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/ƘŀƛǊƳŀƴΩǎ ŦƻǊŜǿƻǊŘ 

This business plan is the culmination of years of hard work 
and engagement across the business. Along with the other 
Board members, I have been closely involved in the planning 
process. As a Board, we have helped to shape the plan, 
challenging our Executive team to ensure we deliver the best 
outcomes for our customers now and in the future. 

The water sector in England and Wales is under scrutiny. As a business that provides a vital public 
service, it is important that we are open and transparent with our customers, working with them to 
meet ς and exceed ς their expectations in terms of the services we deliver to them every day. In that 
respect, I have been pleased to see the step change South Staffs Water has made in the way we 
engage with our customers. This is already delivering great rewards in helping us to understand their 
needs and priorities. 

We also recognise the importance of being open and transparent with our regulators and other key 
stakeholders. As part of the business planning process, we have welcomed a number of important 
ǎǘŀƪŜƘƻƭŘŜǊǎ ǘƻ ƻǳǊ .ƻŀǊŘΣ ƛƴŎƭǳŘƛƴƎ hŦǿŀǘΩǎ /ƘƛŜŦ 9ȄŜŎǳǘƛǾŜΣ ǘƘŜ /ƘƛŜŦ LƴǎǇŜŎǘƻǊ ƻŦ 5ǊƛƴƪƛƴƎ ²ŀǘŜǊΣ 
our regional Consumer Council for Water Chair and the Chair of the Independent Customer Panel.  
We have enjoyed the opportunity of engaging directly with them and they have provided us with 
great insights and challenges, but generally positive feedback about our business. 

We have considered carefully the feedback we received from Ofwat at the end of January regarding 
our business plan. We have engaged with the Independent Customer Panel (CCG) and also 
participated in dialogue with the Consumer Council for Water. We consider our response reflects this 
feedback, together with a refinement of our own thinking. Substantially, though, we believe this plan 
represents a fair balance between necessary costs, strategic investment, efficiency and innovation 
ǿƛǘƘ ŀ ŦƻŎǳǎ ƻƴ ƳŜŜǘƛƴƎ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎ that sits at the heart of our business. 

Our plan is also about our people ς and how they are making water count every day. The past  
12 months in particular has presented us with a number of specific challenges ς not least the 
freeze/thaw event in March 2018 and the long, hot summer that followed it. I am pleased with the 
way our people rose to these challenges, working tirelessly to protect supplies for our customers.  
I am proud to see how everyone across the business has performed and, along with my Board 
colleagues, am pleased to support this plan.  

I hope when you read this plan you will agree with the way we intend to take this vital business 
forward. 

 

Sir James Perowne 
Chairman 
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Introduction from our Managing Director 

²ŜƭŎƻƳŜ ǘƻ ΨaŀƪƛƴƎ ǿŀǘŜǊ ŎƻǳƴǘΩΣ ƻǳǊ ōǳǎƛƴŜǎǎ Ǉƭŀƴ ŦƻǊ  
the five years from 2020 to 2025. It is an ambitious and 
innovative plan that sets out how we intend to deliver the 
high-quality and reliable water supplies that customers in our 
South Staffs and Cambridge regions have told us they want 
and expect now and over the long term. 

As a provider of an essential public service, we recognise the importance of being embedded within 
the communities we serve ς and to be trusted to deliver this essential service to our customers in a 
way that is affordable, sustainable and resilient to changing circumstances. This means continually 
challenging ourselves to deliver a better experience for them. It also means taking a more long-term 
approach, looking at their changing expectations and priorities over time, and making sure we can 
continue to anticipate these efficiently and effectively. 

And it means doing things differently than we have done in the pastς trying new and innovative 
approaches and challenging the natural boundaries of what it means to be a regulated monopoly 
water company. It also means making sure the bills our customers pay give them the certainty they 
have told us they want, and that our business remains financeable now and in the future. We want  
to lead the way too by being completely transparent in terms of our corporate conduct and at the 
same time showing compassion towards our customers when they most need us to. Together, these 
build trust. 

This plan represents a significant cultural shift for our business ς changing our focus to one that 
recognises each customer as an individual. This has meant carrying out our biggest engagement 
exercise ς talking with and listening to more of our customers in both regions than ever before to 
understand who they are and the experience they expect us to deliver for them. This dialogue has 
been a real source of inspiration for us. It has challenged our thinking and led us in new directions.  
It has also caused us to look at new opportunities and innovative ways to deliver exceptional service 
to our customers. 

This plan also reflects on feedback we have received from stakeholders, including from Ofwat as part 
of its initial assessment of water ŎƻƳǇŀƴƛŜǎΩ ōǳǎƛƴŜǎǎ Ǉƭŀƴǎ, which was published in January. 
Naturally, we werŜ ŘƛǎŀǇǇƻƛƴǘŜŘ ƴƻǘ ǘƻ ƘŀǾŜ ōŜŜƴ ΨŦŀǎǘ ǘǊŀŎƪŜŘΩ ōȅ ǘƘŜ ǊŜƎǳƭŀǘƻǊΦ .ǳǘ ǿŜ ƘŀǾŜ ƭƻƻƪŜŘ 
ŎŀǊŜŦǳƭƭȅ ŀǘ hŦǿŀǘΩǎ feedback and have worked through the actions we have been given. We have 
improved our proposals, increased the level of explanation and, once again, challenged ourselves on 
cost efficiency. We are also grateful to the Independent Customer Panel for its detailed challenge. We 
are still firmly committed to delivering a compelling plan ς one that is ambitious, innovative and high 
quality. And we remain committed to always delivering the right outcomes for all our customers.  
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Of course, delivering such an ambitious plan will take drive and commitment from our people. From 
the teams who detect and repair leaks to those who visit customers in their homes to help them fill 
out applications for assistance, our people are all making water count every day ς for our customers 
and the communities we serve, now and in the future. 

 

Phil Newland 
Managing Director 
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Executive summary 

Everything we do starts and ends with our customers. They trust us to always deliver high-quality water 
services that represent good value for money. They also want bills that are fair and affordable. At the 
same time, we are keenly aware of the role we play in the economy and society. We have a 
responsibility to maintain and improve public health, encourage economic development, and protect 
and enhance the environment for current and future generations. So, we have gone further than ever 
ōŜŦƻǊŜ ǘƻ ΨŎƻ-ŎǊŜŀǘŜΩ ǿƛǘƘ ƻǳǊ ŎǳǎǘƻƳŜǊǎ ŀƴ ŀƳōƛǘƛƻus and stretching business plan for 2020 to 2025 
and beyond that delivers what they want while also enabling us to meet these wider objectives. 

We are continually striving to do more for our customers, challenging ourselves to provide them with 
the services they pay for and meet their rising expectations. Between 2020 and 2025, we will invest and 
spend £588 million to deliver a significant improvement in service our customers have told us they 
want. At the same time, we will give them certainty and stability by keeping bills flat in nominal terms 
for five years. 

We are starting from a strong position. Our performance during the freeze/thaw event in March 2018 
and the prolonged hot, dry spell that followed it demonstrates that we are resilient to a range of 
extreme situations in terms of our responsiveness and recovery. In addition, our current performance ς 
with a net reward position ς shows that we can be relied on to deliver the plan our customers want. 

We are also proud that our business is a leader on cost. So, we will continue to be at the leading edge of 
water companies in England and Wales in terms of the efficiency of our business and the low bills our 
customers pay. This will be accompanied by a set of performance promises for our customers that we 
are confident will place us among the very best in the water sector. 

 
Our plan at a glance. 
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Understanding the things that matter to our customers 

Engaging with our customers is really important to us. So, we have made a step change in our approach 
to customer engagement ς focusing our attention on talking with and listening to our customers to 
really understand what they want. In developing this plan, we have engaged with more than 40,000 
ŎǳǎǘƻƳŜǊǎ ŘƛǊŜŎǘƭȅΦ ²Ŝ ƘŀǾŜ ŀƭǎƻ ǎŜǘ ǳǇ ŀ ¸ƻǳƴƎ LƴƴƻǾŀǘƻǊǎΩ tŀƴŜƭΣ Ŝnabling us to engage directly with 
future customers. And we have used a far wider range of techniques to engage with our customers, 
including in-depth interviews, focus groups, online surveys, and innovative role-playing exercises. This 
has given us a clear view of the things that matter most to customers. These are: 

¶ having clean, high-quality and reliable water supplies; 

¶ having bills that are fair, accurate and affordable; 

¶ receiving great customer service; 

¶ reducing leakage on our network of pipes; 

¶ protecting the natural environment; and 

¶ helping those customers who may need extra support. 

We know what our customers want. These priorities are at the heart of our business plan. They are how 
we are making water count. 

Our promises to our customers 

This plan focuses on outcomes, which are the promises we have made to our customers on the services 
they want us to deliver. These are set out below. 
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To ensure we maintain their trust in us, it is vital we deliver these promises. So, we have developed 29 
ΨǇŜǊŦƻǊƳŀƴŎŜ ŎƻƳƳƛǘƳŜƴǘǎΩΣ ǿƘƛŎƘ ŀǊŜ ǘƘŜ ŀǊŜŀǎ ǿƘŜǊŜ ǘƘŜȅ ƘŀǾŜ ǎŀƛŘ ǘƘŜȅ ǿŀƴǘ ǘƻ ƘƻƭŘ ǳǎ ǘƻ 
account. They have helped us to design them. We have set ambitious and stretching targets for each of 
these commitments, which go much further than we have before.  

Our Board, has set the ambition, strategic direction and ensured it is deliverable. The Independent 
Customer Panel (our Customer Challenge Group) has scrutinised the strength and quality of our 
engagement with customers, and the shape of the plan that is the result of that engagement. Finally, 
we have cross-ǊŜŦŜǊŜƴŎŜŘ ƻǳǊ Ǉƭŀƴ ŀƎŀƛƴǎǘ ǘƘŜ ǊŜǉǳƛǊŜƳŜƴǘǎ ƻŦ hŦǿŀǘΩǎ ƳŜǘƘƻŘƻƭƻƎȅ ŦƻǊ ǘƘŜ нлмф ǇǊƛŎŜ 
review1. We are confident that it meets these. We have used all of these inputs and challenges to help 
us develop the best plan for our customers and our business. 

Delivering the services our customers want 

We will ensure that we always provide the clean, high-quality and reliable water supplies our customers 
have said they expect now and in the future, whatever challenges we face. So, we will invest more than 
£291 million in our assets over the lifetime of this plan. 

This includes spending £63 million2 to upgrade our Hampton Loade and Seedy Mill water treatment 
works by adding an extra treatment stage and clean up to 100 km of trunk mains leaving both works. 
Together, these two treatment works supply water to nearly 60% of customers in our South Staffs 
region. As such, they are critical assets for us. This is an ambitious programme of investment that will 
substantially improve both the quality of the water and the resilience of the works. We have considered 
a number of options for this work and have the support of our customers and the Drinking Water 
Inspectorate for our planned investment. 

Helping to move the water sector forward by delivering what our customers want ς innovation 

We have launched a pioneering start-up project and opened a community hub ς placing ourselves 
in one of the most socially deprived parts of our South Staffs region. Through this project, we are 
engaging with customers face-to-face and building long-term, sustainable relationships with 
trusted local providers and community organisations. We plan to expand this work and will share 
the results with the rest of the sector and other key stakeholders. 

Working with our supply chain, we are bringing a new and innovative leakage technology to the UK 
market ς trenchless automated leakage repair (TALR) by Curapipe System Ltd. This technology 
enables leaks in water distribution pipes to be sealed from the inside without the need to dig up 
roads or use conventional lining techniques. We will be the first company in the sector to use this 
technology commercially and will share the results of this work with others. 

And in another first, we will functionally separate our household retail activities from our wholesale 
activities. We think the non-household retail water market, which opened on 1 April 2017, has 
created a new dynamic in the sector that will also benefit household customers. Separating our retail 
and wholesale activities will create a sharper focus on the role each one has in delivering excellent 
services to customers and make them mutually accountable to one another.  

