air Selangor’s long-term commitment to 
ensuring a sustainable water supply for its customers whilst 

Central Water Reclamation Sdn. Bhd. (“Central Water”), a 
special purpose vehicle company that is 60% owned by Air 
Selangor and 40% owned by IWK, was set up to develop 
and operate water reclamation plants which are equipped 
with advanced treatment technologies to treat and produce 

sewerage treatment plants (“STP”). Air Selangor will then 
purchase the reclaimed water in bulk for distribution directly 
to industrial consumers through dedicated distribution 

networks, providing an alternative source of water to 
industries for non-potable applications.

Central Water’s maiden project is a water reclamation 
plant located in Setia Alam, Selangor, which can supply up 
to 4.0 MLD of reclaimed water, with plans to subsequently 
increase the supply capacity to 7.5 MLD. 

Moving forward, Air Selangor and IWK have agreed to 

Alam and Pantai 2, Kuala Lumpur, to further develop the 
reclaimed water industry and expand supply to other 
industrial customers.
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Water Production

The raw water supply for Air Selangor comes from dams and 
rivers across Selangor and  Pahang. This raw water is then treated 

before the treated water is then distributed to customers. 

Dams/ORS/HORAS
Northern Region

Sg Selangor
Sg Tinggi
Batu1

Klang Gates
Tasik Subang
HORAS 600

Dams/ORS/HORAS
Southern Region

Sg Langat
ORS Sg Labu
ORS Semenyih 2
ORS Labohan Dagang 
Semenyih
Kelau2

Water Treatment Plants
Northern Region

Ampang Intake
Batang Kali
Bernam River Headworks
Bukit Nanas
Sg Gombak
Kalumpang
Kepong
Kuala Kubu Bahru
North Hummock
Rantau Panjang
Sg Batu
Rasa
Sg Dusun
Sg Rangkap
Sg Rumput
Wangsa Maju
Sg Selisik

Water Treatment Plants

Sg Sireh
Sg Tengi
Sg Selangor Phase 1
Sg Selangor Phase 2

Southern Region

Bukit Tampoi
Cheras Mile 11
Labohan Dagang
Salak Tinggi
Semenyih 2
Langat 2
Sg Labu
Sg Langat
Sg Lolo
Sg Pangsoon
Sg Semenyih
Sg Serai
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the distributable capacity of the water treatment system against 

is crucial to secure a continuous water supply in any event of 
disruption. Air Selangor is committed to achieving a minimum of 
15% reserve margin and as of December 2021, the reserve margin 

2020 2040 2050 2060

1  Batu Dam is under the supervision of the Department of Irrigation 
and Drainage

2  Kelau Dam is located in Pahang
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To increase the reserve margin, Air Selangor implemented 
various projects which focused on identifying alternative raw 
water sources, developing new water treatment plants, and 
conducting major improvement works for its Production assets.  

Air Selangor’s current biggest project is the Rasau Water 
Supply Scheme which has been divided into two stages namely 
Stage 1 and Stage 2 with target completion in 2025 and 2028, 
respectively. The Rasau Water Supply Scheme taps into a new 
raw water source which is downstream of Sg Klang and the 
water abstracted will be pumped and stored in nine existing 

Stage 1 with a capacity of 700 MLD is targeted to be completed 
by 2025. It will supply treated water to an estimated 467,000 
consumer accounts in the Klang Region. 

The tenders for three packages under Stage 1 of the Rasau Water 
Supply Scheme valued at RM4 billion were issued in May 2021 and 
closed in August and September of the same year. Air Selangor 

Package 2 consists of design and build works for a treated water 
pumping station, twin pumping mains to Bukit Lipat Kajang low-
level reservoirs, distribution pipes and interconnection works, 

the design and build works for the new Bukit Lipat Kajang  
low-level and high-level reservoirs, a new Bukit Lipat Kajang 
low-level pumping station, and associated interconnection 
works. Package 1, which is the WTP and its associated facilities is 
expected to be awarded in the third quarter of 2022. 

Water Supply Disruption

Air Selangor’s scope of responsibility begins from the raw 
water intake where water is abstracted, to the supply of treated 
water via the customer meter. These processes require regular 
preventive maintenance to avoid any undesirable disruptions 

to customers’ water supply.  Disruptions from treated water 
production typically occur due to scheduled and unscheduled 
shutdowns of WTPs, whereas pipe leaks, pipe bursts, pump 
house, and reservoir failures are the leading cause of disruptions 
in the distribution network.

Air Selangor has implemented several initiatives to reduce the 
number and duration of service disruptions including proactive 
predictive maintenance works, early detection systems and 
mitigation plans to further minimise service disruptions to 
customers. Before the commencement of any maintenance or 
upgrading works, a communication plan and a comprehensive 
response plan are put in place. In case of major supply disruption, 
either scheduled or unscheduled, the ERP will be activated to 

Incidents Number of  
Disruptions

Duration 
(hours)

Average 
No. of 

A�ected 
Accounts

Water Outages: 
Pipe Size > 600mm

45 1,022.0 4,706

Unscheduled Pump 
House Breakdown

54 518.0 740

Reservoir Issue 119 1,955

Unscheduled WTP  
Shutdown 

5 276.0 272,590

Scheduled 
Disruption due to 
Maintenance and 
Upgrading Work

5 189,221

The leading causes of water supply disruption and the respective 
actions taken to resolve the issues are explained in the following 
sections.
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Pipe Leaks, Pipe Burst, and Pipe Replacement

network. Due to ageing, environmental factors and changing internal water pressures, pipes are 

low water pressures. If these are further left unchecked, the leaks may lead to pipe bursts and cause 
bigger disruption to customers. 

With an immense distribution network, Air Selangor leverages technology to assess the overall 
condition of the distribution network and monitor its performance. The increased number of pipe 
leaks recorded throughout the year is due to early detection by Air Selangor’s Leak Specialists 
and Leak Inspectors under the Active Leakage Control Programme. Pipe burst reduction is due to 
establishment of DMZ and Pressure Monitoring Zone (“PMZ”) via pressure management. Pipe repair 
works are then carried out by competent panel contractors within 24 to 48 hours upon detection. 

In addition, pipe replacement projects are ongoing for ageing pipes and pipes that are beyond 

556.14 km of total pipe length laid since the programme started in 2016.

96.80km  
of new pipeline has been 
laid, with a total of 556.14 
km of total pipe length laid 
since 2016. 
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Pump Houses and Reservoirs 

Pump houses and reservoirs are essential assets in the 
water distribution system to regulate water pressure 
and maintain a steady supply. Pumps move the water to 
where it is needed from upstream raw water abstraction 
to the downstream delivery of treated water to homes 
and businesses. Reservoirs serve to balance the demand 
from customers and serve as a temporary backup 
supply during the shutdown of water treatment plants. 
Therefore, the upkeep of these assets is important in 
ensuring a steady supply of treated water. 

as active pump houses and the rest being non-active, 
abandoned, or under rehabilitation. Other assets include 
1,404 active reservoirs (1,599 in total). Among the 
causes for the unscheduled breakdown of pump houses 

failure of the electrical panel, and technical issues with 
the SCADA system. For reservoirs, issues such as low 
levels due to high demand, and pump and electrical 
malfunction are the main reason for breakdowns. 

operations due to electricity supply disruption and low 
pressure to the trunk mains as water demand from the 

In 2016, 144 reservoirs and 54 pump houses were 

incidents of pump house breakdown and reservoir 
malfunction. Due to the high number of these assets, 

necessary works. As of December 2021, a total of 44 
reservoirs and 9 pump houses were rehabilitated.

Emergency Response Plan 

Air Selangor’s ERP is guided by the ERP Manual and Garis Panduan 
Permohonan & Kelulusan Gangguan Bekalan Air Berjadual. ERP 
incidences are now managed via the iERP Content Management System 
(“CMS”) which was established to assist employees in managing the 
information required during an ERP event.  Based on the inputs keyed 
in from the various section and departments, the CMS provides a 

enables Air Selangor to issue frequent updates to authorities, media and 

Through this system, water tankers mobilisation, location of static 

able to access this live information through the Henti Tugas Microsite 
as explained on page 52. By having a comprehensive recovery plan and 

In 2021, 10 ERPs were activated resulting from scheduled shutdowns for 
upgrading and maintenance works for our critical assets, unscheduled 
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Pasukan Khas Lembangan & Alur Air 

Air Selangor’s River Basin Surveillance Team, 
better known as Pasukan Khas Lembangan 
dan Alur Air (“PAKAR”) have continued to 
assist the Local District Authority (“PBT”) 
and LUAS in protecting raw water sources 
from water pollution. Activities undertaken 
by PAKAR include river surveillance and raw 

points across six catchment areas. The PAKAR 
team also maintains 15 river monitoring 
stations (“RMS”) along selected rivers which 
are used to monitor water quality trends and 
act as an early warning system in detecting 
potential pollution incidents. Additionally, 
PAKAR has dedicated Unmanned Aerial 
Vehicles (“UAV”) that are used to conduct 

identify sources of discharge and land use 
that may lead to water pollution.

PAKAR investigates pollution complaints 
from the public, social media, and authorities. 
Through the investigation conducted, Air 
Selangor works with authorities involving 
litigation against alleged polluters. Apart 
from this, the PAKAR team works hand 
in hand with  LUAS and other relevant 
agencies through the Ops Sumber Air Project 
for fast joint action and communication 
among agencies during pollution incidents, 
and actively participates in the review of 
Environmental Impact Assessments (“EIA”) 
and Terms of Reference (“TOR”) for projects 
surrounding the rivers.  

PAKAR  
surveillance scope:

230 sampling points.

6 catchment areas.