  

                                                           
1 Delivering Water 2020: Our final methodology for ǘƘŜ нлмф ǇǊƛŎŜ ǊŜǾƛŜǿΩΣ hŦǿŀǘΣ 5ŜŎŜƳōŜǊ нлмтΦ 
www.ofwat.gov.uk/publication/delivering-water-2020-final-methodology-2019-price-review/ 
2 Lƴ нлмтκму /tLI ǇǊƛŎŜǎΦ Ψ/tLIΩ ƛǎ ŎƻƴǎǳƳŜǊ ǇǊƛŎŜ ƛƴŦƭŀǘƛƻƴ ƛƴŎƭǳŘƛƴƎ ƻǿƴŜǊ-ƻŎŎǳǇƛŜǊǎΩ ƘƻǳǎŜƘƻƭŘ ŎƻǎǘǎΦ 

http://www.ofwat.gov.uk/publication/delivering-water-2020-final-methodology-2019-price-review/
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Our customers have told us how important it is to them that we reduce leakage. So, we will invest  
£65 million to maintain our network of pipes and associated assets. This includes significantly reducing 
leakage by 25% in our South Staffs region and by 15% in our Cambridge region. This is a challenging and 
ambitious reduction ς we are confident that the measures set out in our plan will help us to achieve 
this. Our plans to reduce leakage are part of a wider programme to reduce water demand. Our 
customers want us to continue to protect the natural environment. This includes abstracting less water. 
So, we will invest £19 million to help them manage how much water they use. It also includes reducing 
the volume of water each person uses to 128 litres a day on average in our South Staffs region and  
138 litres a day on average in our Cambridge region.  

Our customers are at the centre of all our plans. We want to improve the experience they have with us 
and make the way they deal with us easy and straightforward. So, we will invest and spend more than 
£10 million a year to deliver exceptional customer service, enabling them to engage with us in a way 
that best suits their individual circumstances. This includes implementing a new debt management 
system and using technology to enable more self-service and improve proactive customer 
communications. 

We want to be at the heart of the communities we serve and always do the right thing for our 
customers. By working in partnership with other organisations and sharing data more effectively, we 
can identify those customers who may need more support. Among other things, this will enable us to 
provide financial support by 2024/25 to around 40,000 customers who are struggling to pay their bills.  

Finally, we know that our business runs most effectively for customers when our people are happy and 
engaged, and our suppliers feel valued and are treated fairly. So, we will make ourselves accountable by 
monitoring and publishing the results of our employee engagement. In addition, we will achieve 
Investors in People accreditation by 2020/21. We will also make clear commitments to pay our suppliers 
fairly, with a particular focus on small businesses. 

²Ŝ ŀǊŜ ƳƛƴŘŦǳƭ ƻŦ ǘƘŜ ŎƘŀƭƭŜƴƎŜǎ ǎŜǘ ƻǳǘ ƛƴ hŦǿŀǘΩǎ ǇƻƭƛŎȅ ǎǘŀǘŜƳŜƴǘ ƻƴ ΨtǳǘǘƛƴƎ ǘƘŜ ǎŜŎǘƻǊ ōŀŎƪ ƛƴ 
ōŀƭŀƴŎŜΩ ŀǊƻǳƴŘ ŘƛǾƛŘŜƴŘ ȅƛŜƭŘǎ ŀƴŘ ƎŜŀǊƛƴƎΣ ǿƘƛŎƘ ƛǎ ǘƘŜ Ǌŀǘƛƻ ƻŦ ŀ ŎƻƳǇŀƴȅΩǎ ŘŜōǘ ǘƻ ǘƘŜ ǾŀƭǳŜ ƻŦ ƛǘǎ 
equity capital. Our Board has agreed and incorporated into our plan a base dividend yield of only 2% a 
year for our appointed activities. Our Board is committed to maintaining a strong balance sheet and this 
will maintain our gearing below 70%3, despite the very significant level of investment being carried out 
over the lifetime of this plan.  

This plan is challenging. Our stress testing shows that the combination of the reduction in allowed 
returns and recent changes in debt rating guidance leaves no room for further regulatory tightening if 
the business is to maintain the strong investment grade credit quality and the access to the capital 
markets that is needed to fund the service improvements and bill levels that our customers want. But 
we are confident that we have achieved the right balance and that our plan will deliver on the promises 
we have made to our customers and other stakeholders. 

  

                                                           
3 Based on covenant levels of net debt. 
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Keeping bills affordable 

We know that our customers expect value for money for the services we deliver. They have also told us 
they want bills that are affordable and stable. In response to this, we have taken the step of keeping the 
ŀƳƻǳƴǘ ǘƘŜȅ Ǉŀȅ ƛƴ ǘƘŜƛǊ ōƛƭƭǎ Ŧƭŀǘ όǿƘŀǘ ǿŜ Ŏŀƭƭ ΨŦƭŀǘ ƴƻƳƛƴŀƭ ōƛƭƭǎΩύΦ 5ǳǊƛƴƎ ǘƘŜ ǇŜǊƛƻŘΣ ǿŜ ǿƛƭƭ ǘŀƪŜ ƻƴ 
the risk of inflation for our customers. 

Our typical nominal household water bill for each of the five years between 2020 and 2025 is £147. 
While this presents more of a challenge for our business, it means our customers will know that either 
the price of their unmetered water bill or that the price of each unit of water they use will stay the 
same. Our plan is ambitious, but it is set within the context of this certainty for customers, which is 
possible to implement by a simple licence change. 

Iƻǿ ƻǳǊ Ǉƭŀƴ ƳŜŜǘǎ hŦǿŀǘΩǎ ƻōƧŜŎǘƛǾŜǎ ŀƴŘ ǘƘŜ ¦Y DƻǾŜǊƴƳŜƴǘΩǎ 
priorities 

!ǎ ŀ ǊŜƎǳƭŀǘŜŘ ǿŀǘŜǊ ŎƻƳǇŀƴȅΣ ǿŜ ƘŀǾŜ ǘŀƪŜƴ ŀŎŎƻǳƴǘ ƻŦ hŦǿŀǘΩǎ ƻōƧŜŎǘƛǾŜǎ ƻŦ ƎǊŜŀǘ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜΣ 
affordable bills, resilience in the round and innovation in our plan. We have also been mindful of the UK 
DƻǾŜǊƴƳŜƴǘΩǎ ǇǊƛƻǊƛǘƛŜǎ ŦƻǊ ǘƘŜ ǿŀǘŜǊ ǎŜŎǘƻǊ ƻƴ Ǉrotecting customers and securing long-term resilience, 
and have considered the wider objectives of other regulators ς the Environment Agency and the 
Drinking Water Inspectorate ς and the Consumer Council for Water. 

We firmly believe our plan meets these key objectives. For us, great customer service means enabling 
efficiency and ease through a rich set of online services alongside highly effective traditional 
communication channels while making sure we still take the time to provide a personal face-to-face 
service for those that need it. At the same time, we will keep bills affordable. So, as well as already 
having some of the lowest bills of any water company in the sector, we will increase significantly the 
number of customers we support. 

In addition, we are increasing our overall resilience now and in the future through targeted investments 
and the use of an innovative technique for assessing resilience in the round and measuring 
improvements. And we will be innovative ς looking at different ways of doing things so that our 
customers always get the best service we can provide them. This includes exploring new operating 
models, exploiting emerging technology through to tackling leakage in a new way. 

Changes to our business plan since September 2018 

After we submitted our business plan in September 2018, Ofwat carried an initial assessment where 
it compared our plan alongside those of all the other water companies in England and Wales. We 
have taken account of the feedback we received from Ofwat and other key stakeholders following 
the initial assessment in this revised plan.  

Overall, the substance of our plan remains the same. But we have listened carefully to the feedback 
we have received from Ofwat and other stakeholders, strengthening some parts of our plan to ensure 
we deliver the things that matter to our customers. 
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This includes providing more substantial evidence to demonstrate our corporate, financial and 
operational resilience over the long term, and committing to delivering even more stretching 
performance commitments in some areas. It also includes adding more explanation around how we 
think developing a culture of change and innovation within our business will help us deliver more of 
the things that our customers tell us are important to them. 

We believe in the quality and ambition of our plan, which has overwhelming support from 81% of our 
customers. We remain committed to delivering the very best for them.  

Ours is a long-term business. We have been in private ownership providing an essential public 
service for more than 160 years. We are already looking ahead to 2025 to 2030. This means 
planning for future growth in our Cambridge region and the impact this will have on water 
resources, and looking at investment that our early modelling suggests we will need to make in our 
strategic mains network in our South Staffs region. So, our plan for 2020 to 2025 and beyond is 
about making water count ς for our customers, the communities we serve and the environment 
we all rely on and enjoy ς now and in the future. 
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Changes and representations 

Part 1: Changes made to our business plan since September 2018 

After we submitted our business plan in September 2018, Ofwat carried out an initial assessment  
(the IAP), where it compared our plan alongside those of all the other water companies in England 
and Wales. It announced the outcome of the IAP on 31 January 2019. After taking account of the 
feedback from Ofwat and other key stakeholders, we are pleased to resubmit a plan for 2020 to 2025 
that will deliver the outcomes our customers have told us they want. This includes our largest-ever 
investment programme and a transformational reduction in leakage across both our South Staffs and 
Cambridge regions ς all set within the context of a 9% bill reduction in real terms over the period. 

Below we summarise the key changes we have made to our plan since September 2018. 

¶ We have listened carefully to the concerns raised by Ofwat around our long-term 
financeability and also to what the majority of our customers have said about wanting 
the certainty of stable bills. To that end, we have provided more detail and explanation 
in section 8.1 on how we will remain financeable over the long term. This includes 
adding a proposal to make a 3% adjustment on PAYG, which improves our overall 
financial resilience. This will enable us to maintain a flat nominal bill profile that is 
supported by customers ς and that Ofwat has cited as innovative and an example of 
good practice ς over the period 2020 to 2025. 

¶ In addition, we have listened to the feedback we received on both our overall package of 
outcomes and individual ODIs. We have looked again at our use of scaling factors and 
have reverted back to natural willingness to pay data aƴŘ ǳǎƛƴƎ hŦǿŀǘΩǎ ŦƻǊƳǳƭŀŜ ǘƻ 
work out the levels of incentives. And we have carried out more specific engagement 
with customers on incentives, including the use of caps, collars and rewards. 

¶ We have also: 

- linked our performance commitments more closely with our resilience objectives, 
creating a clearer line of sight; 

- added a new chapter on our commitment to delivering resilience in the round, 
setting out what we will do to future proof our business; 

- included some additional text in section 5.5.1.2 around the re-phasing of some of 
our mains diversions as a result of changes to the HS2 high-speed rail programme; 

- provided more information on our remuneration policy, confirming explicitly that 
ƛǘ ǿƛƭƭ ŀƭƛƎƴ ǿƛǘƘ ǘƘŜ ƎƻƻŘ ǇǊŀŎǘƛŎŜ ǎŜǘ ƻǳǘ ƛƴ hŦǿŀǘΩǎ Ǉƻǎƛǘƛƻƴ statement on putting 
the sector back in balance. We have also included more granularity around the 
components of our performance-related pay, how it has been calculated and how 
we will address any changes to the remuneration framework; 

- provided more information on our dividend policy to demonstrate how we have 
taken account of ς and comply with ς ǘƘŜ ŜȄǇŜŎǘŀǘƛƻƴǎ ǎŜǘ ƻǳǘ ƛƴ hŦǿŀǘΩǎ Ǉƻǎƛǘƛƻƴ 
statement on putting the sector back in balance; 

- ŎƻƴŦƛǊƳŜŘ ǘƘŀǘ ǿŜ ǿƛƭƭ ŀŘƻǇǘ hŦǿŀǘΩǎ ŘŜŦŀǳƭǘ ŀǇǇǊƻŀŎƘ ǘƻ ǘƘŜ ǎƘŀǊƛƴƎ of 
outperformance from high gearing as set out in its position statement on putting 
the sector back in balance; and 
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- provided more information in section 7.4.1.1 on embedding a culture of change 
and innovation within the business. This includes adding more detail around how 
we have created a clear line of sight between innovation and business risks and 
the process we will follow for assessing innovative ideas within the business. 

Addressing our company-specific actions 

In the following sections, we set out in more detail the changes to our plan and how they address the 
feedback we received in response to our September 2018 business plan submission. For ease of 
ǊŜŦŜǊŜƴŎŜΣ ǿŜ ƘŀǾŜ ƭƛƴƪŜŘ ǘƘŜ ŎƘŀƴƎŜǎ ǘƻ hŦǿŀǘΩǎ ǎǇŜŎƛŦƛŎ L!t ǊŜŦŜǊŜƴŎŜǎΤ ǿŜ ƘŀǾŜ ŀƭǎƻ ǎƛƎƴǇƻǎǘŜŘ ǘo 
the sections of our business plan narrative that have changed as a result of the feedback. We have 
considered all the changes in the round and have re-engaged with key stakeholders, such as 
customers and the Independent Customer Panel, on certain elements. 

Engaging customers 

IAP action 
reference 

Brief description 
of the action 

Our response 

n/a n/a !ƭǘƘƻǳƎƘ ǿŜ ǿŜǊŜ ƴƻǘ ƎƛǾŜƴ ŀ ǎǇŜŎƛŦƛŎ ŀŎǘƛƻƴΣ ǿŜ ƴƻǘŜŘ hŦǿŀǘΩǎ ŎƻƳƳŜƴǘ in 
the IAP about insufficient evidence of ongoing engagement with customers 
before May 2017. 

To that end, we have added some content at the beginning of section 1.3 that 
describes the customer engagement we have carried out since submitting our 
PR14 business plan, including: 

¶ running a customer online research panel during 2014 and 2015; 

¶ setting up and running the first year of our annual customer satisfaction 
tracker; 

¶ sending focused satisfaction surveys to more than 10,000 customers 
following contact with us; and 

¶ carrying out an in-depth survey with household customers, which helped 
support the development of our Assure social tariff. 

Addressing affordability and vulnerability 

IAP action 
reference 

Brief description 
of the action 

Our response 

SSC.AV.A1 Neutral responses 
from customers in 
acceptability and 
affordability testing 

Although Ofwat has acknowledged through its query process that this action 
around neutral responses in our overall acceptability figure was incorrect, we 
have provided additional clarification in section 1.3.3.5. 

SSC.AV.A2 Evidence to support 
chosen bill profile for 
2025 to 2030 

In terms of our chosen bill profile for 2025 to 2030, we engaged with 738 
household customers during March 2019 and triangulated this evidence with 
the insights from our main acceptability study in July 2018. We can confirm 
that we are now using the chosen bill profile. 

We are committed to offering our customers a flat nominal bill between 2020 
and 2025Σ ŀƴŘ ƳƛƴƛƳƛǎƛƴƎ ǘƘŜ Ǌƛǎƪ ƻŦ ŀ Ψōƛƭƭ ǎƘƻŎƪΩ ƛƴ нлнрκнс. To ensure this 
approach works, we have put a mechanism in place in case we have to 
intervene in period to protect customers if the bill increase is going to be 
higher than the £3 that the majority of them support and that they consider 
the most affordable bill profile.  
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IAP action 
reference 

Brief description 
of the action 

Our response 

We discuss our response to this action in more detail in SSC.RR.A7 below and 
section 4.2.1. 

SSC.AV.A3 Confirmation on level 
of cross-subsidy for 
the social tariff and 
evidence of customer 
support 

In response to the IAP action around engaging with customers on different 
levels of social tariff cross-subsidies and providing sufficient evident to 
confirm that customers will contribute a social-tariff cross-subsidy of £3 a year 
over the period 2020 to 2025, we have strengthened section 4.3.3.3. 

This includes providing additional evidence of customer support for an 
increase in the social tariff cross-subsidy from £1.50 to £3 by 2019/20.  

We have also committed to carry out further customer engagement during 
2020 to revisit the levels of contributions customers will make to our Assure 
social tariff and to assess how we can further improve the scheme for 2021 
onwards. We will carry out this engagement in conjunction with the 
Consumer Council for Water (CCWater). 

SSC.AV.A4 Increase reach of 
Priority Services 
Register to 7% of 
customer base 

In section 3.2.2.1, we have strengthened our commitment around our Priority 
Serves Register, in line with the new common performance commitment 
Ofwat announced in the IAP. 

We have also included additional content on our commitment to make sure 
that customers on our Priority Services Register with a priority 1 code (for 
example, because they are on dialysis) will be contacted once a year from 
2020/21 and that all other customers will be contacted every two years. 

And we have included a commitment to increase the numbers of customers 
on our Priority Services Register from 38,000 in 2019/20 to 60,000 by 2025. 
This is more than 8% of households across our South Staffs and Cambridge 
regions. 

In section 4.3.3.2, we have strengthened the content around our extra care 
support package for customers who are already on our Priority Services 
Register to make it clear that this is a service we are offering over and above 
that which is already available to customers. 

Delivering outcomes for customers 

IAP action 
reference 

Brief description 
of the action 

Our response 

{{/Φh/Φ!мҍ 
A57 

Outcome delivery 
incentives 

In the IAP, Ofwat gave us a number of actions to address on both our package 
of outcomes and on individual ODIs. We recognise the importance of 
addressing these challenges to demonstrate that our plan is balanced ς and 
that it delivers the best outcomes for our customers. 

Below we summarise the areas where we have significantly reconsidered our 
approach. 

¶ In our September 2018 submission, we artificially increased the level of 
ƛƴŎŜƴǘƛǾŜǎ ǎƻ ǘƘŀǘ ǘƘŜ ǇŀŎƪŀƎŜ ŦŜƭƭ ǿƛǘƘƛƴ hŦǿŀǘΩǎ ǇǊŜǎŎǊƛōŜŘ wƻw9 
ǊŀƴƎŜ ƻŦ Ҍκҍм҈ ǘƻ о҈Φ ²Ŝ ƘŀǾŜ ǊŜŦƭŜŎǘŜŘ ƻƴ hŦǿŀǘΩǎ feedback and 
agree that using scaling factors moves us away from how our 
customers value the service package. So, we have reverted to the 
ƴŀǘǳǊŀƭ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ Ǉŀȅ Řŀǘŀ ŀƴŘ ƘŀǾŜ ǳǎŜŘ hŦǿŀǘΩǎ ŦƻǊƳǳƭŀŜ ǘƻ ǿƻǊƪ 
out the level of incentives. 

¶ We also looked balance the level of incentive across the outcomes 
package back to our customer engagement. To make sure the 
valuations were in line with what is important to our customers, we 
have also removed the balancing across the package. 

¶ Ofwat challenged us on our proposal for not taking in-period incentives 
and questioned the level of customer engagement we have to support 
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IAP action 
reference 

Brief description 
of the action 

Our response 

this. We are confident in the level of support we have for maintaining a 
flat nominal bill over the period 2020 to 2025. .ǳǘΣ ǿƛǘƘ hŦǿŀǘΩǎ 
feedback in mind, we further tested the flat bill profile compared with a 
bill level that is subject to having incentives applied. Again, this 
engagement supported our flat bill proposal. We are committed to 
delivering improvements in the service we offer to customers and will 
be extremely transparent with our in-period performance. 

¶ Ofwat also challenged our proposal for a reward for our asset health 
measures. It said that we had not demonstrated sufficient evidence of 
customer support for these. We have carried out additional customer 
engagement on incentives, including the use of caps, collars and 
rewards. Customers supported both the level of required to earn a 
reward and the rate of incentive. But we have reviewed our proposal 
for a three-year roiling average for our mains burst performance 
commitment and removed this from our revised package. 

¶ We confirm that we will ŀŘƻǇǘ hŦǿŀǘΩǎ ǇǊƻǇƻǎŜŘ ƳŜŎƘŀƴƛǎƳ ŦƻǊ 
outperformance payments whereby 50% of the outperformance 
payment is shared with customers if the 3% RoRE threshold is 
increased. 

¶ We also agree with Ofwat about its common Priority Service Register 
performance commitment and have included this measure in our 
overall package. 

We discuss our response to these actions in more detail in resubmission 
appendix RA07. 

Securing long-term resilience 

IAP action 
reference 

Brief description 
of the action 

Our response 

SSC.LR.A1 Bespoke operational 
resilience 
performance 
commitments to be 
clearly defined, 
sufficiently 
demanding and 
supported by the 
right incentives 

In response to the challenge from Ofwat in the IAP about clearly defining our 
common and bespoke performance commitments, we confirm that we have 
created a clear line of sight linking these commitments with our broader 
resilience objectives. 

We are pleased that Ofwat recognised the stretch within our performance 
commitments and we have looked again at our overall package to ensure we 
have the right incentives in place. 

We set out our overall approach to resilience in the round in chapter 2 and 
have included more detail on our performance commitments in resubmission 
appendix RA07. 

SSC.LR.A2 Commitment to 
provide an action 
plan to develop and 
implement an 
systems-based 
approach to 
resilience in the 
round 

In line with the feedback in the IAP, we confirm that we will prepare and 
provide to Ofwat an action plan by 22 August 2019 that sets out how we will 
develop and implement a framework that demonstrates an integrated 
approach to resilience in the round όǘƘŀǘ ƛǎΣ ŀ ΨǎȅǎǘŜƳǎ-ōŀǎŜŘ ŀǇǇǊƻŀŎƘΩ ǘƻ 
resilience) that underpins all our operations. 

In addition, we will commit to demonstrating a clear line of sight between the 
risks to our resilience, planned mitigations and our corporate governance 
framework. 

We have also included a new chapter within our business plan, which sets out 
our commitment to resilience in the round (chapter 2). This chapter is divided 
into the following sections. 

¶ Developing a framework for ensuring resilience in the round, including 
our resilience lens and maturity matrix which underpin that framework. 
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IAP action 
reference 

Brief description 
of the action 

Our response 

¶ Ensuring corporate and financial resilience, which links the concept of 
resilience in the round with the identification and management of our 
ōǳǎƛƴŜǎǎ ǊƛǎƪǎΣ ŀƴŘ ǿƘƛŎƘ ŀŘŘǊŜǎǎŜǎ hŦǿŀǘΩǎ ŎƘŀƭƭŜƴƎŜ ŀǊƻǳƴŘ ƻǳǊ wƻw9 
scenarios. 

¶ Ensuring operational resilience, which highlights our innovative decision-
making framework and Investment Optimisation tool. This also underpins 
our broader resilience framework. 

SSC.LR.A3 Work with the sector 
to develop forward-
looking asset health 
metrics 

In response to the IAP action around developing forward-looking asset health 
metrics and how this will influence our operational decision making, we are 
currently supporting UKWIR on a data capture and collection project for asset 
health to ensure consistency in reporting across the water sector and support 
a wider understanding of underlying asset health.  

One of the main objectives of this project is to develop a suite of measures 
that the sector can use against a standard method of measurement. In 
particular, the project aims to develop a suite of lead and lag measures that 
will enable water companies to improve their operational decision-making, 
and develop their approaches to collecting and assessing data. 

The project will also consider the performance indicators published by the 
International Water Association, which could lead to more effective 
international benchmarking. 

We confirm that we are committed to seeing this work through to its 
conclusion. 

{{/Φ[wΦ!пҍ!с Financial resilience We confirm that ƛƴ ǊŜǎǇƻƴǎŜ ǘƻ hŦǿŀǘΩǎ feedback in the IAP, we have carefully 
considered the specific challenges around our financeability and customer 
preferences on bill profiles. We set out our approach to demonstrating our 
financeability and how we have approached stress testing in more detail in 
section 8.1. 

We have proposed a PAYG adjustment that we consider is in accordance with 
hŦǿŀǘΩǎ ƳŜǘƘƻŘƻƭƻƎȅ on the use of financial levers and that seeks to improve 
our financial resilience on a notional basis while balancing customer bill 
preferences. 

We will also commit to demonstrating that our assessment of financial 
resilience extends beyond 2025 in our next Long-term Viability Statement. 

Targeted controls, markets and innovation 

IAP action 
reference 

Brief description 
of the action 

Our response 

SSC.CMI.A1 Revise bid 
assessment 
framework 

We have revised our bid assessment framework as required by Ofwat in the 
IAP to include more information about information requirements for bidders 
and the process for providing feedback (see resubmission appendix RA08). 

Securing cost efficiency 

IAP action 
reference 

Brief description 
of the action 

Our response 

SSC.CE.A1 Addressing areas of 
inefficiency 

In the IAP, Ofwat set out its view of efficient cost and expected us to address 
areas of inefficiency or lack of evidence. 

We have reviewed the developer costs included in both Table WS2 and Table 
App28 as we now have more robust data than we had for our September 
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IAP action 
reference 

Brief description 
of the action 

Our response 

2018 submission. We discuss this in more detail in our representation on 
enhancement cost allowances in part 2 below. 

SSC.CE.A2 Exclusion of amber 
WINEP schemes 

We confirm that we have not made an allowance in our business plan for nine 
amber water resources schemes under the Water Industry National 
Environment Programme (WINEP). This is because there is still significant 
uncertainty on what solutions, if any, will be needed over the period 2020  
to 2025. 