15 river monitoring stations. 
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Facilitating Asset Management

operations, asset and infrastructure maintenance is 
important. Frequent failure of these assets will be detrimental, 

ultimately customers. Therefore, several initiatives under  
SPI 2: Improvement to Asset Reliability and Resilience has been 

Air Selangor’s growing asset inventory is monitored throughout 
its entire life cycle, from acquisition to asset retirement through 
the internal Total Asset Management System (“TAMS”). A total 
of 97,095 assets have been registered in TAMS with an estimated 

been assessed with an overall Asset Condition Score of 2.00 
(Good Rating), an improvement from the 2020 score of 2.14. 

In addition, Air Selangor utilises a Work and Asset Management 

assets maintenance works for both Preventive Maintenance 
(“PM”) and Corrective Maintenance (“CM”). As of 2021, WAMS 
achieved 58% overall user utilisation. The asset management 
system has been streamlined through ISO 55001 accreditation. 
Air Selangor’s Production Department received its ISO 55001 
accreditation at the end of December 2021, with a target to 

Further embedding digitalisation and innovation in Air 
Selangor’s operations, the TAMS Mobile RFID Project was 
initiated. In 2021, an additional 8,829 assets were tagged, 

project. Air Selangor is planning to migrate RFID TAMS to Air 
Selangor OMA. With this migration, the function of OMA will 
be expanded further to a total of seven modules namely, Asset 
Details, Operational Reading, Work Request, Asset Registration, 
Work Order and Work Activity, Maintenance Management, and 
Energy Management. 

As Air Selangor continuously seek innovative solutions, the 
Company has established the Product and Technology Working 
Committee under the Operational Services Department to 
research, review and recommend new products and technologies 
for the approval of the Air Selangor Technical Policy Committee 
chaired by the Head of Operations. 

Asset Criticality Rating Guideline  

In 2021, the Asset Management Section has developed an Asset 
Criticality Rating (“ACR”) Guideline. The asset criticality analysis 

determined using a quantitative formula to ensure that asset 
reliability is approached from a risk perspective. Once an asset 
rating is determined, maintenance work can be prioritised, and 

This methodology has been implemented across Air Selangor 
Production’s assets beginning of 2021 and is planned to be 

Air Selangor’s growing asset 
inventory is monitored throughout 
its entire life cycle, from acquisition 
to asset retirement through the 
internal Total Asset Management 
System (“TAMS”). A total of  
97,095 assets have been registered 
in TAMS with an estimated asset 

 
100% of registered assets have 
been assessed with an overall Asset 
Condition Score of 2.00 (Good 
Rating), an improvement from  
the 2020 score of 2.14.
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Engagement with

Partnering with Our Suppliers 

Supplying treated water to over 8.4 million people requires 
an enormous operation, including support from vendors, 
contactors, consultants and suppliers that provide services and 

vendors, with 99% of procurement spending directed towards 
supporting the local economy.

Vendor performance is monitored via performance assessments 
upon completion of their contracts, services, work, or delivery 
of supplies to ensure they meet service deliverables. The 
performance reviews for our panel consultants and contractors 
are carried out every six months based on the outlined criteria 
such as quality of work, services or supplies provided, timeliness, 
as well as compliance with health, safety, and environmental 
requirements. 

In 2021, Air Selangor organised an award ceremony to recognise 
top-performing strategic panel consultants and contractors in 

criteria. Twenty vendors were recognised for their excellent 
services. These awards serve to promote a high-performance 
culture amongst our vendors and also improve and strengthen 
business relationships.

CEO engagement sessions with vendors were also organised to 

Air Selangor also held various sharing sessions throughout the 
year to provide more guidance to vendors, particularly regarding 
issues on business processes, policies, and guidelines. 

A total of four engagement events were held through physical, virtual, and hybrid methods this year on the following:

1 2
Engagement with Tenderers of Rasau Water Supply 
Scheme and Tender Briefing

Vendor Engagement with Emergency Pipe Panel 
Contractors

3,471 active vendors.  

With  

 99% local procurement.
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3

4

Vendor Engagement with Panel Consultants

Air Selangor and Sustainability
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Performance Data

DESCRIPTION 2018 2019 2020 2021

OPERATIONS

Total number of accounts   2,491,888 2,557,248

Number of accounts by type

• Domestic 2,014,227 2,091,711 2,166,925

• Commercial

• Others

Total number of consumers 8,056,908 8,400,5001 8,418,100

Total number of dams 7 7 8 8

Total number of WTPs 4

Average water demand (MLD) 4,857 4,965 4,991

Total number of pump houses 728

Total number of service reservoirs 1,574 1,601 1,610 1,599

Total number of HORAS - - 1 1

Total number of ORS 2 2

Total length of pipes (mapped using GIS) (km) 28,641 29,044 29,540

Water reserve margin (%) 5.87 10.98 11.87

Average water quality compliance (%) 99.69 99.80 99.74 99.80

Average NRW rate (m  method) (%) 29.66

Pipe burst index (no./100 km/year) 9.61 8.87

Total number of pipe leak cases 108,759 124,614

Length of pipes laid per year (km) 259.85 85.60 96.80

Total number of pipe cleaning works 6,511 7,960 9,027

Total number of reservoir cleaning works 106 122 265

Total number of active water quality sampling stations 1,121 1,121 1,117 1,122

Overall Asset Condition Score - 2.24 2.14 2.00

1 The number of consumers was revised according to the published information by the Department of Statistics Malaysia for the year 2020.
2 Kelau Dam was handed over to Air Selangor in 2020.

Seven dams are under the supervision of Air Selangor, whereas Batu Dam is under the supervision of the Department of Irrigation and 
Drainage. 

4 Thirty-one WTPs are operated by Air Selangor, and three WTPs are under appointed parties.
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Reducing 
Environmental
Impact

Air Selangor places a high priority on ensuring that it operates responsibly 
and continuously strives towards achieving SPI 7: Environmental Stewardship 
– Waste Zero Environment. The process of abstracting, treating, and 
distributing clean water utilises various natural resources such as raw water, 
energy, and chemicals. These processes result in water treatment residuals 
and carbon emissions among other environmental impacts. Air Selangor’s 

 
As such, it is important for Air Selangor to comply with existing 
environmental regulations and to also identify current gaps throughout 
the value chain to further minimise its impact on the environment. By 
monitoring related activities and performing regular surveillance to prevent 
environmental pollution, Air Selangor stays guided by its Health Safety 

14001:2015 Environmental Management System.
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NRW Savings in 2021 is  

192.50 MLD
Olympic-sized swimming pools daily. 
The NRW savings is equivalent to an 
estimated 4.78 tCO2 emissions avoided 
daily.

Conserving Our Water Resources

Water is an essential resource for all living beings, but water scarcity has become 
increasingly common worldwide, and this issue has been earmarked as one of the 
world’s most important environmental concerns. The demand for clean water supply 
has increased rapidly in tandem with the growth in the human population. Increasing 
urbanisation and the development of commercial and industrial areas also increase the 
risk of raw water pollution which can impact the availability of clean water sources. 

Moreover, appropriate water pricing is crucial to encourage prudent use of this precious 

the increase in the operational cost to produce treated water. This low price placed on 
clean water distorts the actual value of clean water where end users are more likely to 
over utilise this resource and develop wasteful habits. 

To change public perception, several campaigns were initiated to increase awareness of 
the importance and need to ensure water security and water conservation. In conserving 
water produced, Air Selangor also invested heavily to continuously reduce the volume 
of treated water loss or NRW through in-house programmes. 

Non-Revenue Water

Precious water resources and the energy and chemicals used to treat and distribute clean 
water are wasted when the treated water is lost before reaching customers’ premises. 
NRW is an important matter to manage for any water operator, and in the case of Air 
Selangor, NRW Reduction has been prioritised as an SPI where the targets are to achieve 

In 2021, the NRW reduction programme comprising the Physical Loss Reduction 
Programme and Commercial Loss Reduction Programme continued to be implemented 
by the Distribution Department. Under the Physical Loss Reduction Programme, the 

undertaken by Leak Inspectors and Leak Specialists. Air Selangor also relied on 127 
pressure transient sensors installed on strategic trunk mains to assist in detecting 
damaging transient and leaks. Supported by pipe replacement projects, Air Selangor 
achieved total savings of 160.80 MLD from the Physical Loss Reduction Programme.  

MLD through meter replacement and meter relocation works. 
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Water Conservation Programme

Apart from ensuring a sustainable water supply, reducing water 
demand is an important factor for Air Selangor to ensure the 
ability to continuously provide clean water into the future. By 
managing water demand, Air Selangor would be able to provide 
more customers without having to produce more water and it 
also reduces the additional investment needed to construct new 
water producing infrastructure. The money saved can potentially 
be directed to other asset improvement and maintenance 
initiatives, which ultimately ensures that all customers 
receives the best quality of water with minimal disruption.  
As a water utility company, Air Selangor supports the target 
average daily water consumption by the Ministry of Environment 
and Water which is 180 litres per capita per day (“LCD”) by 2025. 

In 2021, the average daily water consumption per capita in Kuala 
Lumpur, Selangor, and Putrajaya stood at 287 litres. The average 
daily consumption per capita in 2021 has increased by 10.81% 
from 259  LCD in 2020 recorded for Kuala Lumpur, Selangor, and 
Putrajaya, and 59.44% higher than the target of 180 LCD set by 
the government. This increase in average consumption was also 
attributed to the COVID-19 pandemic where more people stayed 
at home. The higher-than-average water consumption of our 
customers is a trend that Air Selangor hopes to reverse to ensure 
the sustainability of future water resources. 
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Water Conservation Engagement Programme

The Water Conservation Unit partners with various government 
agencies, regulators, local authorities, and NGOs in educating 

In 2021, some of the initiatives carried out included two water 
conservation awareness programmes with ADUN, a webinar 
in collaboration with the Global Environment Center (“GEC”) 
during World Water Day, and an active participant in Sepang 
and Putrajaya Low Carbon City Initiatives. Air Selangor also 
participated in an online engagement programme with the local 
community of Desa Pinggiran Putra and Zone Sierra Putri and 
conducted talks on “ ” for 

Apart from partnering with government agencies and NGOs, 
water conservation initiatives were expanded to include religious 
institutions, where water conservation talks were held at the 
following mosques: 

iii. Surau As Sajdin, Taman Selat Damai, Klang 
iv. Masjid Tuanku Mizan Zainal Abidin, Putrajaya 

During all in-person engagement events, water thimble packs 
are distributed, and demonstrations are held for participants to 
learn how to install these water thimbles in their own homes.
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Collaboration with Universiti Malaya 

On 2 April 2021, Air Selangor signed a 
Memorandum of Understanding (“MOU”) 
with Universiti Malaya to establish mutually 

parties, including research projects on river 
management and water pollution, and 
water conservation and river restoration 
programmes, as well as digital exhibitions. 