We may fully resolve some of these issues during the current period (2015 to 
2020) and we will continue to engage with the Environment Agency about 
these schemes. If we gain more certainty over the coming months, we will 
consider our position regarding a cost adjustment mechanism. 

If investigations are necessary in 2020 to 2025, we will look to carry them out 
in a proportionate, low-cost way.  

SSC.CE.A3 Impact of 
metaldehyde ban 

We have not included any additional spend specifically related to 
metaldehyde within our business plan. We include metaldehyde mitigation 
activity within our general catchment management approach. With the 
targeted ban also now coming into force, we have no additional mitigation 
activity planned over the period 2020 to 2025 over and above that we do as 
business as usual. 

Aligning risk and return 

IAP action 
reference 

Brief description 
of the action 

Our response 

SSC.RR.A1 Aligning cost of 
capital with hŦǿŀǘΩǎ 
view 

In the IAP, Ofwat noted that our weighted average cost of capital was 0.01% 
higher than its early view. We confirm that we have altered our business plan 
tables to derive the required 5.47% nominal figure. 

SSC.RR.A2 Assessment of 
revenue risk in RoRE 
analysis 

In the IAP, Ofwat challenged us to revise our assessment of revenue risk in 
our RoRE analysis or present convincing evidence that our exposure to 
revenue variation is as wide as our analysis suggests. We set out our response 
to this action below. 

Water resources and network plus price controls revenues 

P90 0.0% above base costs 

P10 0.0% below base costs 

We have reviewed the p10/p90 values included in Table App26 in relation to 
wholesale revenue risk. We accept that the wholesale revenue forecasting 
incentive mechanism (WFRIM) affords protection to companies on any 
wholesale shortfall and in our business plan submission we had assessed the 
risk before applying this. 

Post-WRFIM adjustments, the revenue risk is eliminated for the wholesale 
control. So, we have removed this from our RoRE scenario. 

Retail revenue 

P90 1.3% above base costs 

P10 ҍ1.3% below base costs 

Again, we have reviewed the p10/p90 values for retail accepting that we did 
this before the retail revenue true-up, which eliminates a proportion of risk. 
But we believe that retail revenue does still carry risk as it is not a total 
revenue control and is dependent on the number of customers in charge. 
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IAP action 
reference 

Brief description 
of the action 

Our response 

The actual number of customers for the first three years of the period has 
been marginally as noted in the feedback on connections: 5,006 (0.8%) higher 
in 2015/16, 2,040 (0.3%) higher in 2016/17 and 8,709 (1.3%) higher in 
2017/18. Part of the driver for the higher number of customers is a reduction 
in void properties in our South Staffs region. We have also seen new 
connections above that assumed in our PR14 final determination (3,630 
additional connections for the first three years of the current period). 

.ŀǎŜŘ ƻƴ ǘƘŜ ǘƘǊŜŜ ȅŜŀǊǎΩ ŀŎǘǳŀƭǎΣ ǿŜ ƘŀǾŜ ǘŀƪŜƴ ǘƘŜ Ǉфл ƻǾŜǊ-recovery at 1.3% 
of retail revenue. We also believe that the p10 is equally likely to occur as new 
connections and voids fluctuate. So, we assume p10 under-recovery at 1.3%. 

SSC.RR.A3 Board assurance of 
the financeability of 
our plan and 
engagement with 
investors 

South Staffs Water currently has three owners ς Arjun Infrastructure Partners 
(AIP), Mitsubishi Corporation (MC) and Mitsubishi UFJ Lease & Finance 
Company (MUL). The owners are represented by three investor Non-
executive Directors (NEDs) on our Board. Two of these represent AIP and one 
represents MC and MUL. 

Our investor NEDs have been directly involved in the development of our 
business plan and the decisions we have taken in relation to our 
financeability. This includes the decisions made on our resubmission.  

Following the feedback we have received as a result of the IAP, our Board and 
investors have carefully considered the financeability of our business plan. In 
providing assurance that the plan is financeable, our Board has: 

¶ debated the best way to adŘǊŜǎǎ hŦǿŀǘΩǎ ŎƘŀƭƭŜƴƎŜ ƻƴ ǘƘŜ ŘŜŎƭƛƴƛƴƎ 
ratios over the period and determined that a target credit rating of 
Baa1 under the notional structure provides enough headroom in which 
to absorb any possible shocks; 

¶ considered a number of options to achieve this credit rating and 
determined that the use of financial levers is the most appropriate; 

¶ considered the different bill levels from the natural level of £144 up to 
£147 by adjusting the PAYG rate. For each bill level, we provided our 
Board with key financial metrics used to assess our credit rating; 

¶ considered that a bill level of £147 was appropriate to enable us to 
maintain our target credit metrics for each year of the period; 

¶ reviewed the outcomes of stress testing our plan to understand the 
financial resilience of the chosen bill level. For the scenarios where 
maintaining an investment grade would be at risk, our Board also 
considered the actions it could use to mitigate this; and 

¶ reviewed the independent assurance report from Jacobs in relation  
to the financial modelling carried out on the target credit metrics. 

SSC.RR.A4 Evidence that 
targeted credit rating 
for notional company 
is reasonable in terms 
of long-term 
financeability 

In the IAP, Ofwat challenged us to provide evidence to support our view that 
targeting a credit rating one notch above the minimum investment grade and 
lower than the target for our structure is reasonable for the long-term 
financeability of the notional company.  

Lƴ ǊŜǎǇƻƴǎŜ ǘƻ hŦǿŀǘΩǎ feedback, we consider that it is appropriate to target 
credit ratings of Baa1/BBB+ for both the actual and notional capital structure. 
We believe and agree that targeting two notches above the minimum 
investment grade for both the notional and actual structure will maintain our 
current level of credit quality and provides some headroom to enable the 
company to remain financially resilient. We recognise that it is also the target 
rating that Ofwat uses in assessing the cost of debt component of the 
weighted average cost of capital. We discuss this in more detail in section 8.1. 

SSC.RR.A5 Evidence that plan is 
financeable on actual 
structure 

In the IAP, Ofwat challenged us to provide further evidence that the plan is 
financeable on its actual structure ς particular to support its view that the 
weak financial ratios are temporary and will be reversed at the 2024 price 
review (PR24). 
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IAP action 
reference 

Brief description 
of the action 

Our response 

We confirm that after we have used the PAYG adjustment financial lever, our 
!L/w όōŀǎŜŘ ƻƴ aƻƻŘȅΩǎ ŎŀƭŎǳƭŀǘƛƻƴ) averages 1.5 over the period. This is 
equal to our target credit rating of Baa1. The ratio declines over the period as 
a result of re-profiling the bill so that it is flat in nominal terms. This decline is 
temporary and recovers to 1.5 each year over the period 2025 to 2030. We 
have carried out further modelling for the five years from 2025 to 2030 to 
demonstrate this. We set out our analysis in section 8.1. 

SSC.RR.A6 Evidence to support 
regulatory capital 
value (RCV) run-off 
rates calculation 

In the IAP, Ofwat challenged us to provide further evidence to support the 
calculation of RCV run-off rates and demonstrate that the rates are consistent 
with the approach set out in our business plan. We set out more evidence 
below. 

²Ŝ ƘŀǾŜ ŎŀƭŎǳƭŀǘŜŘ ŀ ΨƴŀǘǳǊŀƭΩ RCV run-off rate as being equivalent to the 
current cost depreciation on existing assets plus depreciation on capital 
expenditure additions in the period using the appropriate average asset life. 

Although current cost accounting was removed from the regulatory accounts 
in 2015/16, we have still kept and updated our current cost register. The 
register starts from the last full revaluation carried out at the 2009 price 
review (PR09) on assets at 2007/08. Each year, the assets are uplifted by the 
Retail Price Index (RPI) and depreciation is calculated from the remaining 
asset life. In each subsequent year, new additions are added to the register 
and given and estimated useful economic life. 

Across all wholesale price controls, the following run-off rates are used. 

 2020/ 
21 

2021/ 
22 

2022/ 
23 

2023/ 
24 

2024/ 
25 

5-yr 
ave 

RCV run-off 
rates 

6.6% 6.2% 6.2% 6.3% 6.2% 6.3% 

To ensure the natural RCV forecast run-off rate is reasonable, we have looked 
at the average asset life reported in the published regulatory accounts from 
2012/13 to 2014/15 for non-infrastructure assets. We summarise this below. 

 2012/  
13 

2013/ 
14 

2014/ 
15 

3-yr 
ave 

Current cost depreciation 
charge for the year (£m) 

19.131 20.756 20.837  

Net MEA (£m) 323.199 328.520 329.334  

Average asset life (years) 16.9 15.8 15.8 16.2 

Run-off rate (%) 5.9% 6.3% 6.3% 6.2% 

This demonstrates that the run-off rate used in our business plan is consistent 
with that reported historically. 

Since 2015/16, the regulatory accounts have included Table 4G, which 
requires an estimate of current cost capital maintenance charges. As we cost 
all infrastructure renewals expenditure (IRE), the figure reported only relates 
to current cost depreciation. We have calculated depreciation as a percentage 
of RCV. This is set out below. 

 2015/ 
16 

2016/ 
17 

2017/ 
18 

3-yr 
ave 

Capital maintenance charges 
(Table 4G) (£m) 

21.843 23.270 23.527  

RCV (Table 4C) (£m) 332.08 347.575 364.351  
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IAP action 
reference 

Brief description 
of the action 

Our response 

% 6.6% 6.7% 6.5% 6.6% 

Again, this demonstrates consistency with our proposed natural run-off rates. 

As we have maintained our current cost register we have confidence that the 
run-off rate is at the natural level. We also validated this by cross-checking to 
previous current cost accounts and information in our Annual Performance 
Report. 

SSC.RR.A7 Evidence that the bill 
profile over 2020/25 
is consistent with 
customer 
preferences 

In the IAP, Ofwat challenged us to provide further evidence that the bill 
profile over the period 2020 to 2025 and beyond is consistent with customer 
preferences given the uncertainty over the proposed reconciliation 
adjustments at PR24. 

The engagement we carried out for our September 2018 business plan 
ǎǳōƳƛǎǎƛƻƴ ǎƘƻǿŜŘ ŎǳǎǘƻƳŜǊǎΩ ǇǊŜŦŜǊŜƴŎŜ ŦƻǊ ŀ ƭƻǿŜǊ ǘǊŀƴǎƛǘƛƻƴ ƛƴ ōƛƭƭǎ ŦǊƻƳ 
the 2020 to 2025 planning period to the next one from 2025 to 2030 ς even if 
it meant a slightly higher bill between 2020 and 2025 to achieve a flat nominal 
bill profile. 

Since we submitted our plan, we have re-tested our proposal for a flat 
nominal bill with our customers. We are still seeing 80% support for this when 
compared with a more varied bill, which could be driven by different levels of 
inflation and the effect of in-period incentives. 

²Ŝ ŀƭǎƻ ǘŜǎǘŜŘ ŎǳǎǘƻƳŜǊǎΩ ŀǇǇŜǘƛǘŜ ŦƻǊ ŀ Ŧƭŀǘ ōƛƭƭ ǇǊƻŦƛƭŜ during 2020 to 2025 
with any inflation above 2% and incentives spread over the period 2025 to 
2030 against an option where bills start to rise in 2022 to offset any potential 
Ψōƛƭƭ ǎƘƻŎƪΩ ƛƴ нлнр/26. In addition, we explained the benefit to customers of 
taking in-period incentives that come with the second option. Most 
customers (59%) still supported the flat bill profile option. We discuss this in 
more detail in section 4.2.1. 

SSC.RR.B1 Links between risk 
management and 
RoRE analysis 

In response to the IAP action around providing a clearer link between our 
internal risk management and mitigation procedures and our RoRE analysis, 
we have set out in more detail our current risk management process (see 
section 2.2.1). This aims to ensure that the Executive team is able to: 

¶ identify and prioritise all key business risks; 

¶ implement appropriate procedures and controls; 

¶ ensure senior managers can prioritise and execute identified actions; and 

¶ provide a holistic response to addressing our business risks and resilience 
capabilities. 

We carried out an assessment of our key business risks in the 2017/18 
financial year, taking into account the effect of any internal procedures, 
systems and controls. In section 2.2.2, we set out these key business risks, 
what they mean for us, the impact they have on our RoRE scenarios and the 
actions we are taking to manage these impacts and any changes in the risks. 

Accounting for past delivery 

IAP action 
reference 

Brief description 
of the action 

Our response 

SSC.PD.A1 Evidence to support 
land sales forecast 
trajectory in Table 
App9 

In the IAP, Ofwat required us to provide evidence to support our land sales 
forecast trajectory in Table App9. 

We have not sold any land in the first three years of the current period. There 
is also no expectation that we will sell any land in either 2018/19 and 
2019/20. 
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IAP action 
reference 

Brief description 
of the action 

Our response 

Although we constantly review our land portfolio, most surplus land is not 
ǎǳƛǘŀōƭŜ ǘƻ ǎŜƭƭ ŀǎ ƛǘ ƛǎ ΨƎǊŜŜƴōŜƭǘΩ ƭŀƴŘ ŀƴŘ ǎƻ ƻƴƭȅ Ƙŀǎ ŀƎǊƛŎǳƭǘǳǊŀƭ ǾŀƭǳŜΦ ²Ŝ 
Řƻ ƴƻǘ ōŜƭƛŜǾŜ ƛǘ ǿƻǳƭŘ ōŜ ƛƴ ŎǳǎǘƻƳŜǊǎΩ ƛƴǘŜǊŜǎǘǎ ǘƻ ǎŜƭƭ ǘƘƛǎ ƭŀƴŘ ǳƴƭŜǎǎ 
future local plans look to allocate some of this land for development. 

SSC.PD.A2 PR14 outcome 
delivery incentives 
reported to two 
decimal places in 
Tables App5/App6/ 
App27 

The way we have calculated our financial incentives is in line with our previous 
Annual Performance Reports. As we have previously discussed with Ofwat, we 
consider that reporting to additional decimal places is fairer for our 
customers. 

SSC.PD.A3 Update forecast for 
2019/20 outcome 
delivery incentive 
performance to take 
account of actual 
2018/19 
performance 

We confirm that we will commit to updating our forecast for 2019/20 
ǇŜǊŦƻǊƳŀƴŎŜ ōȅ hŦǿŀǘΩǎ ŘŜŀŘƭƛƴŜ ƻŦ мр Wǳƭȅ нлмф ǘƻ ǘŀƪŜ ŀŎŎƻǳƴǘ ƻǳǊ ŀŎǘǳŀƭ 
2018/19 performance for all our performance commitments. 

In response to feedback we received from Ofwat in the IAP, we will pay 
particular attention to the areas where it said we provided insufficient 
evidence in our September 2018 business plan submission. These are the 
measures for our Mean Zonal Compliance for our South Staffs and Cambridge 
regions and for the acceptability of water to customers. 

SSC.PD.A4 Metered customer 
number forecasts for 
2019/20 

In the IAP, Ofwat required us to clarify the justification for our 2019/20 
forecast for the number of metered water customers and to provide further 
clarity on the reasons for the difference between re-forecast customer 
numbers and actual customer numbers in 2018/19 (based on our latest 
forecasts). We set out this additional clarification below. 

When customer charges were set for 2018/19, the number of properties was 
taken from our billing system as at September 2017 using the same 
methodology as that used for year-end reporting in 2017/18 and projected 
forward to 2018/19. These numbers are shown in lines 7 and 10 of Table R9. 

For the 2017/18 year end, the process for calculating property numbers was 
reviewed and improved. This was set out in response to query SSC-APR-CE-
009 to our Annual Performance Report. As a result of this change, we have 
updated the projection of property numbers for 2018/19; the number is 
around 10,000 properties higher than our forecast number. This improved 
process was assured by Jacobs in summer 2018. 

The projection of customers for 2019/20 is also based on the new 
methodology. So there is a step change in the re-forecast metered customers 
number from 2018/19. The increase in actual numbers between 2018/19 and 
2019/20 of around 15,000 is in line with the projections of meter optants and 
new connections forecasts set out in Table WS3. 

SSC.PD.A5 PR14 wholesale 
revenue forecasting 
incentive mechanism 
(WRFIM) ς further 
evidence around 
number and type of 
connections 

In the IAP, Ofwat challenged us to provide further evidence to support our 
claim that there is no WRFIM adjustment for additional revenue from higher 
developer contributions than forecast. It also challenged us to provide further 
evidence to demonstrate that we took all the necessary steps to understand 
the number and type of connections and that the reasons for the variance 
were outside of management control. 

We included this action on page 42 of our PR14 reconciliation summary 
appendix B. We had previously submitted the referenced files of local plans 
set out on this page to Ofwat on 7 December 2017. We sought further 
clarification on what we required from this query (IAP query SSC003) and 
received the following response from Ofwat.  

ά²Ŝ ǳƴŘŜǊǎǘŀƴŘ ōŜǎǘ ǇǊŀŎǘƛŎŜ ƛƴ ǘƘƛǎ ŀǊŜŀ is to involve engagement with 
developer services customers, local authorities and other relevant statutory 
and/or infrastructure bodies to understand the timing, location and impact of 
ŦǳǘǳǊŜ ŘŜǾŜƭƻǇƳŜƴǘ ǎƻ ǘƘƛǎ Ŏŀƴ ōŜ ǇƭŀƴƴŜŘ ŦƻǊ ŀƴŘ ŜƴŀōƭŜŘΦέ 
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IAP action 
reference 

Brief description 
of the action 

Our response 

At the time of preparing the connection forecasts for PR14, the information 
used would have been consistent with that used for our water resources 
management plans. We based this on local development plans, which set out 
the types of development (that is, greenfield or brownfield). 

The first two years of the current period demonstrate that the overall number 
of connections was broadly consistent with that assumed in our PR14 
business plan. In 2015/16, there were 10% more connections and in 2016/17 
there were 7% more. This level of variance in the first two years was not 
unreasonable for this type of activity. 

The issue was the proportion of these connections carried out by South Staffs 
rather than self-lay providers (SLPs). We do not believe that developers and 
SLPs would be willing to discuss their forecast proposals for the development 
sites as it would be commercially sensitive. So, we considered it appropriate 
to base the projections on what had been seen in the more recent years prior 
to submitting our PR14 business plan. 

It was not until 2017/18 that there has been a significant difference in 
connections (65%), but this can be expected as there is more uncertainty 
further in the period because of the length of time since our business plan 
projections. There are a number of possible reasons for this, including: 

¶ the timing of planning applications and to time taken to receive planning 
permission; 

¶ demand for new housing; 

¶ ŘŜǾŜƭƻǇŜǊǎΩ Ǉƭŀƴǎ ƛƴ ǘƘŜ ŎƻƴǘŜȄǘ ƻŦ ǘƘŜƳ ƳŜŜǘƛƴƎ ǘƘŜƛǊ ƻǿƴ ōǳǎƛƴŜǎǎ 
targets; and 

¶ the type of land and the level of new infrastructure, such as new roads. 

All of these are uncertain and outside management control. This is why Ofwat 
has included a true-up for the next period to allow for differences between 
forecast and actual connections made by companies. 

Evidence for 
increased proportion 
of self-lay 

In the IAP, Ofwat challenged us to provide further evidence to support our 
assumption that the proportion of self-lay would increase significantly, 
including the steps we have taken to: 

¶ promote the take up and delivery of self-lay for new connections across 
our South Staffs and Cambridge regions; and 

¶ achieve the projected significant increase in self-lay. 

Our assumptions around the increase in self-lay came from the expectation 
that a large proportion of housing development would be in greenfield sites 
compared with the historic number. Based on our experience in the 
Cambridge region, these types of development had been popular with SLPs. 
One example was the significant Trumpington Meadows development by 
Barratt Homes, which was entirely a self-lay site (with the infrastructure 
provided by Energetics). 

We also assumed that the change in charging rules, with a greater emphasis 
on transparency, would also help to stimulate the levels of SLP and new 
appointments or variations (NAV) activity. 

We have always been transparent with developers about the choices they 
have in delivering connection services. Historically, in responding to developer 
requests, we have always set out the cost if we carry out the work, as well as 
the asset value for an SLP to carry out the work. 

With the introduction of new charging rules, our developer charges scheme 
clearly sets out the options available to developers in using SLPs4. We have 
also been promoting NAVs, and for the past two years our charges scheme 

                                                           
4 Ψ5ŜǾŜƭƻǇŜǊ {ŜǊǾƛŎŜǎ ŎƘŀǊƎŜǎ нлмуκмфΩΣ {ƻǳǘƘ {ǘŀŦŦƻǊŘǎƘƛǊŜ ²ŀǘŜǊ ǇƭŎΣ !ǇǊƛƭ нлмуΦ www.south-staffs-
water.co.uk/media/2126/ssc-developer-charges-2018-19.pdf 

http://www.south-staffs-water.co.uk/media/2126/ssc-developer-charges-2018-19.pdf
http://www.south-staffs-water.co.uk/media/2126/ssc-developer-charges-2018-19.pdf
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IAP action 
reference 

Brief description 
of the action 

Our response 

has set out the bulk charge we wouƭŘ ƭŜǾȅ ƛƴ ƭƛƴŜ ǿƛǘƘ hŦǿŀǘΩǎ ŘŜŎƛǎƛƻƴ 
document published in May 2018. This has already generated interest in a 
number of different sites, including the 6,000-home development in Sutton 
Coldfield set out in the local development plan for Birmingham. 

The real issue is that the significant number of smaller or infill developments 
are not appealing to SLPs as the benefit from the economies of scale are not 
sufficient, even when offering a multi-utility solution. 

Further evidence on 
connections cost 
efficiency  

In the IAP, Ofwat challenged us to provide further evidence on how much of 
the additional connections costs are covered by the unit costs for connections 
set out in our original submission. 

In response, we set out below an analysis of the split of connections over the 
period. Although non-standard connections are not included in the Ofwat 
commissioned report, we think that it may be closely aligned to a 9m 
footway/carriageway, which is likely to include additional costs such as traffic 
management. 

Company 
categorisation 

Equiv. bench- 
marking report 

category 

2015/ 
16 

2016/ 
17 

2017/ 
18 

2018/ 
19 

Standard unmade 
ground ς short 

Verge 2m 33% 35% 49% 39% 

Standard unmade 
ground ς long 

Verge 4m 6% 4% 8% 5% 

Standard 
footpath/highway 
ς short 

Footway 2m 8% 20% 11% 13% 

Standard 
footpath/highway 
ς long 

Footway 4m 5% 4% 4% 5% 

Non-standard 
connection 

Footway 9m 47% 36% 31% 38% 

Note: may not add down because of rounding. 

Using the above mix and unit rates from the benchmarking report, we have 
calculated the expected median costs. 

Historic 3-year average mix % Median from 
Ofwat report 

Verge 2m 39% £633 

Verge 4m 5% £713 

Footway 2m 13% £774 

Footway 4m 5% £1,009 

Footway 9m 38% £1,597 

Weighted average  £1,040 

Our three-year actual average unit cost of connection is as follows. 

£s 2015/16 2016/17 2017/18 Average 

Average unit connection 
cost 

£897 £1,186 £685 £923 



Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

25 

IAP action 
reference 

Brief description 
of the action 

Our response 

This demonstrates that we are more than 10% below the median costs from 
the benchmarking report. 

Evidence on 
connections forecasts 

In the IAP, Ofwat challenged us to provide further evidence around the 
appropriateness of basing our forecasts for connections numbers of a short 
period relating to the final quarter of 2017/18 and the first two months of 
2018/19. 

²Ŝ ƴƻǿ ƘŀǾŜ ǘŜƴ ƳƻƴǘƘǎΩ Řŀǘŀ ƻƴ ǘƘŜ ŀŎǘǳŀƭ ƴǳƳōŜǊ ƻŦ ŎƻƴƴŜŎǘƛƻƴǎ ŎŀǊǊƛŜŘ 
out in 2018/19 split between company and SLP. We set this out below, along 
with the annualised figure for the year. 

 10-month 
figure 

Annualised 
figure 

% 

Company 3,206 3,847 56% 

Self-lay 2,568 3,082 44% 

Total 5,774 6,929  

In terms of connection costs, it is the number of company connections that is 
relevant, and the estimate of 3,574 connections included in our business plan 
is within 7% of the estimated annual figure outlined above. So, with two 
months of forecast remaining, we think it makes sense to retain the current 
projection and then update it with the actual position in our Annual 
Performance Report, which we will publish in July 2019. 

The projection for 2019/20 in our business plan was the same as 2018/19. We 
still think that this is a sensible projection. We have cross-validated this 
projection using the four-year historical average as set out below. 