Through this collaboration, Air Selangor 
aimed to provide bilateral support in 
advocating for sustainable water education 
and practices. This collaboration also 
culminated in the publication of the ‘Air 

to educate consumers on the importance of 
sustainable consumption and conservation. 
Moving forward, there are plans to jointly 
organise activities for public awareness.

Water Handbook and Water Conservation Master 
Classes 

The Water Handbook published by Air Selangor in 
collaboration with Universiti Malaya focuses on three 
main pillars, namely Sustain, Conserve and Restore to 

using water sustainably. The Water Handbook can be 
accessed through http://www.airselangor.com/about-
us/sustainability/waterhandbook/.

To reach a wider audience and to provide practical 
engagement with the public, Air Selangor introduced 
the Hydro Squad featuring Nabil Ahmad, Aishah 
Sinclair, and Arwind Kumar to educate the public on 
the importance of using water carefully. The Hydro 
Squad helped to promote the Water Handbook 
through monthly Master Classes by providing practical 
examples, know-how, and checklists on how individuals 
can play their part, as well as sharing projects that they 
can complete with their family and friends.

A total of six Master Classes with the Hydro Squad 
featuring Air Selangor’s subject matter experts were 
published on Air Selangor’s social media accounts. 
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Protecting Our Raw Water Sources 

The monitoring and protection of the state’s raw water sources 
fall under the jurisdiction of LUAS. Since Air Selangor’s business 
operations are highly dependent on a continuous supply of raw 
water, it has also taken the initiative to safeguard rivers from 
the risk of pollution. One initiative that Air Selangor continued 
to implement in 2021 was the River Care programme to instil 
greater importance in ensuring the cleanliness of the river 
among local communities who live nearby. 

On World River Day 2021 on 26 September 2021, Air Selangor 
collaborated with FoRM to organise a recreational plogging 

Other than the plogging activity, Air Selangor presented a 
donation of RM50,000 collected from the proceeds of the Virtual 

2021, four river care programmes were embarked on with FoRM 
to clean up the rivers within the vicinity of Taman Melawati, 
Kuang, and Rincing Hilir.
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Smart Water Meter 

with pilot projects on smart water meters in selected areas. The 
Advanced Metering Infrastructure (“AMI”) smart water meter 
pilot project in the Sepang Region started in 2019 with 8,041 
meters using NB-IoT communication connectivity technology. 
To date, another pilot project on smart water meters using Radio 
Frequency (“RF”) communication connectivity is being tested in 
Kuala Lumpur, Gombak, and Petaling Region.

Air Selangor Internal Water Consumption

of water throughout its premises. The Company has facilities 

counters where employees spend a minimum of nine hours 
daily. To reduce internal water consumption, water thimbles 
have been installed at the taps on the premises and educational 
signages have been put up to remind employees and to create a 
habit and culture of water conservation.

In 2021, the average water consumption stood at 62.02 LCD, 
a decrease of 7.74% as compared to 66.72 LCD in 2020. The 

implemented for employees during the various phases of the 
COVID-19 pandemic. 

Managing Energy Use

throughout the treatment processes and distribution network to 
produce and distribute treated water. These facilities, along with 

fuel generators serving as backup power in case of emergency 
for selected facilities, whilst operational vehicles use petrol 
and diesel fuels. Considering the expected rise in energy costs, 
and to support Malaysia’s commitment to becoming a carbon-
neutral nation, Air Selangor is actively seeking opportunities and 

its carbon emissions.
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Treated water distribution operations utilise up to 22% of total energy consumption in Air Selangor. By optimising the 

treated water to customers. 

factors such as weather, the intensity of commercial activities, consumers’ daily activities, and festive seasons, among 
others. To ensure pumps operate based on demand, devices such as Variable Speed Drives (“VSD”) can be installed on the 
pump motor to control the speed and torque of a motor. By reducing the speed of the motor during low demand periods, 
less electrical energy is needed to power the pump. Some of the Air Selangor pump houses are already equipped with VSD 
to cater to this varied demand. 

However, from energy audits conducted, it was discovered that there were instances where existing VSDs were not optimised 

increased, reducing the maximum demand during the peak period, therefore reducing the overall cost of electricity for 

reduces the volume of water that bypasses the pipe without reducing energy use. To counter this issue, Demand Control 

Feature Story:  
Energy Savings Pilot Project
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Fleet Energy Management 

to-day operations as many technicians utilise them for site work 
and meter reading. However, these vehicles especially the water 
tankers are particularly important during service disruptions 

areas. Air Selangor recognises that the usage of fossil-based 
fuels contributes to the overall carbon emissions generated 
by the Company and has taken several measures to improve 

individual vehicle fuel consumption and distance travelled 
using an automated fuel consumption report. Additionally, 
global positioning system (“GPS”) trackers are installed in every  

Facility Energy Management

Air Selangor established its Energy Management Policy and 
Energy Management Objectives in February 2021 to formalise 
and guide internal initiatives towards energy reduction in its 
facilities. Throughout the year, Air Selangor continued to expand 

the ongoing monitoring and audit conducted by the Energy 

This year, Air Selangor further embarked on two energy savings 

at two pump houses were also replaced. These continuous 

in accumulated cost savings of RM18.16 million, equivalent to an 
8.27% reduction in energy management cost compared to the 
2019 baseline. 

Energy Use

Overall, 98.80% of the energy used originated from 
secondary energy (purchased electricity), and the remaining 
is attributed to primary energy (fuels). Total energy  
use slightly increased by 0.98% from the previous year. This 
is proportional to the growth in the number of customer 
accounts and the increase in average water demand.  Energy 
intensity per produced volume of water in 2021 increased from 

. Whereas energy intensity 
per billed water volume is gradually decreasing year on year, 

. 
The improvement in energy intensity per billed water volume 

volume of our billed water. 

Breakdown of Types of Energy Use
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Breakdown of Carbon Emissions by Scope

Scope 1 Scope 2
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Energy Consumption
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1.937

2.825 2.796 2.759 2.738

1.945 1.966 1.979

Carbon Emissions

Air Selangor’s carbon emissions are calculated based on 
methodologies stated in the Greenhouse Gas (GHG) Protocol: A 
Corporate Accounting and Reporting Standard. The scope of the 
company’s carbon emissions is limited to direct carbon dioxide 
emissions (Scope 1) from fuel consumption by its facilities and 
company vehicles, while indirect emissions (Scope 2) cover 

excluded from the analysis in the current reporting cycle and will 
be considered for future reporting. 

Air Selangor’s Scope 1 carbon emissions constituted only 0.15% 
of total carbon emissions whereas most of the carbon emissions 
were categorised under Scope 2 or purchased electricity. Overall 
carbon emissions increased by 1.48% compared to 2020. The 
carbon emission intensity for produced water volume is at 

2/m , an increase of 1.17% compared to 2020. These 
increases are proportional to the increase in water demand 
throughout the year. The emission intensity for billed water 
volume has reduced by 0.25% from the previous year. This is a 

of water received by the customer. 

Moving forward, Air Selangor will be exploring opportunities in 
renewable energy generation to reduce its greenhouse emissions 
and to identify a long-term net-zero target. The Company has 
completed a feasibility assessment to determine the internal 
capacity of renewable energy generation and will be planning on 
installing solar photovoltaic panels at its facilities. 

0 0.000

100,000
0.100

200,000
0.200

400,000

500,000

600,000 0.500

0.400

(tCO2) (kgCO2/m )

55
4,

74
9.

79

56
2,

77
7.

55

57
1,

44
1.

95

57
9,

93
7.

53

Total Carbon Emissions and Carbon 
Emissions Intensity 

Carbon Emission
Produced Volume Carbon Intensity
Billed Volume Carbon Intensity

0.312

0.454

0.315

0.449

0.315

0.441

0.318

0.440

1. The electricity carbon emission factor for Peninsular Malaysia 
at 0.585 kgCO2/kWh is based on the 2017 CDM Electricity 
Baseline for Malaysia report, Ministry of Energy, Science, 
Technology, Environment and Climate Change (MESTECC). 

2. The carbon emission factors for diesel and petrol are 0.0189 
kgCO2 2
Malaysia’s First Biennial Update Report (“BUR”) submitted 
to the United Nations Framework Convention on Climate 
Change in 2015.  

based on the revised fuel and electricity use.  
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Monitoring Air Quality

Air Selangor has equipment such as generators and air 
pollution control system across 14 WTPs, 8 regional premises, 
and Headquarters, which are subjected to the Environmental 

ensure regulatory compliance, and in 2021, no violations were 
recorded. 

Managing Solid Waste 

Air Selangor’s main challenge in managing solid waste from 
its operations is the high volume of water treatment residuals 
(“residuals”) generated as a by-product of the water treatment 
process. These residuals are categorised as Scheduled Waste and 
require special treatment and disposal methods. Governed by 
SPI 7: Environmental Stewardship - Waste Zero Environment, Air 
Selangor is identifying innovative solutions and implementing 
proactive measures to reduce and repurpose these residuals. The 
HSE Section have formalised a Waste Management Procedure 
for waste generated on the premises including domestic and 
scheduled waste, ensuring the waste is properly managed to 
minimise the risk of land, air and water contamination per the 

Residuals Management

Water treatment residuals management is subjected to the 

Thirty-two of Air Selangor’s WTPs employ conventional water 
treatment processes where suspended particles are coagulated 

are channelled through a treatment process in the Residual 
Treatment Facility (“RTF”), where it is thickened and dewatered. 

Several dewatering technologies are employed at Air Selangor, 
including centrifuge decanter, lagoons, drying beds, and geo-

of the residuals generating WTPs are equipped with RTF and 
the remaining two WTPs are in the process of having their 

was generated. Air Selangor’s two remaining WTPs that are 

not generate residuals.

The amount of residuals generated is dependent on the quality 
of raw water where the higher the level of turbidity of raw 
water, the higher the volume of residuals generated. Various 

land clearing, surface erosion, and the volume of sand, silt and 

increase in the amount of residuals generated from 2018 to 2019 

onwards is due to desludging works at SSP2 residual lagoon and 
the activation of RTFs in WTPs upon completion of the merger 
exercise of the State’s water industry. This is to reduce non-

Waste) Regulations 2005. 

Currently, SPAN and DOE are in the process of declassifying 
water treatment residuals from the scheduled waste category 

manage its residuals, Air Selangor appointed Forest Research 
Institute Malaysia (“FRIM”) to investigate the properties of the 
residuals generated by the WTPs for potential reuse in agriculture 
activities and as a material for land reclamation. Such solutions 
have already been implemented in other countries and Air 
Selangor is assessing if a similar approach can be taken locally to 

precious resources such as land and energy where the Company 
aims to achieve a Waste-Zero Environment.
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To further encourage participation from all employees, 
departments that collected the most recyclables received 
rewards. Through this campaign, Air Selangor aims to create 
a more sustainable-centric culture at the workplace as  

generated on its premises and reduce the amount of waste 

E-Waste

Plastic Paper

Aluminium1%

8%

5%

86%

Domestic Waste

Although most of the waste generated by Air Selangor comprises residuals, the Company recognises that it is also important to 
minimise the amount of domestic waste and other scheduled waste generated on its premises. Through the Waste Management 

collection of recyclables throughout the year. Additionally, a seven-day Zero Waste challenge for employees was held in collaboration 

at home. 

Feature Story:  
Recycle for Life Campaign

In conjunction with National Recycling Day on 11 November 

for Life’ Campaign. This campaign is a continuation of last 
year’s collaboration with Cenviro to collect recyclables from 

The Air Selangor ‘Recycle for Life’ programme aims to divert 

greater awareness and practice of recycling among employees. 
First initiated in 2020, the HSE team organises a monthly 
recycling collection drive where employees can send their 
recyclables in exchange for rewards. Throughout the year, a 
total of 15 collection cycles were initiated, resulting in a total 
of 11,027 kg of recyclables collected.

The Company expanded its recycling initiative to further 
collaborate with Life Line Clothing Malaysia for the collection 
of fabrics and Oillax for the collection of used cooking oil. 
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Non-Compliance Incidences

Air Selangor is working towards achieving full compliance 
with all three applicable environmental regulations, namely 

2009, through the adoption of the DOE GSR. In 2021, Air 

The compliance for Distribution activities is low as initiatives 
towards ensuring ‘readiness of scheduled waste store facility’ 
and ‘required competent person’, are still in progress. 

process units such as functional tanks at some RTFs. Under 

compliance, the Company is working with DOE to achieve a 
Zero Discharge target by 2024 which will include the upgrading 
and rehabilitation works of existing RTFs with plans to recycle 

future. Additionally, Air Selangor has started construction of a 
new RTF at Sg Sireh and  Sg Batu WTPs.

(Clean Air) Regulations 2014. There were also zero environmental 
spillage incidences and zero notices of non-compliance received 
from DOE.

for non-compliance with environmental regulations.
Climate Change – December Flood Incident

On 16 December 2021, Peninsular Malaysia experienced heavy 
rain over three days including in the Klang Valley. The rainfall 
recorded on 18 December 2021 exceeded the monthly average 
rainfall for Peninsular Malaysia for December alone and led to 
high water levels in the rivers and dams in Selangor. Air Selangor 
pre-activated its ERP in anticipating disruption to its water 

eight of the dams were at 100% capacity, and four WTPs which 
are Salak Tinggi, Cheras Mile 11, Semenyih 2 and Langat 2 were 
fully shut down due to choked raw water intake, submerged 
pump houses and TNB power cuts.

Two other WTPs namely Bukit Tampoi and Sg Langat were 
operating at 40-80% of normal production due to submerged 
treated water pump houses and high turbidity of raw water. 

Managing climate change risk is 
a critical aspect for Air Selangor 
as this could potentially have 

ensure a sustainable water supply. 
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due to a TNB power cut at Karak that supplies electricity to 
Semantan Intake, whereas Sg Serai, Sg Lolo, and Sg Pangsoon 
WTPs were forced to shut down due to high raw water turbidity.

distribution pipelines, pump houses and river monitoring 

of RM12 million. Despite severe damage and inoperability to 
some of the assets, customers remained a top priority where the 
ERP was activated from 19 December until 24 December 2021. 
Air Selangor deployed 81 tankers and set up static water tanks, 

Selangor will be strengthening immediate mitigation plans 

conducting a feasibility study to explore potential initiatives 
that can be implemented in bracing its business from the climate 
change impact.

Numerous reports and statements made by local scientists, 
environmental NGOs and government ministries claimed that 
the unusual rainfall was an example of one of the impacts arising 

also lead to drought incidences as it impacts the natural water 
cycle. Managing climate change risk is a critical aspect for Air 

on the ability to ensure a sustainable water supply. Therefore, 
Air Selangor will be further examining the mid-and long-
term potential impacts to its operations based on projected 
climate information and will be identifying the necessary  
mitigation measures to be put into place. The Company will 
be further disclosing the way it is managing climate risks and 
opportunities in future sustainability reports. 
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PERFORMANCE DATA

DESCRIPTION 2018 2019 2020 2021

ENVIRONMENTAL

Average domestic water usage per capita (LCD) 1 2592 287

Total internal water use (m ) 56,875 54,245

Average internal water usage per employee 
(LCD) 75.96 87.52 67.22 66.02

)

• Produced                          1.945                          1.966                          1.979 

• Billed 2.825                          2.796                          2.759 

Total energy use from electricity (kWh) 974,685,947.74 

46,491,615.89 42,895,122.06

Total CO2 emissions (tCO2) 554,749.79 562,777.55 571,441.95

CO2 emissions intensity (kgCO2/m )

• Produced

• Billed 0.454                          0.449                          0.441                          0.440 

Total CO2 emissions (Scope 1) (tCO2) 770.41 924.24           1,250.67            855.42 

Total CO2 emissions (Scope 2) (tCO2) 570,191.28 579,082.11 

Total scheduled waste generated (SW204) (MT) 1,212,118.87

Total scheduled waste generated (Others) (MT) 26.69 52.41

Total amount of chemicals used for water  
treatment (MT) 116,015.06 115,297.58

1 Data is obtained from Malaysia Water Industry Guide 2019.
2

consumers by the Department of Statistics Malaysia for the year 2020.
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Be Socially 
Responsible

Air Selangor, as the largest water operator in Malaysia, serves a critical role 
in improving the livelihoods of communities, preserving the ecosystems that 
are nurtured by water and water bodies, and recognises the importance of 
upholding social responsibility while serving its business purpose.

Air Selangor also recognises the importance of ensuring that its employees 
are skilled and future-ready to propel the Company towards achieving its 
business aspirations. Employees are expected to uphold the core values of 
Professionalism, Integrity, Honesty, Teamwork, and the Highest Standard of 
Services. Air Selangor believes this instils a sense of belonging, responsibility 
and commitment toward each employee’s personal and professional 
development while contributing to the goal of sustainable water services for 
the customers and communities served.
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Providing a Conducive Workplace 

Air Selangor is committed to providing a conducive working 
environment for its employees that inclusive promotes 
productivity which ultimately generates positive returns for 

with SPI 6: Creating a Conducive Working Environment.

Additionally, Air Selangor supports employee diversity 
and inclusion, provides various training and development 
programmes for employees, organises frequent employee 

with counsellors (Employee Assistance Programme (“EAP”)), 

emphasises its employees’ health, safety, and security.

Diversity and Inclusion

Air Selangor values diversity and inclusivity among its 
employees, the Management, and at Board level. It believes that 
diverse backgrounds are important to promote innovation and 
creativity which ultimately will contribute to greater productivity 

Selangor are fair, where employees are selected based on their 
experience and capabilities. The Company has also introduced 

healthcare insurance and preferred parking for pregnant 
employees at selected locations to attract more women to the 
workforce and retain existing female employees.

However, in the water industry, the proportion of male to female 
employees is generally higher, especially among non-executive 

is also observed in Air Selangor where male employees make up 

improve diversity will require more long-term investments to 
materialise results which will be further explored.
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Percentage of Employees by Gender Percentage of Employees by 
Employment Category

Board Composition by Gender

Executive Composition by Gender

Percentage of Employees  
by Age Group

Percentage of Employees by 
Employment Type

Management Composition by Gender

Non-Executive Composition by Gender

Male Female Management Executive Non-Executive

Permanent Contract Male Female

Male Female Male Female

50 and above

Male Female

80%

20%

1%

99%

39%

61%

13%

87%

33%

67%

17%

83%

5%

23%

72%

9% 20%

71%
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New Employee Hires Rates and 
Employee Turnover Rates

New Hires Turnover

The hiring processes at Air 
Selangor are fair, where 
employees are selected based 
on their experience and 
capabilities. The Company 
has also introduced 90-day 
maternity leave, children’s 

healthcare insurance 
and preferred parking 
for pregnant employees 
at selected locations to 
attract more women to the 
workforce and retain existing 
female employees.