 2015/16 2016/17 2017/18 2018/19 Average 

Company 2,904 2,364 4,637 3,487 3,438 

Self-lay 1,272 1,894 2,255 3,082 3,126 

Total 4,176 4,258 6,892 6,929 5,564 

The four-year average for company connections is 3,438 compared with the 
projected figure of 3,574 ς a difference of only 138 properties (or 3.8%). 

Mains requisition 
error correction 

In the IAP, Ofwat required us to update Table WS13 and the WFRIM model to 
remove this adjustment or provide compelling evidence to support why the 
adjustment is appropriate. We set out our response below. 

The total claim for mains requisitions is £5.156 million (outturn prices). Of this, 
£3.112 million relates to the projected mains requisition charges that were 
omitted from Table W9. This additional developer income results from 
increased cost that has been legitimately incurred. 

We still maintain that we completed the line in Table W9 in accordance with 
hŦǿŀǘΩǎ ƎǳƛŘŀƴŎŜΦ ²Ŝ ǎŜǘ ƻǳǘ ōŜƭƻǿ ǘƘŜ ǊŜƭŜǾŀƴǘ ǎŜŎǘƛƻƴ ƛƴ ¢ŀōƭŜ ²фΦ 

 

hŦǿŀǘΩǎ ƭƛƴŜ ŘŜŦƛƴƛǘƛƻƴ ǿŀǎΥ ά/ŀǇƛǘŀƭ ŎƻƴǘǊƛōǳǘƛƻƴǎ ǊŜŎŜƛǾŜŘ ŦǊƻƳ Ŏƻnnection 
and infrastructure charges (including requisition and self-lay). This should 
exclude any contributions which are recorded as revenue in your statutory 
accounts ς ǿƘƛŎƘ ǿƻǳƭŘ ōŜ ǊŜǇƻǊǘŜŘ ƛƴ ƭƛƴŜ нΦέ 

The section heading does not refer to mains requisition charges at all and 
although the line definition refers to requisitions, it is included in brackets. 
This infers that the line only required connection and infrastructure charges 
for both company requisition schemes and self-lay schemes. 

E Capital contributions from connection and infrastructure charges

14
Connection and infrastructure charges (including requisitions and self-lay) treated as a capital 

contribution in statutory accounts
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IAP action 
reference 

Brief description 
of the action 

Our response 

We believe that other water companies have also interpreted this in the same 
ǿŀȅΦ CƻǊ ŜȄŀƳǇƭŜΣ ƻƴ ǇŀƎŜ пл ƻŦ {ŜǾŜǊƴ ¢ǊŜƴǘ ²ŀǘŜǊΩǎ нлму !ƴƴǳŀƭ 
tŜǊŦƻǊƳŀƴŎŜ wŜǇƻǊǘΣ ǘƘŜ ŎƻƳƳŜƴǘŀǊȅ ǘƻ ¢ŀōƭŜ нƭ ǎǘŀǘŜǎΥ άbŜǘ ²ƘƻƭŜǎŀƭŜ 
Water capital is £7.7m higher than the Wholesale Price Control. This is due to 
requisition income of £0.6m omitted from the Wholesale Price Control, s146 
infrastructure charges £5.8m higher and new connections revenue £1.3m 
ƘƛƎƘŜǊΦέ 

We have previously already confirmed to Ofwat that the £3.112 million was 
netted off totex in our PR19 totex submission even though it was not included 
in this line. 

The remaining £2.044 million of the claim for mains requisition relates to the 
higher number of company schemes carried out compared with our 
expectations, resulting in additional costs and income being legitimately 
incurred in delivering the services required. 

SSC.PD.A6 Refresh all PR14 
reconciliations to 
replace 2018/19 
forecast performance 
with 2018/19 actual 
performance 

We confirm that we will refresh all PR14 reconciliations to replace 2018/19 
ŦƻǊŜŎŀǎǘ ǇŜǊŦƻǊƳŀƴŎŜ ǿƛǘƘ нлмуκмф ŀŎǘǳŀƭ ǇŜǊŦƻǊƳŀƴŎŜ ōȅ hŦǿŀǘΩǎ ŘŜŀŘƭƛƴŜ 
of 15 July 2019. 

Securing confidence and assurance 

IAP action 
reference 

Brief description 
of the action 

Our response 

SSC.CA.A1 Gearing benefits 
sharing 

In response to the IAP action around gearing benefits sharing, we confirm 
ǘƘŀǘ ǿŜ ǿƛƭƭ ŀŘƻǇǘ hŦǿŀǘΩǎ ŘŜŦŀǳƭǘ ŀǇǇǊƻŀŎƘ ǘƻ ǘƘŜ ǎƘŀǊƛƴƎ ƻŦ ƻǳǘǇŜǊŦƻǊƳŀƴŎŜ 
from high gearing as set out in its position statement on putting the sector 
back in balance. There would be no transition period as our gearing is already 
below 70%. If, as a result of any financial restructuring, our gearing was 
greater than 70%, we would look to return to below 70% as quickly as 
possible ς for example, by reducing dividends. 

Use of covenanted 
gearing 

In the IAP, Ofwat also challenged us to provide convincing evidence to explain 
why we have used covenanted gearing as the most appropriate measure for 
the benefits sharing mechanism. We set out our response to this below and in 
more detail in section 8.1. 

Our investors, lenders and ratings agencies assess our gearing based on our 
covenant debt (66.1% at March 2018) rather than the book debt as used in 
hŦǿŀǘΩǎ ǊŜƎǳƭŀǘƻǊȅ ŀŎŎƻǳƴǘƛƴƎ ƎǳƛŘŜƭƛƴŜǎ ό71.5%). In its latest credit option for 
SouǘƘ {ǘŀŦŦǎ ²ŀǘŜǊΣ ǇǳōƭƛǎƘŜŘ ƛƴ 5ŜŎŜƳōŜǊ нлмуΣ aƻƻŘȅΩǎ ǊŜŦŜǊŜƴŎŜŘ ƻǳǊ 
άŎƻƴǎŜǊǾŀǘƛǾŜ ƎŜŀǊƛƴƎ ƻŦ сс҈έΦ 

Covenant net debt reflects the actual liability for the company to its lenders. 
For 2017/18, the difference between covenant and book net debt includes  
£12 million, which relates to the unamortised premium and costs on issuance 
ƻŦ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ŘŜōǘΦ ¢ƘŜ ǊŜƳŀƛƴƛƴƎ £7.8 million relates mainly to the 
different in the long-term inflation assumption to maturity use for the book 
value of index-linked debt compared with the lower actual inflation rate used 
for covenant reporting. We consider that this is an accounting difference and 
would recommend that similar to other accounting adjustments, it is adjusted 
in the same way as the ratings agencies do this. 

We provide a full reconciliation between book net debt and covenant net 
debt on page 113 of our latest Annual Performance Report. We also included 
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IAP action 
reference 

Brief description 
of the action 

Our response 

an extra column in Table 4H (page 137) showing the financial metrics on a 
covenant basis and submitted a separate version of the Excel table.  

To use the book (or accounting debt) would lead to the reporting of a higher 
level of gearing, which could impact on our credit rating. This could ultimately 
lead to new debt being more expensive to raise, which would not be in the 
interests of customers. 

We also believe that using covenant debt rather than accounting debt is very 
similar to how Ofwat considered pension deficit repair costs at PR14, where 
the accounting charge for those companies reporting under FRS17 was 
replaced with the cash payment. 

SSC.CA.A2 Dividend policy We confirm that we will adopt the expectations on dividends for the period 
нлнл ǘƻ нлнр ŀǎ ǎŜǘ ƻǳǘ ƛƴ hŦǿŀǘΩǎ Ǉƻǎƛǘƛƻƴ ǎǘŀǘŜƳŜƴǘ ƻƴ ǇǳǘǘƛƴƎ ǘƘŜ ǎŜŎǘƻǊ 
back in balance to include: 

¶ a clear Board commitment to publish detail on dividend policies in our 
Annual Performance Report and to signal changes to stakeholders; and 

¶ a commitment to transparency about how our dividend policy takes 
account of our obligations and commitment to customers when 
determining dividends. 

We have also provided greater clarity and more detail on our dividend policy 
in section 7.2.6, demonstrating how we have met the expectations set out in 
hŦǿŀǘΩǎ Ǉƻǎƛǘƛƻƴ ǎǘŀǘŜƳŜƴǘΦ 

SSC.CA.A3 Executive pay We confirm that we will adopt the expectations on performance-related pay 
ŦƻǊ ǘƘŜ ǇŜǊƛƻŘ нлнл ǘƻ нлнр ŀǎ ǎŜǘ ƻǳǘ ƛƴ hŦǿŀǘΩǎ Ǉƻǎƛǘƛƻƴ ǎǘŀǘŜƳŜƴǘ ƻƴ 
putting the sector back in balance to include: 

¶ a commitment to report how changes, including the underlying reasons, 
are signalled to customers; and 

¶ a commitment to publish our executive pay policy once it has been 
finalised. 

We have also provided greater clarity and more detail on our executive pay 
policy in section 7.2.5, demonstrating how we have met the expectations set 
ƻǳǘ ƛƴ hŦǿŀǘΩǎ Ǉƻǎƛtion statement. 

SSC.CA.A4 Current performance 
data and trigger 
threshold data for 
continuation site 
(Hagley) in Table 
App3 

In response to this action, we confirm that we have populated Table App3 
with current performance data and trigger threshold data for the 
continuation site at Hagley. 

SSC.CA.A5 Revised financial 
model and data 
tables 

Lƴ ǊŜǎǇƻƴǎŜ ǘƻ hŦǿŀǘΩǎ ǊŜǉǳŜǎǘ ƛƴ ǘƘŜ L!tΣ ǿŜ ƘŀǾŜ ǇǊƻǾƛŘŜŘ ŀ ǊŜǾƛǎŜŘ 
financial model and data tables alongside our business plan resubmission. 

SSC.CA.A6 Affordability and 
acceptability beyond 
2025 in Table App4 

We confirm that we have provided metrics for Table App4, included cost-
benefit metrics for affordability and acceptability beyond 2025 and have 
provided mire data around the prediction for meeting PCL on value for money 
beyond 2025. 

SSC.CA.A7 Assurance around tax 
forecasts 

In the IAP, Ofwat gave us an action to explain the assurance process we have 
taken to develop our tax forecasts to demonstrate that the amounts 
proposed take ŎǳǎǘƻƳŜǊǎΩ ƛƴǘŜǊŜǎǘǎ ƛƴǘƻ ŀŎŎƻǳƴǘΦ 

The overall approach we have taken to the inputs for Table App29 was to use 
the detailed information supporting the price review or prior year tax return 
data where this was not possible. We found that there were consistent trends 
in this data. 
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IAP action 
reference 

Brief description 
of the action 

Our response 

We then carried out an internal audit review of the methodology and inputs 
as required by our tax risk assessment. We also met with PwC to discuss the 
methodology, which they concluded was reasonable and consistent with the 
approach taken by other water companies with which they work. 

Below we set out the approach taken for each of the inputs for Table App29. 

Sections A and B ς brought forward capital allowance pools 

We took the brought forward capital allowance pool balances from the latest 
internal budgeted tax calculations for 2018/19. The budgets were based on 
the submitted tax returns for 2016/17 and detailed forecasts of capital 
expenditure for 2017/18 and 2018/19 assigned at project level to the relevant 
capital allowance pools. We then made adjustments to exclude retail and 
non-regulated activities. We have not made any capital allowance disclaimers 
for the periods concerned and have not adjusted the capital allowance pools 
in any way. 

It should be noted that the 2017/18 tax returns that have just been submitted 
are consistent with this forecast. 

Section C ς new capital expenditure 

We reviewed capital expenditure for the water resources price control on a 
project basis and assigned the tax treatment. We took the depreciation 
period into account, identifying qualifying for long-life asset pool treatment. 

For the water network price control, capital expenditure estimates of 
ineligible expenditure and expenditure qualifying for full deduction (water 
efficient assets) were made by taking an average of the last four submitted 
tax returns as the level of such expenditure has been consistent and not 
material. 

We calculated expenditure qualifying for relief based on depreciation by using 
a combination of historic data and identifiable projects. We allocated the 
remaining expenditure between the general pool and long-life pool based on 
the depreciation profile. 

We then converted the resulting capital expenditure split for each price 
control into percentages to input into Table App29. 