Training and Development

At Air Selangor, employee knowledge and 
skills are continuously developed via various 
internal or external training programmes to 
ensure they are well-equipped and competent 
to perform their duties. The Air Selangor 
Learning Centre crafts annual training plans 
based on employees’ job scope requirements 
and inputs from all Heads of Departments. 

employee training and development.

The training programmes comprised of 
competency-based training to upgrade 
employees’ skills, training on policies and 

health, safety, and environmental topics. In 
2021, there was training held for employees 
who were nearing retirement to prepare them 
with knowledge on managing their impending 
retirement. 
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e-Learning was introduced to all employees on a variety of topics. With e-Learning, physical contact could be minimised to ensure 
adherence to the government’s necessary standard operating procedures (“SOPs”) to curb the spread of COVID-19. More details on 
the implementation of these e-Learning modules can be found in the next section.
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by Employment Category
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Launching of e-Learning 

opportunities for remote learning anytime, anywhere via any 
device connected to the internet. It also serves as an alternative 
to physical learning to encourage a continuous and inclusive 
learning culture among Air Selangor employees. 

anti-corruption, improving communication skills, people 
management and others. In addition, a rewards scheme was 
introduced to encourage employee enrolment by recognising 
employees who achieved the most learning hours. 

Air Selangor Learning Day was also introduced in October 2021. 
The objective is to empower each Department to initiate their 
learning activity within the team and  enhance bonding and 
engagement, apart from fostering leadership among employees. 
Cash incentives were provided to motivate consistent 
participation for the initial period of six months with the goal of 
this activity becoming part of Air Selangor’s culture.

Leadership Development Programme

Air Selangor’s Leadership Development Programme continued 

the company’s critical roles. The programme’s second roll-out in 
2021, also known as the Talent 2.0 Programme, continued to focus 

through necessary training and development programmes.

Under the Talent 2.0 Programme, Air Selangor had earlier 

to undergo assessments to qualify for the programme. 
Upon completion of the assessments, the Talent Council 

comprising three employees under the Senior Management 
Development Programme (“SMDP”), six under the Middle 
Management Development Programme (“MMDP”), 12 under the 
Line Management Development Programme (“LMDP”), and four 
under the Talent Associate Programme (“TAP”).

In 2021, the talents had completed a pre-development 

each development programme level was crafted from the pre-

gaps and ensure all talents receive a holistic learning experience. 
The Talent 2.0 Programme is ongoing and is expected to be 
completed in December 2022.
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Water Expert Development Programme

Air Selangor’s in-house team of subject-matter experts 
partnered with Universiti Kebangsaan Malaysia to develop 
a comprehensive Water Expert Development Programme 
(“WEDP”) training module for its technical workforce.

The aim of this programme is to have a structured and 
comprehensive learning module that can meet the needs of 

applied as a benchmark for technical training in the water supply 
industry in Malaysia.

The WEDP learning journey will take six months for participants 
to complete, involving approximately 140 employees from 

facilitate the learning. The programme will start in 2022.

Employee Certification and Competencies

Air Selangor is committed to producing skilled and competent employees in line with the requirements set by SPAN. In 2017, Air 
Selangor took the initiative to recognise existing competencies and skills of employees that received training previously. Although 

Selangor conducted a series of Sijil Kemahiran Malaysia

• Sistem Latihan Dual Nasional (“SLDN”) and

• Pengiktirafan Percapaian Terdahulu (“PPT”).

competencies.  
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Feature Story:  
Air Selangor’s E�orts in Assisting Employee Flood Victims

 

Hulu Selangor, Petaling, Hulu Langat and Sepang recording unusually high water 

disruptions that lasted for a few days due to the shutdown of seven WTPs. 

Apart from assisting the general population, Air Selangor needed to assist its 

 

amounted to RM802,800.

through the Bantuan Selangor Bangkit programme, as announced by the Selangor 

given to eligible customers without requiring them to apply. 

Assistance Provided to Air Selangor Employees

Type Total A�ected Employees Total  
Assistance 

(RM)
Head- 

quarters
Regional 

O�ces
Total

Special Assistance 
(RM500)
(Ops Cuci) for 

84 289 186,500.00

Assistance for 
Damaged Assets 
(up to RM2,000) for 

damaged assets

75 280

Grand Total (RM) 802,800.00

Assistance for  
Damaged Assets
RM616,300  
for  

355  
employees

Ops Cuci
RM185,500  
for

373  
employees
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Employee Engagement Programme

In Air Selangor, frequent communication and engagement are encouraged to ensure employee concerns are well addressed 
and resolved. Air Selangor provided various platforms between employees and Management over the year to further strengthen 
relationships and demonstrate appreciation. In 2021, the following employee engagement programmes were held:

1

3

5

2

4

Majlis Jasamu Dikenang for Retirees 

Movie Day with CEO for Promoted Sta� 

Digital Devices for Children of B40 Sta�

Festive Cookies 

AIR Care Prolonged Illness Sta� Visit 
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Participation by  

3,126 
employees  
for record-breaking feat in  
conjunction with Malaysia’s  
64th National Day Celebration.

Air Selangor Fitness Centre

In November 2021, Air Selangor 

Headquarters to encourage healthier 
lifestyles among employees. The Air 
Selangor Fitness Centre is equipped 
with gym equipment such as treadmills, 
exercise bikes, cross trainers, and weights 
among others. 

The Fitness Centre is open to all employees 
during weekdays with three available 
slots. However, in ensuring adherence 
to social distancing requirements, only 
eight employees are allowed inside the 
Fitness Centre at any given time, and 
each employee can use the facility for a 
maximum of 45 minutes.

Malaysia Book of Records for ‘Largest 
Participation for a Virtual Patriotic Song 
Performance’ for the 64th National Day 
Celebration

In conjunction with Malaysia’s 64th National 

of Air Selangor participated in the virtual 
patriotic song performance where they sang 

Arshad. 

As part of National Day Celebrations, Air 
Selangor also launched a video featuring 
64 Malaysians reciting a poem by National 
Laureate, Dato’ Usman Awang, also known 
as Tongkat Warrant entitled ‘Tanah Air’ 
(Menjelang Kemerdekaan). The video included 
special appearances by the Selangor Menteri 
Besar, YAB Dato’ Seri Amirudin Shari; literary 

director and actor, Sabri Yunus; national 
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Employee Benefits

Selangor and serve to retain existing employees. In addition, a good working environment enables employees to unleash their full 
potential at work and boost their motivation and morale. 
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Parental Leave Taken by Employees

Male Female

Parental Leave All employees who took parental leave returned to work once 
their leave period ended. These employees are also still employed 
with Air Selangor, 12 months after the end of their parental leave. 
As a result, Air Selangor successfully achieved a 100% retention 
rate among employees who took parental leave for the year. 

Employee Counselling and Rakan Prihatin

The COVID-19 pandemic led to many conversations about 
the importance of mental health due the various lockdowns 
imposed during the period. As such, Air Selangor appointed 

as Rakan Prihatin Rakan 
Prihatin consist of representatives from Headquarters and 
Human Resources business partners in the regions. This initiative 
aimed to provide support on mental well-being and counselling 

Maternity 
leave: 

90 days, 
Paternity 

leave: 7 days

Optical and 
dental for 
employees 
and their 

immediate 
family 

members

Housing 
loan interest 

subsidy

Professional 
association 

membership

Special paid 
leave such as 
Retirement 
leave and 
Hajj leave

Maternity 
expenses 
coverage 

for female 
employees 

and spouses 
of male 

employees

Compassionate 
leave to care 
for a family 

member 
who has a 

serious health 
condition

Provision of 

housing 

quarters) for 
employees 
in essential  

services

Insurance 
coverage 
(accident, 

medical and 
death) for 
employees 
and their 

immediate 
family 

members. 

1 2 3 4 5 6 7 8 9
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Creating a Safe Workplace

At Air Selangor, a great emphasis is 
placed on employee health and safety 
especially due to the nature of the 
business where most employees work in 
operations. Hence a robust occupational 
health and safety management system 
is critical. HSE matters are governed 
by the HSE Corporate Committee, 
whose chairperson is the CEO. The HSE 
Section under HRAD oversees the daily 
management of HSE. 

Air Selangor is committed to formulating 
and implementing policies and procedures 
that comply with all applicable health, 
safety and environmental laws and 
related requirements that meet national 
and international standards. It has 

and contractors uphold the best HSE standards.  All employees and third parties who 
perform work for or on behalf of Air Selangor are also required to adhere to the HSE 
policy. 

Health and Safety Management System (“OHSMS”) for the Headquarters, WTPs, and 
distribution operations. The system guides the management of workplace health and 
safety and promotes a safe workplace for all.

Determining Controls (“HIRADC”) processes are continuously being implemented for 

for all activities at all Air Selangor facilities. 

The establishment of HIRADC is an essential requirement for practising good 
occupational safety and health. This is enforced through relevant authorities and 
standards requirements such as the ISO 45001:2018 and OHSAS 18001:2007. 

In 2021, the focus remained on reducing workplace incidents and mitigating risks 
associated with the COVID-19 pandemic.
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Air Selangor’s OSH 
performance is internally 
audited to ensure the 
processes and policies 

identify other areas for 
improvement. Also, the 

and process is audited 
yearly by an appointed 

ensure adherence to 
procedures and local 
regulations.

HSE Corporate Committee 

Air Selangor’s HSE Corporate Committee (“the Committee”) consists of the CEO as 
the Chairperson and the Director of Operations as its Deputy Chairperson. The other 
Committee members include all 15 Heads of Departments (“HODs”), all 10 Heads of 

section and four secretariats. The Head of the HSE Section serves as the Committee 
Secretary. The Committee meets at least once every quarter. 

In terms of roles and responsibilities, the Committee was formed as part of the 
requirements stated in the Occupational Safety and Health Act 1994 to assist in 

health programme, assessing incident trends, near misses, dangerous occurrences, 
occupational poisoning or disease in the workplace, and review company’s health and 
safety policies.  

In addition, Air Selangor established the Environmental Regulatory Compliance 
Monitoring Committee (“ERCMC”) in line with the GSR requirement. This Committee 
has been integrated with the HSE Corporate Committee. 

Occupational Health and Safety Performance 

 

number of cases was 55 which is similar to accidents recorded in 2020. Meanwhile, the 
Company recorded 18 road accidents, compared to 17 in 2020. Hence, the necessary 
control measures have been implemented. These initiatives are elaborated in the 
following sections.  The goal is to continuously reduce incidences to create a safe 
working environment for all employees. 

In November 2021, one fatality was recorded where an employee was involved in a 

The HSE Section has taken necessary steps to strengthen employee road safety 
awareness, especially for those who use motorcycles for commuting.

Air Selangor’s OSH performance is internally audited to ensure the processes and 

adherence to procedures and local regulations. 

Internally, all workplace incidences resulting in workplace absenteeism for more than 
four consecutive days will be reported to the Department of Occupational Safety and 
Health (“DOSH”) and annual reporting will also be submitted within the stipulated 
timeframe given. Additionally, the HSE Section conducted incident investigation, 
implemented necessary corrective action, and tracked progress of the implemented 
measures, to ensure incidents are continuously monitored and preventive measures 

 
and reviewed by DOSH.

Lost Time injury  
Frequency Rate 
(LTIFR)

0.53
(2020: 1.27)
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Health and Safety Training Programmes

In 2021, Air Selangor held various health and safety training programmes to further enhance employees’ competency and awareness. 
These programmes include:

Authorised Entrant & Standby Person 

National Seminar – Bribery in 
Occupational Health and Safety

Operational Safety Improvement 

Space & Excavation

Basic Occupational First Aid (“BOFA”), 
Cardiopulmonary Resuscitation (“CPR”) 

(“AED”)

Emergency Response Team (“ERT”) 
Roles and Responsibility at the 

Workplace Awareness Programme

Lean Six Sigma Deployment 
Programme

Life-Saving Rules & Comply and 
Intervene

Forklift Truck Safety & Competency 
Workshop 

HSE Improve & Continue Programme

The HSE Improve & Continue (“ICON”) programme, which 

and control (“DMAIC”) practitioner course is a continuous 
improvement initiative focused on operations and workplace 
improvement that helps promote creative thinking and 
innovation related to HSE. 

Under this programme, we organised a competition involving all 
departments and regions that serves as a platform for employees 
to share ideas and for Air Selangor to identify initiatives that will 
result in high impact once implemented. 

There were 25 groups of participants consisting of 97 employees 
from 15 departments and 12 regions. A total of 14 groups were 

and rewarded as winning entries. These proposals will be 
implemented and tracked in 2022. The next programme is 

HSE Initiatives

In Air Selangor, regular HSE initiatives were held to instil 
awareness of the importance of health, safety, and environment 
among employees. Some of these programmes also served as 
refresher sessions for employees. Apart from employees, Air 
Selangor also organised HSE programmes specially catered for 
vendors and contractors. 
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Reducing the Risk of Road Accidents

Operational employees are at a greater 
risk of road accidents as they are required 
to commute daily to various worksites 
to carry out tasks such as meter reading, 
pipe inspections, repairs, and water 
sampling works. These employees 
usually travel using motorcycles which 
are quicker and more convenient, but this 
inadvertently exposes them to a higher 
risk of road accidents. As such, several 
initiatives were organised for employees, 
particularly employees who are on the 
road frequently. 

Defensive Riding Training 

A defensive riding training programme 
was structured in 2021 for employees 
who frequently use motorbikes for work 
with the following objectives:

i. To increase awareness of safety for 
riders and motorcyclists.

ii. To share methods and techniques 
for identifying danger while riding a 
motorcycle.

iii. To share about motorcycle safety 
inspection.

The total programme consists of 

riding training programme saw the 
participation of 100 employees. In 
addition, Air Selangor also distributed 
high visibility motorbike vests to its 
employees. As only one session was held 
in 2021, the remaining three will take 
place in 2022.

HSE Week 

HSE Week is an annual event conducted at both headquarters and Regional levels to 
raise awareness of health, safety, and the environment among Air Selangor employees. 
HSE Week in 2021 was themed “HSE Transformation: Bridging the Digital Gap”. Various 
activities were organised from 11 November 2021 to 16 December 2021.

The list of activities and programmes held during the HSE Week was as follows:

Activities / Programmes

Recycling day Virtual Trash Tag 

Step Count Challenge @ Zoo Negara 7 Days Zero Waste Challenge

Spot Hazard Air Selangor River Care at Sg Kuang

See & Snap Hazard HSE Explorace

Word Scramble LOR

Tik Tok HSE #SafetyStartsWithMe Peraduan Teka Penutup Botol

Health Talk Wellness Talk
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Contractor Engagement

In 2021, the HSE Section conducted four engagement sessions 
with 127 contractors where three sessions were conducted 
online, while the last session was conducted physically.

The objective of the engagement session was to provide greater 
HSE awareness among Air Selangor’s contractors. The session 
also introduced the HSE requirements set by Air Selangor which 
were put in place to prevent any untoward incidents or accidents 
at various work sites. In 2022, HSE assurance audit of 20 selected 
contractors will be performed to assess their compliance with 
HSE requirements. 

Emergency Tabletop Drill Exercise

In October 2021, due to the pandemic, a tabletop drill exercise was 
organised for Air Selangor Headquarters. The participants were 

about emergency response equipment. The programme aimed 
to prepare the ERT to better respond to any emergency case that 
may arise.

Indoor Air Quality

walkthrough inspections for all premises in stages to ensure 

Ministry of Human Resources Guidance Note on Ventilation and 

assessment is expected to be completed for Headquarters and 

Sepang, in 2022.
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Feature Story:  
Air Selangor Employee Vaccination Drive 

Given the COVID-19 pandemic, Air Selangor has been actively 
encouraging its employees to be vaccinated to create a safe 
and healthy workplace for all. Being an essential services 
provider, Air Selangor must be able to continue daily 
operations in delivering clean water to its customers despite 
the various Movement Control Orders (“MCOs”) imposed on 
the public. As such, the Company worked with the Selangor 
State Government to obtain early vaccination appointments 
for its employees through the State’s vaccination programme. 

Updated COVID-19 Standard Operating Procedures 

Air Selangor updated the COVID-19 SOPs in line with government 
directives. For example, employees are encouraged to conduct 
a self-test using the RTK-Antigen test before attending any 
physical group events. Air Selangor ensures all internal COVID-19 
SOPs comply with government directives and will be updated to 

This is to minimise the severity of COVID-19 infections among 
employees and to reduce the risk of business disruption.

 
were fully vaccinated and the remaining 0.10% are either 
partially vaccinated or unvaccinated due to medical and 
personal reasons. Air Selangor also took approaches to 
counsel non-vaccinated employees to ensure the Company 
achieves high vaccination rates. 

Carbon Dioxide Meter at Headquarters

Apart from the vaccination drive, Air Selangor also conducted 
indoor air quality assessments from September 2021, as 

 
The assessment started at the Headquarters building and 

Following the assessment, Air Selangor placed 47 air quality 
sensors at Headquarters to gauge carbon dioxide (“CO2”) levels as 
part of the indoor air quality assessment. In addition, guidelines 
were also in place to inform employees to take necessary actions 
should CO2 reach a high level, such as reducing the number of 
participants in the meeting room or opening the meeting room 
door to allow for better air ventilation.
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Corporate Social Responsibility ‘Sesama Mara’ Programme 

Sesama Mara, which means ‘Together We Move Forward’, is the overarching theme for Air Selangor’s Corporate Social Responsibility 
(“CSR”) programmes. In 2021, programmes consisting of grassroots initiatives that aim to give back to surrounding communities and 
strengthen ties with local communities, residential associations, local authorities, and non-governmental organisations, continued 
to be held. 

Box of Hope

The Box of Hope by Air Selangor was launched to assist 
underprivileged households with basic essential items to ease 

MyTown, 1Mont Kiara, Melawati Mall, i-City Mall and Tamarind 
Square. The public can donate food and other essential items 
through these collection boxes which will be distributed by 
Yayasan Food Bank Malaysia together with our partner NGOs 
across the Klang Valley and Selangor. 

were distributed to selected welfare homes and B40 households. 
Additionally, in conjunction with the celebration of Chinese New 
Year, Hari Raya, and Deepavali, essential items were delivered to 
12 selected charity houses with a total contribution of RM82,180.

Plumbing Apprenticeship Programme

The Air Selangor Plumbing Apprenticeship Programme is a 
plumbing course aimed at helping those who have lost their 
jobs due to the COVID-19 pandemic. Participants will learn new 
income-generating skills via the course which will allow them to 
explore opportunities and jobs in the plumbing sector.

Air Selangor partnered with Akademi Binaan Malaysia (“ABM”) 

The course modules include basic application of plumbing skills, 
installation, maintenance, and repairing of pipes.

As of 2021, 45 participants graduated from the programme with 
an investment of RM79,650 from Air Selangor. 

Plumbing Assistance Services 

Air Selangor launched the plumbing assistance service initiative 

pipes in their homes, especially those living in low-cost housing 
or Projek Perumahan Rakyat (“PPR”) and rural areas.