Section D ς disallowable expenditure 

We based disallowable expenditure on prior year submitted tax returns. Such 
expenditure is minimal. 

Section E ς allowable expenditure 

We have calculated allowable depreciation on deferred revenue expenditure 
using prior year tax computation information to estimate the depreciation on 
capital expenditure brought forward. We calculated depreciation on capital 
expenditure identified as deferred revenue in section C above based on the 
depreciation rate for the relevant project. The business no longer has any 
finance leases. 

Section F ς other taxable income 

This section is not applicable to us and so is zero. 

Section G ς brought forward losses 

There were no brought forward losses based on the latest internal budgeted 
tax calculations for 2018/19. 

SSC.CA.B1 Further explanation 
for variances 
between financial 
model and business 
plan tables. 

In the IAP, Ofwat gave us an advisory action to provide further explanation for 
the variances in water network grants and contributions, and cash and cash 
equivalents between the financial model and business plan tables. We set out 
our response below. 

Water network grants and contributions 
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IAP action 
reference 

Brief description 
of the action 

Our response 

We explained the difference in water networks grants and contributions in 
section 2 of appendix A39 (Financial model) of our September 2018 
submission. In summary, the contributions relating to infrastructure renewals 
expenditure shown in line 20 of Table WS1 was removed in the financial 
model as it would otherwise have been deducted from capital expenditure 
rather than operating expenditure. This would have resulted in the financial 
statements being incorrect. 

Lƴ hŦǿŀǘΩǎ ƭŀǘŜǎǘ Řŀǘŀ ǘŀōƭŜǎΣ ǘƘŜ ŀƳƻǳƴǘ ƻŦ ƻǇŜǊŀǘƛƴƎ ŜȄǇŜƴŘƛǘǳǊŜ 
contributions is now split out separately in Table WS1. So, this adjustment is 
not required for our resubmission. 

Cash and cash equivalents 

There was a small difference (less than £0.01 million) between the data tables 
and the financial model for cash and cash equivalents. We have corrected this 
in our submission. 

Part 2: Total expenditure (totex) representations 

Below we set out a number of representations to Ofwat on specific areas of our plan. We also include 
industry representations on funding for leakage and frontier shift. 

Base cost allowances 

Restating the historical and future number of booster pumping stations 

After Ofwat published its initial assessment of our business plan in January, we identified that we 
have not amended the reported number of booster pumping stations following the change in 
definition in 2016/17. Booster pumping stations are the pumps within our network that are designed 
to raise water pressure within the distribution system to ensure an adequate supply of water to our 
customers. 

This error affects the current and backdated data from 2011/12 that we reported in 2016/17 and in 
our 2017/18 Annual Performance Report. It also affects the future forecasts from 2018/19 to 
2024/25 set out in this plan. Ofwat has used this data for the first time as a cost driver in its PR19 
wholesale water base cost models. 

We are disappointed that this error has passed through our rigorous assurance processes. The 
mistake was the result of a genuine oversight of the change in the definition rather than a systematic 
error. Although we had the data in our systems, we have subsequently carried out a full review of 
ǿƘŀǘ ǎƛǘŜǎ ǎƘƻǳƭŘ Ŧŀƭƭ ƛƴǘƻ ǘƘƛǎ Ŏƻǳƴǘ ŦƻƭƭƻǿƛƴƎ hŦǿŀǘΩǎ ŎƭŀǊƛŦƛŎŀǘƛƻƴ ƻŦ ǘƘŜ ŘŜŦƛƴƛǘƛƻƴΦ WŀŎƻōǎ ƘŀǾŜ ŀƭǎƻ 
independently assured our restated figures and have visited a sample number of sites to verify the 
pumping configuration that exists. They have reviewed the schematics for the additional sites we 
ƘŀǾŜ ƛƴŎƭǳŘŜŘΦ ¢ƘŜȅ ƘŀǾŜ ŀƭǎƻ ŎƻƴŦƛǊƳŜŘ ǘƘŀǘ ǘƘŜǎŜ ǎƛǘŜǎ Ŧǳƭƭȅ ŎƻƳǇƭȅ ǿƛǘƘ hŦǿŀǘΩǎ ŘŜŦƛƴƛǘƛƻƴΦ  

As well as the booster sites that are wholly within the pipe network that we have already included, 
we should have also included all our sites from where we abstract water and treatment works sites 
ǿƘŜǊŜ ŜƛǘƘŜǊ ŀ ŘŜŘƛŎŀǘŜŘ ΨƘƛƎƘ ƭƛŦǘΩ ǇǳƳǇƛƴƎ ŦǳƴŎǘƛƻƴ ƻǊ ŀ ΨŘƛǊŜŎǘ ƭƛŦǘΩ ǇǳƳǇƛƴƎ ŦǳƴŎǘƛƻƴ όǘƘŀǘ ƛǎΣ ŀ 
shared abstraction and high lift pumping function) exist. These were not originally identified as within 
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the distribution system. Across both our South Staffs and Cambridge regions, this amounts to an 
additional 38 sites in 2011/12 rising to 49 sites by 2024/25, compared with the number in our 
originally stated data. We already proportionally allocate across the value chain for both power costs 
and average pumping head so the restated data will be consistent with these other allocations. We 
set out the restated numbers in the table below. 

Restated booster pumping station numbers 

Historic 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/ 18 

Number of booster 
pumping stations 111 112 111 111 111 111 114 

Future 2018/19 2019/20 2020/21 2021/22 2022/23 2023/24 2024/25 

Number of booster 
pumping stations 115 116 118 119 121 122 123 

²Ŝ ŎƻƳƳƛǎǎƛƻƴŜŘ hȄŜǊŀ ǘƻ ŎŀƭŎǳƭŀǘŜ ǘƘŜ ŜŦŦŜŎǘ ƻŦ ƻǳǊ ƘƛǎǘƻǊƛŎŀƭƭȅ ǎǘŀǘŜŘ Řŀǘŀ ƻƴ hŦǿŀǘΩǎ Ŏƻǎǘ ƳƻŘŜƭΦ 
hȄŜǊŀΩǎ ǾƛŜǿ ǿŀǎ ǘƘŀǘ ǘƘŜ ƳƻŘŜƭǎ ǎǘƛƭƭ Ǉŀǎǎ ǘƘŜ ŀǇǇǊƻǇǊƛŀǘŜ ǎǘŀǘƛǎǘƛŎŀƭ ǘŜǎǘǎ ŀƴŘ ŀǊŜ ƻŦ ǘƘŜ ǎŀƳŜ 
overall quality with our updated historical data incorporated. The increase in the number of boosters 
we reported is 1% of the total number reported by all companies, which has a small effect on the cost 
driver coefficients. 

On a historical basis, the restated data results in a significant increase in our comparative efficiency 
ranking. This, in turn, causes a small change to the upper quartile catch-up efficiency adjustment, 
which is applied to future costs allowances in the models. On a future basis, we believe our restated 
data results in a significant increase in our base cost allowance after taking into account coefficient 
changes in the model and the higher upper quartile catch-up efficiency adjustment, with the 
quantum of this to be determined by Ofwat. This is wholly the result of the re-stated site count 
ŀƭƛƎƴƛƴƎ Ŧǳƭƭȅ ǿƛǘƘ hŦǿŀǘΩǎ ǎǘŀǘŜŘ ŘŜŦƛƴƛǘƛƻƴΦ 

We have learned the lessons of this error and will implement additional checks on all our operational 
and asset-based data in our next assurance plan. As part of this, we are making the people who 
operate the assets across our business more aware of how we use our data to improve accountability 
and minimise the risk of such errors happening in future. This is to help ensure that cost allocation 
across the value chain is consistent. We have already checked other data lines and are satisfied that 
there are no other definition conflicts in the rest of the data. 

We set out our representation on this issue in more detail in resubmission appendix RA01. 

Forecast cost driver representation 

We have examined hŦǿŀǘΩǎ ŦƻǊŜŎŀǎǘǎ ƻŦ ƻǳǊ Ŏƻǎǘ ŘǊƛǾŜǊǎ ŦƻǊΥ 

¶ treatment complexity; 

¶ property numbers; and 

¶ length of mains. 
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Lƴ ŀƭƭ ǘƘǊŜŜ ŎŀǎŜǎΣ hŦǿŀǘ ǳǎŜŘ ƛǘǎ ƻǿƴ ŦƻǊŜŎŀǎǘǎ ǊŀǘƘŜǊ ǘƘŀƴ ǘƘƻǎŜ ŦǊƻƳ ǿŀǘŜǊ ŎƻƳǇŀƴƛŜǎΩ ōǳǎƛƴŜǎǎ 
plan tables. In our case, these forecasts significantly understate our future operating conditions. This 
has a material impact on our cost allowances. 

In terms of treatment complexity, Ofwat has used a simple average of two or three years prior to 
2017/18. The effect of this is to significantly understate our future treatment complexity, which is 
increasing over time. We have projects planned over the remainder of the current planning period 
(that is, to 2020) and in the period 2020 to 2025 to address this, which feature in our business plan 
enhancement costs. By not taking these into consideration in the cost driver forecasts, we think 
Ofwat has understated our cost allowance by £11 million over the period 2020 to 2025. 

For property numbers, Ofwat has used a trend-based approach instead of a plan-based approach 
required by our water resources management plans. This results in an understatement of property 
growth across both regions of 2.1% by 2024/25, which results in an understatement of our cost 
allowances of £3.94 million over the period. 

Ofwat has also used a trend-based approach for length of mains. Our forecast for mains length is linked 
to the forecasts made for new connections in our water resources management plans and to the new 
development enhancement costs in Table !ǇǇнуΦ hŦǿŀǘΩǎ ŦƻǊŜŎŀǎǘ ǳƴŘŜǊǎǘŀǘŜǎ ƻǳǊ ƭŜƴƎǘƘ ƻŦ ƴŜǿ Ƴŀƛƴǎ 
by 3.6% and this has understated our cost allowance by £2.5 million. If the length of main forecast 
changes, it also has an impact on our cost driver for the number of boosters per length of main. 

We set out our representation on this issue in more detail in resubmission appendix RA01. 

Business rates representation 

¢ƘŜ ±ŀƭǳŀǘƛƻƴ hŦŦƛŎŜ ǊŀǘƛƴƎǎ ǘƘŀǘ hŦǿŀǘ Ƙŀǎ ǳǎŜŘ ǘƻ ŀǎǎŜǎǎ ŀƭƭ ŎƻƳǇŀƴƛŜǎΩ ǊŀǘŜǎ do not include any 
business rates charged by local authorities. We consider this an oversight and it means that the rates 
for our main office sites at Green Lane in Walsall and Fulbourn Road in Cambridge have not been 
allowed for. These offices are appoinǘŜŘ ōǳǎƛƴŜǎǎ ŀǎǎŜǘǎ ŀƴŘ ǎƘƻǳƭŘ ƴŀǘǳǊŀƭƭȅ ōŜ ƛƴŎƭǳŘŜŘ ƛƴ hŦǿŀǘΩǎ 
assessment of our business rates. Including this amount ς £1.4 million ς in our base costs would bring 
hŦǿŀǘΩǎ ŀǎǎŜǎǎƳŜƴǘ ƛƴ ƭƛƴŜ ǿƛǘƘ ƻǳǊ ōǳǎƛƴŜǎǎ ǇƭŀƴΦ 

We set out our representation on this issue in more detail in resubmission appendix RA01. 

Enhancement cost allowances 

hŦǿŀǘ Ƙŀǎ ǳǎŜŘ ŀ ŎƻƳōƛƴŀǘƛƻƴ ƻŦ ƳŜǘƘƻŘǎ ŀǘ twмф ǘƻ ŀǎǎŜǎǎ ŎƻƳǇŀƴƛŜǎΩ ǿƘƻƭŜǎŀƭŜ ŜƴƘŀƴŎŜƳŜƴǘ 
costs. This includes deep and shallow dive assessments as appropriate, along with benchmarking 
business plan and historical data. It has then made bespoke efficiency challenges depending on the 
modelled outputs and the application of specific efficiency factors. We welcome the approach Ofwat 
has taken. 