This initiative is open to all Malaysian citizens residing in 
Selangor, Kuala Lumpur and Putrajaya. Eligible applicants who 
meet the requirements can submit their applications which will 
be reviewed by Air Selangor. 
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Empowering B40 Women: Air Selangor Face Mask

In 2021, Air Selangor continued its collaboration with the 

generate income. KL Sketch Nation, another social enterprise 
was also invited to be part of this programme.

Air Selangor ordered an additional 1,000 pieces of reusable 

employees. Air Selangor contributed RM14,590 towards this 
project. 

Skim Air Darul Ehsan 

The Skim Air Darul Ehsan (“SADE”) was introduced by the Selangor State Government to ensure underprivileged communities were 
 of water supply monthly for free, 

 allocation is charged accordingly.

Air Selangor processed SADE applications over several phases and in 2021, we received a total of 258,896 applications.

Empowering Online Learning: For Children of Air Selangor 
Employees

Amidst the COVID-19 pandemic, Air Selangor provided 
further support to the children of B40 employees through the 
Empowering Online Learning programme which is aimed at 

needed to purchase laptops or tablets for their children.

All eligible Air Selangor employees received one device, data plan 
subscription and a complete set of school supplies (e.g., school 
uniforms and bags) per household. A total of 215 employees’ 

1

2

3

4

The applicant must be a Malaysian citizen and resides in the state of Selangor.

The monthly household income must be RM 4,000 and below (husband and wife 
income or individual income if single/without spouse).

Applicable only for residential premises with individual meters.

Each applicant can only apply for one account or premise only.

107

BE SOCIALLY RESPONSIBLESUSTAINABILITY REPORT 2021



PERFORMANCE DATA

DESCRIPTION 2018 2019 2020 2021

SOCIAL

EMPLOYEES

Total number of employees 4,520 4,802 5,022 5,056

• By Gender

- Male (%) 79.29 79.00 78.97

-  Female (%) 20.71 21.00

• By Age Group

21.28 22.89 21.76 20.09

67.59 66.78 68.44 70.67

9.80 9.24

• By Employment Category

- Management (%) 5.00 4.89 5.20 5.26

- By gender

- Male (%) 68.51 67.17 66.54

- Female (%)

- By age group

0.00 0.00 0.00 0.00

69.78 72.51 72.56

29.65 27.49 27.44

-  Executives (%) 21.57

- By gender

- Male (%) 60.49 60.60 60.60

- Female (%)

- By age group

17.66 19.16 18.97

78.49 75.28 74.27

7.66 7.06 7.14 6.76
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DESCRIPTION 2018 2019 2020 2021

-  Non-Executives (%) 72.44 71.60

- By gender

- Male (%) 85.45 85.24 85.48 86.74

- Female (%) 14.55 14.76 14.52

- By age group

24.88 25.94 24.10

64.08 66.52

10.89 9.98 8.71

• By Employment Type

-  Permanent by gender

- Male (%)

-  Female (%) 926 987 1,040 1,017

-  Contract by gender

- Male (%) 68 69 61

-  Female (%) 10 21 16

-  Permanent by location

- Gombak

- Headquarters 1,110 1,194

- Hulu Langat 277 272

- Hulu Selangor 204 210 208 212

- Klang

- Kuala Langat 140 146 156 162

- Kuala Lumpur 268 270 276 281

- Kuala Selangor 149 147

- Northern Region 476 557 570 570

- Petaling 446 460 470

- Sabak Bernam 115 114 116 122

- Sepang 168 166 179 184

- Southern Region 489 497 518
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DESCRIPTION 2018 2019 2020 2021

-  Contract by location

- Gombak 2 2 4

- Headquarters 50 50

- Hulu Langat 1 0

- Hulu Selangor 0 1 2

- Klang 1 0 1 0

- Kuala Langat 2 4 2

- Kuala Lumpur 2 1 2 1

- Kuala Selangor 1 0 0 0

- Northern Region 9 9 10 10

- Petaling 1 2 2

- Sabak Bernam 0 0 0 0

- Sepang 2 4 3 1

- Southern Region 10 10 6 2

Number of employee hires 478 431 436 373

• By Age Group
282 290 300 255

194 132 140 116

2 9 3 2

• By Gender

- Male (%) 378 335 317 282

-  Female (%) 100 96 126 91

• By Location

- Gombak 32 20 25 36

- Headquarters 167 205 212 167

- Hulu Langat 24 14 20 11

- Hulu Selangor 19 10 12 9

- Klang 45 20 26 31

- Kuala Langat 11 8 8 4

- Kuala Lumpur 34 3 18 16

- Kuala Selangor 11 5 11 7

- Northern Region 36 20 33 24

- Petaling 40 31 20 20

- Sabak Bernam 8 5 2 4

- Sepang 14 7 17 5

- Southern Region 37 83 39 39

110

BE SOCIALLY RESPONSIBLESUSTAINABILITY REPORT 2021



DESCRIPTION 2018 2019 2020 2021

Rate of new hires (%) 10.77 9.21 9.04
Number of employee turnover 1 1 2241

• By Age Group

94 75 101 97

92 74 146

52 65 49

• By Gender

- Male (%) 168 152 146 221

-  Female (%) 70 61 78 105

• By Location

- Gombak 19 10 10 18

- Headquarters 78 97 172

- Hulu Langat 11 6 12

- Hulu Selangor 9 10 8

- Klang 24 15 17 20

- Kuala Langat 6 5

- Kuala Lumpur 19 18 10 14

- Kuala Selangor 6 7 7 8

- Northern Region 9 16 24 20

- Petaling 20 12 8 20

- Sabak Bernam 0

- Sepang 10 4 6 10

- Southern Region 22 14 20 16
Average employee turnover rate (%) 4.57 4.55 6.44
Total training hours provided 79,721

• Average training hours by gender

- Male (%) 16.10 25.40 14.60 29.24

-  Female (%) 18.70 20.60

• Average training hours by employment  
category

- Management 41.90 74.10 26.60 65.70

- Executives 28.00 24.10

- Non-Executives 11.60 16.10

1 The employee turnover number was revised due to changes in the calculation methodology.
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Glossary and Indexes
Association Memberships

1. Malaysian Employers Federation

2. Meca Consulting Sdn Bhd

GRI Content Index

Disclosure Description Page

General Disclosures

GRI 102-1 Name of the organisation 1

GRI 102-2 Activities, brands, products, and services 10

GRI 102-3 Location of headquarters Back page

GRI 102-4 Location of operations 1

GRI 102-5 Ownership and legal form 10

GRI 102-6 Markets served 10, 15

GRI 102-7 Scale of the organisation

GRI 102-8 Information on employees and other workers 91, 109, 110

GRI 102-9 Supply chain 72

GRI 102-10 Not applicable

GRI 102-11 Precautionary principle or approach

GRI 102-12 External initiatives

GRI 102-13 Membership of associations 112

GRI 102-14 Statement from senior decision-maker 2 - 9

GRI 102-15 Key impacts, risks, and opportunities

GRI 102-16 Values, principles, standards, and norms of behaviour 11

GRI 102-17 Mechanisms for advice and concerns about ethics

GRI 102-18 Governance structure 14, 29

GRI 102-26 Role of highest governance body in setting purpose, values, and strategy 29

GRI 102-30

GRI 102-31 Review of economic, environmental, and social topics

GRI 102-32 Highest governance body’s role in sustainability reporting 29

GRI 102-40 List of stakeholder groups
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Disclosure Description Page

GRI 102-41 Collective bargaining agreements Not applicable

GRI 102-42 Identifying and selecting stakeholders

GRI 102-43 Approach to stakeholder engagement

GRI 102-44 Key topics and concerns raised 

GRI 102-45 Not applicable

GRI 102-46 1

GRI 102-47 List of material topics 

GRI 102-48 Restatements of information  
111

GRI 102-49 Changes in reporting Not applicable

GRI 102-50 Reporting period 1

GRI 102-51 Date of most recent report 1

GRI 102-52 Reporting cycle 1

GRI 102-53 Contact point for questions regarding the report 1

GRI 102-54 Claims of reporting in accordance with the GRI Standards 1

GRI 102-55 GRI content index 112 -114

Management Approach

GRI 103-1 Explanation of the material topic and its boundary
Throughout the 
report

GRI 103-2 The management approach and its components

GRI 103-3 Evaluation of the management approach

Economic Disclosures

GRI 204-1 Proportion of spending on local suppliers 72

GRI 205-1 Operations assessed for risks related to corruption 45

GRI 205-2 Communications and training about anti-corruption policies and procedures

Environmental Disclosures

GRI 301-1 Materials used by weight or volume 88

GRI 302-1 Energy consumption within the organisation

GRI 302-3 Energy intensity

GRI 302-4 Reduction of energy consumption 81

GRI 303-1 Interactions with water as a shared resource 10, 84, 86

GRI 303-2 Management of water discharge-related impacts 84, 86

GRI 303-3 Water withdrawal 66

GRI 303-5 Water consumption 80, 88
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Disclosure Description Page

GRI 305-1 Direct (Scope 1) GHG emissions

GRI 305-2 Energy indirect (Scope 2) GHG emissions

GRI 305-4 GHG emissions intensity

GRI 306-1 84

GRI 306-2 84

GRI 306-3 Waste generated 84, 88

GRI 306-4 Waste diverted from disposal 85

GRI 306-5 Waste directed to disposal 84, 88

GRI 307-1 Non-compliance with environmental laws and regulations 86

Social Disclosures

GRI 401-1 New employee hires and employee turnover 92, 110, 111

GRI 401-2
part-time employees

99

GRI 401-3 Parental leave 99

GRI 403-1 Occupational health and safety management system 47, 48, 100

GRI 403-2 100

GRI 403-3 Occupational health services 105

GRI 403-4 Worker participation, consultation, and communication on occupational health 
and safety

101

GRI 403-5 Worker training on occupational health and safety 102 - 104

GRI 403-6 Promotion of worker health 99, 105

GRI 403-9 Work-related injuries

GRI 404-1 Average hours of training per year per employee

GRI 404-2 Programmes for upgrading employee skills and transition assistance 
programmes

92 - 95, 102 -104

GRI 405-1 Diversity of governance bodies and employees 27, 91, 108 - 109

GRI 416-1 Assessment of the health and safety impacts of product and service categories

GRI 416-2 Incidents of non-compliance concerning the health and safety impacts of 
products and services
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SASB Standards

Code Description Unit of Measure Page Remarks

Sustainability Disclosure Topics & Accounting Metrics

IF-WU-130a.1
Energy 
Management

(1) Total energy consumed
(2) Percentage grid electricity Percentage (%)

-

IF-WU-140a.1

Distribution 
Network 
E�ciency

Water main replacement rate Rate 68, 74 Air Selangor 
reports this in 
kilometers per 
year.

IF-WU-140a.2 Volume of non-revenue real water 
losses

Thousand cubic 
meters (m³)

7, 8, 16, 22, 74, 
76

Air Selangor 
reports this in 
percentage.

IF-WU-140b.1

E´uent Quality
Management

Number of incidents of non-
compliance associated with water 

and regulations

Number 86 -

IF-WU-140b.2 Discussion of strategies to manage Not applicable Not available

IF-WU-240a.1

Water
A�ordability 
and
Access

Average retail water rate for (1) 

industrial customers

Rate https://www.airselangor.com/
faq/

IF-WU-240a.2 Typical monthly water bill for 
residential customers for 10 Ccf of 
water delivered per month

Reporting 
currency

https://www.airselangor.com/
faq/

IF-WU-240a.3 Number of residential customer 
water disconnections for non-
payment, percentage reconnected 

Number, 
Percentage (%)

Not disclosed

IF-WU-240a.4 Discussion of impact of external 

of water, including the economic 
conditions of the service territory

Not applicable 24 -

IF-WU-250a.1

Drinking Water
Quality

Number of (1) acute health-based,  

non-health-based drinking water 
violations

Number -

IF-WU-250a.2 Discussion of strategies to manage 
drinking water contaminants of 
emerging concern

Not applicable 61 -

IF-WU-420a.1

End-Use
E�ciency

Percentage of water utility revenues 
from rate structures that are 
designed to promote conservation 
and revenue resilience

Percentage (%) Not disclosed

IF-WU-420a.2 Customer water savings from Cubic meters
(m³)

Not available
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Code Description Unit of Measure Page Remarks

IF-WU-440a.1

Water Supply
Resilience

Total water sourced from regions with 
High or Extremely High Baseline Water 
Stress, percentage purchased from a 
third party

Thousand cubic
meters (m³),
Percentage (%)

Not available

IF-WU-440a.2 Volume of recycled water delivered to
customers

Thousand cubic
meters (m³)

IF-WU-440a.3 Discussion of strategies to manage risks
associated with the quality and 
availability of water resources

Not applicable 61 - 70 -

IF-WU-450a.1

Network 
Resiliency and 
Impacts of
Climate Change

Wastewater treatment capacity located Cubic meters
(m³) per day

Not applicable

IF-WU-450a.2 (1) Number and (2) volume of sanitary 

volume recovered

Number, Cubic
meters (m³),
Percentage (%)

Not applicable

IF-WU-450a.3 (1) Number of unplanned service 

each by duration category

Number 67 -

IF-WU-450a.4
and manage risks and opportunities 
related to the impact of climate 
change on distribution and wastewater 
infrastructure.

Not applicable 86 - 87 -

Activity Metrics

IF-WU-000.A
industrial customers served, by service provided

Number 15, 74 -

IF-WU-000.B Total water sourced, percentage by source type Cubic meters
(m³),
Percentage (%)

Not disclosed

IF-WU-000.C
industrial, and (4) all other customers

Thousand cubic
meters (m³)

Not disclosed

IF-WU-000.D Average volume of wastewater treated per day, by (1) Cubic meters
(m³) per day

Not applicable 

IF-WU-000.E Length of (1) water mains and (2) sewer pipe Kilometers (km) 12, 74 Length 
of  water 
mains only
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Glossary

ABAC Anti-Bribery and Anti-Corruption

AC Asbestos Cement

ACR Asset Criticality Rating

AED

AESP Authorised Entrant and Standby Person

AMI Advanced Metering Infrastrucutre

ANSP Air Selangor National Institute of 
Occupational Safety and Health Safety 
Passport

ASPIRE Air Selangor Strategic Plans and Initiatives 
Realisation 

BIA Business Impact Analysis

BCM Business Continuity Management

BCP Business Continuity Plan

BOFA Basic Occupational First Aid

CAPEX Capital Expenditure

CBS Customer Billing Services

CCTV Closed Circuit Television

CEO

CIDB Construction Industry Development Board

CM Corrective Maintenance

CMS Content Management System

CPR Cardiopulmonary Resuscitation

CRM Corruption Risk Management

CSAT Customer Satisfaction

CSI Customer Satisfaction Index

CSR Corporate Social Responsibility

CX Customer Experience

CXD Customer Experience Department

DAC Data Analytics Centre

DOE Department of Environment

DMAIC
Control

DMZ District Metering Zone

DOSH Department of Occupational Safety and 
Health

DUN Dewan Undangan Negeri

DWQS

ECM Enterprise Content Management

ECMS Enterprise Content Management System

eDPLAS Electronic Development Plan Approval 
System

EIA Environmental Impact Assessment

ERCMC Environmental Regulatory Compliance 
Monitoring Committee

ERM Enterprise Risk Management

ERP Emergency Response Plan

ERT Emergency Response Team

FoRM Friends of River Malaysia

FRC Free Residual Chlorine

FRIM Forest Research Institute Malaysia

FSL Field Service Lighting

GARIS Governance and Risk Information System

GEC Global Environment Center

GCMS Gas Chromatography-Mass  
Spectrometry

GHG Greenhouse Gas
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GIS Geographic Information System

GJ Gigajoule

GPS Global Positioning System

GRI Global Reporting Initiative

GSR Guided Self-Regulation

GWh Gigawatt-hour

HIRADC
Control

HOD Head of Department

HOR Head of Region

HORAS

HRAD Human Resource and Administration 
Department 

HSE Health, Safety and Environment

HYDRA
Analyser

IAD Internal Audit Department

IAM Identity and Access Management

IAQ

ICC Intelligent Command Centre

ICPMS Inductively Coupled Plasma Mass 
Spectrometry

ILI Infrastructure Leakage Index

IMS Integrated Management System

IMSIRA Integrated Management System Integrated 
Risk Assessment

IMTN Islamic Medium-Term Notes

ISO International Organization for 
Standardization

IT Information Technology

ITD Information Technology Department

IVR Interactive Voice Response

IWK Indah Water Konsortium

JAKIM

kgCO2/m3 Kilogram of carbon dioxide per cubic metre

KRA Key Result Areas

KTJ

kWh kilowatt-hour

LCMS-QTOF Liquid Chromatography Mass Spectrometry - 

LCD Litres per capita per day

LIMS Laboratory Information Management System

LMDP Line Management Development Programme

LTIFR Lost Time Injury Frequency Rate

LUAS Lembaga Urus Air Selangor

m3 Cubic metre

MACC Malaysian Anti-Corruption Commission

MC Management Committee

MCO Movement Control Order

MJ/m3 Megajoule per cubic metre

MLD Million litres per day

MMDP Middle Management Development 
Programme

MOH Ministry of Health

MoU Memorandum of Understanding

MP Members of Parliament

MT Metric tonne

NGO Non-governmental Organisation

NIOSH National Institute of Occupational Safety and 
Health

NPS Net Promoter Score

NRW Non-revenue Water

OACIS
System

OBI-CLCM Operations Business Intelligence for Closed-
loop Customer Management
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OCC Operation Command Centre

OHSMS Occupational Health and Safety Management 
System

OMA Operations Mobile Application

OP Operating Period

OPAK Operasi Pengepaman Air Kolam

OPEX Operational Expenditure

ORS

OSH Occupational Safety and Health

PAKAR Pasukan Khas Lembangan dan Alur Air

PBT Pihak Berkuasa Tempatan/ Local District 
Authority

PDRM Polis Diraja Malaysia

PKRC Pusat Kuarantin dan Rawatan COVID-19/ 

PKS Pusat Khidmat Setempat

PM Preventive Maintenance

PPR Projek Perumahan Rakyat

PPV Pusat Pemberian Vaksin/ Vaccination Centres

PVI Pipe Vulnerability Index

QAP

RA Risk Assessment

RF Radio Frequency

RFID

RMC Risk Management Committee

RMD Risk Management Department

RMS River Monitoring System

RPA Robotic Process Automation

RTF Residuals Treatment Facility

SADE Skim Air Darul Ehsan

SAMS Security Access Management System

SCADA Supervisory Control and Data Acquisition

SDG Sustainable Development Goal

SG Sungai

SMDP Senior Management Development 
Programme

SeJAM

SMS Short Message Service

SOP Standard Operating Procedure

SPAN Suruhanjaya Perkhidmatan Air Negara

SPI Strategic Plans and Initiatives

SRI Sustainable and Responsible Investment

SSP1 Sg Selangor Phase 1

SSP2 Sg Selangor Phase 2

STP Sewerage Treatment Plant

TAMS Total Asset Management System

TAP Talent Associate Programme

TC Talent Council

tCO2 Tonne of carbon dioxide

TNB Tenaga Nasional Berhad

ToR Terms of Reference

TOC Total Organic Carbon

TSM

UARL Unavoidable Annual Real Losses

UAV Unmanned Aerial Vehicles

UKM Universiti Kebangsaan Malaysia

VSD Variable Speed Drive

WAIDI Water Average Interruption Duration Index

WAIFI Water Average Interruption Frequency Index

WAMS Work and Asset Management System

WTP Water Treatment Plant
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