In the table below, we set out a breakdown of those cost categories where we are providing 
additional data. 
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Enhancement cost category IAP 
type 

South Staffs 
submitted gross 
costs Sept 2018 
(£m 17/18 CPIH) 

Ofwat IAP gross 
allowance 

(£m 17/18 CPIH) 

Costs not allowed 
(£m 17/18 CPIH) 

Improving taste/odour colour 
(cost adjustment claim ς CAC) 

Dive 74.35 55.44* 18.91 

Investment to address raw water 
deterioration 

Dive 13.82 6.49 7.33 

New development costs Model 75.44 41.57 33.87 

Demand-side enhancements to 
the supply/demand balance 

Dive 16.09 9.97 6.12 

WINEP Eels Regulations Dive 2.92 2.33 0.590 

Company-specific efficiency 
(including within cost adjustment 
claim) 

n/a n/a n/a 0.980 (+ 3.35 CAC) 

Total 182.62 115.80 67.80 

* Including Severn Trent Water contribution. 

We set out our representation on this issue in more detail in the addendum to appendix A29 (RA02). 

Cost adjustment claim allowances 

Ofwat has used its cost adjustment claim mechanism to assess unique or atypical material costs that 
we consider are not reflected in our cost baselines ς namely, adding an extra treatment stage at our 
Hampton Loade and Seedy Mill water treatment works combined with a strategic trunk mains 
cleaning programme for up to 100km of mains leaving both works. The value of this claim is £63 
million (£74 million gross). 

²Ŝ ǿŜƭŎƻƳŜ hŦǿŀǘΩǎ ŦŜŜŘōŀŎƪ ƻƴ ƻǳǊ ŎƭŀƛƳΣ ŀƴŘ ǿŜǊŜ ǇƭŜŀǎŜŘ ǘƻ ǊŜŎŜƛǾŜ ŀƴ Ψ!Ω ƛƴ ǘƘŜ L!t ŦƻǊ ǘƘŜ 
evidence we submitted in support of it. The expenditure outlined in our claim is important for our 
customers and we have worked hard to ensure that it has evidenced our needs effectively. As part of 
the IAP, Ofwat carried out a deep dive assessment to appraise our claim. We have scrutinised this 
assessment and have provided additional evidence for the need for the adjustment, and the 
robustness and efficiency of our costs. ²Ŝ ŀǊŜ ŎƻƴŦƛŘŜƴǘ ƛǘ ƳŜŜǘǎ hŦǿŀǘΩǎ ƳŀǘŜǊƛŀƭƛǘȅ ǘƘǊŜǎƘƻƭŘΦ 

In its deep dive assessment, Ofwat stated that £8.86 million of our cost adjustment claim should be 
included in our modelled baseline costs. In reaching this conclusion, Ofwat has assumed that all base 
maintenance capital expenditure costs ongoing at both water treatment works are reflected in this 
value ς that is, across all treatment processes on each site. We are challenging this assumption using 
both historical and forecast capital expenditure and contend that our average maintenance spend of 
£6.83 million over the period 2010 to 2025. These are already included in our baseline costs, and will 
continue to be incurred during construction and once the additional treatment stage has been 
brought into commission at both works. We think this should be factored into any assessment of an 
implicit allowance challenge. 
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We reiterate that we will carry out the construction of the additional filtration stage at both water 
treatment works offline. As such, it will not impact on our normal operations or on the maintenance 
we carry out on our treatment works. Nor will it impact on the quality and volume of water we supply 
to our customers. 

Ofwat also considered that our £4 million trunk mains cleaning programme should be allocated to our 
modelled baseline costs. We believe this is an integral part of the commissioning of works and 
ensures the benefits of the additional treatment stage reaches our customers. As such, it is not a 
ΨōǳǎƛƴŜǎǎ ŀǎ ǳǎǳŀƭΩ ŀŎǘƛǾƛǘȅΦ ²Ŝ ƪƴƻǿ ǘƘŀǘ ǘƘŜǊŜ ƛǎ ŀ ƭŜǾŜƭ ƻŦ ǎŜŘƛƳŜƴǘ ōǳƛƭǘ ǳǇ ŀŎǊƻǎǎ ƻǳǊ ǎǘǊŀǘŜƎƛŎ 
mains network, and while we already carry out mains cleaning, it will not deliver the step change we 
need. This is why we have proposed a one-of cleaning programme, using a range of techniques ς 
including more aggressive methods ς in addition to our normal operational mains cleaning to ensure 
we can deliver the step change in the quality of water our customers receive at the earliest 
opportunity.  

Ofwat has also applied a company-specific efficiency challenge within its deep dive assessment. 
Following our base cost allowance representations outlined above and discussed in more detail in 
resubmission appendix RA01, we consider than the efficiency challenge applied to enhancement 
costs should be removed. 

As we set out in our September 2018 business plan submission, we have started the procurement 
process to appoint delivery partners for our cost adjustment claim. We used an EU-compliant 
procurement process and used a range of criteria to evaluate the bids ς including technical solutions, 
programme management, environmental management and the quality of the proposed delivery 
team. The procurement process is ongoing, but we are encouraged by the prices we have received 
and the number of alternative and innovative solutions that have been supplied. 

We set out our representation on this issue in more detail in the addendum to appendix A33 (RA03). 

Industry representations 

Summary of industry representation on leakage funding 

NERA Economic Consulting was commissioned by nine companies to review the approach Ofwat 
outlined in its IAP about proposed targets for leakage reduction and the funding arrangements to 
achieve this reduction. 

Ofwat requires all companies to have a performance commitment for leakage, and that this is to have 
a financial incentive attached to it. In its PR19 methodology, Ofwat stated that it expected companies 
to set their performance commitment targets at upper quartile for the sector as a whole, together 
with the expectation that all companies achieve at least a 15% reduction. This is 1% more than the 
largest leakage reduction at PR14. Ofwat has not allowed enhancement expenditure to fund this 15% 
reduction for eight companies, although it has partially allowed some enhancement expenditure for 
ten companies that are committing to a reduction beyond a 15%. 

b9w!Ωǎ ǊŜǇǊŜǎŜƴǘŀǘƛƻƴ ŎƻƴǎƛŘŜǊǎ ǘƘŀǘ hŦǿŀǘΩǎ ŀǇǇǊƻŀŎƘ ǿƛƭƭ ƴƻǘ ǊŜǎǳƭǘ ƛƴ ŀ ƭŜǾŜƭ ƻŦ ǊŜƎǳƭŀǘŜŘ ǊŜǾŜƴǳŜ 
sufficient enough to deliver the stretching leakage target. See resubmission appendix RA04 for more 
detail on this representation. 
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Summary of frontier shift industry representation 

In the initial modelling, Ofwat has applied a net frontier shift efficiency challenge of 1.5% a year. This 
is based on a 1% a year frontier shift plus a further 0.5% a year from the incremental benefit of the 
totex programme. We consider there are limitations with the current approach, notably: 

¶ there is no allowance for real price effects (RPEs), which appears to be partly the result 
of an assumption that CPIH covers input price inflation for the range of costs we face. If 
this is true, then there should be some acknowledgement that an amount of 
productivity growth would be captured within CPIH. The current approach does not 
seem to recognise this; 

¶ although CPIH covers a basket of measures, we do not consider that it reflects 
inflationary pressures on all costs. In particular, we have highlighted average earnings 
and electricity as areas where we think costs are subject to real price effects, which is 
consistent with previous price reviews; 

¶ underlying productivity growth across the UK and the western world has slowed, and 
the statistics are well documented ς ŦƻǊ ŜȄŀƳǇƭŜΣ ǘƘŜ .ŀƴƪ ƻŦ 9ƴƎƭŀƴŘΩǎ ŜǎǘƛƳŀǘe annual 
tracker productivity growth as set out below. 

 1996/ 
2007 

2008/ 
2010 

2011/ 

2014 

2015/ 
2018 (Q1) 

2018 (Q4)/ 
2022 (Q1) 

Total factor 
productivity 
(TFP) growth 

1% ҍ0.6% ҍ0.1% 0.2% 0.3% 

While it can be argued that certain sectors may be affected more than others, it should 
be noted that as water companies, we rely on contracting with our partners and the 
supply chain to deliver large amounts of our infrastructure. So we are not immune from 
these economic side-effects; and 

¶ there is some rationale for additional stretch, founded on a report from KPMG. The 
report analyses recent outperformance in distribution network operators (DNOs), which 
is largely attributed to the introduction of a totex/outcomes framework. We consider 
that there are limitations with this simplistic approach in that does not revisit the 
appropriateness of the initial DNO allowances or distinguish between efficiency and 
underspend. 

Going forward, we would urge that Ofwat reconsiders its approach to RPEs and make an allowance of 
between 0.3% and 0.4% as set out in our submission. We would also ask Ofwat to review the 
approach of forecasting productivity growth and to consider the slowdown rates forecast for the 
wider economy and the review the weighting applied to the analysis by KPMG. 

We include more detail on this is resubmission appendix RA05. 
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1. Making water count ς now and in the future 

Summary 

We provide an essential public service for our customers. They trust us to always do this and value 
what we do. So, we share information with them every month about how we are performing. We 
have made important progress on improving water quality, the reliability of our water supply and 
our customer service. We have achieved this while maintaining strong cost efficiency both in terms 
of our wholesale and retail activities. 

We have planned effectively for the current period (2015 to 2020). But we have also been flexible, 
adapting our plans to reflect changing circumstances ς be that through investing in emerging 
priorities, from adding ultraviolet (UV) treatment at our Hampton Loade and Seedy Mill water 
treatment works to demonstrating resilience through нлмуΩǎ freeze/thaw event and the hot 
summer, and increasing our investment in leakage. We are investing at levels that are broadly 
consistent with those we proposed for this period. Overall, we are pleased with our track record in 
the current period and are challenging ourselves to drive further improvements. 

Everything we do starts and ends with our customers. Their priorities and expectations are at the 
heart of all our decision making and have shaped our plans. In recent years, we have made a step 
change in our approach to engagement ς focusing our attention on talking with and listening to 
our customers, and using our day-to-day interactions with them to provide further insight and 
triangulate our research. This is so we can really understand the things that matter to them.  

²Ŝ ƘŀǾŜ ǳǎŜŘ ƛƴƴƻǾŀǘƛǾŜ ŀǇǇǊƻŀŎƘŜǎ ŀƴŘ ΨŎƻ-ŎǊŜŀǘƛƻƴΩ ς asking customers to work with us to 
develop ideas and solutions that are most suited to their needs and expectations. Since April 2017, 
we have engaged with more than 40,000 customers directly. We think the breadth and depth of 
ǘƘƛǎ ŜƴƎŀƎŜƳŜƴǘ Ƙŀǎ ƎƛǾŜƴ ǳǎ ŀ ǊŜŀƭ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ƻŦ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǇǊƛƻǊƛǘƛŜǎ ŀƴŘ ǘƘŜ ǎŜǊǾƛŎŜǎ 
they want us to deliver. We have also assessed where we can combine our regular interactions 
with customers ς particularly those who are hard to reach ς with the things we are learning from 
our wider engagement. We know that our plan delivers what our customers want.  

This plan focuses on outcomes, which are the promises we have made to our customers about the 
services we will deliver and how we will run our business. These promises are about how we will 
be making water count, now and in the future. 

We are a high-performing company and want to lead the sector going forward, which means 
looking at our own performance ς and that of the best performing companies in the sector. It also 
ƳŜŀƴǎ ƭƻƻƪƛƴƎ ŀǘ ǘƘŜ ΨōŜǎǘ ƛƴ ŎƭŀǎǎΩ ƛƴ ƻǘƘŜǊ ǎŜŎǘƻǊǎΦ ²Ŝ ǘƘƛƴƪ ŘŜƭƛǾŜǊƛƴƎ ǘƘŜ ǇǊƻƳƛǎŜǎ ƻǳǊ 
customers have helped to shape will enable us to achieve this. Over the lifetime of this plan, we 
will invest and spend £588 million (net total expenditure) to provide the essential services our 
customers have said they want and expect ς more than we have ever done before. 
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1.1 Making water count ς our promises to our customers 

 

1.2 Where we are now ς accounting for our current performance 

We provide an essential public service to our customers. So, it is vital that they trust us to always do 
this. To help us build that trust we share information with them and other stakeholders about how 
we have performed each year and the work we are doing to deliver the things that matter to them. 

We want our customers to value us. So, we always aim 
to be honest and transparent with them in everything 
we do. We are unique in the sector in that since July 
2017 we have used our online customer dashboard5 
όƻǳǊ ΨŘŀǎƘōƻŀǊŘΩύ to publish our performance in a way 
that is transparent for our customers and easy for 
them to understand. Transparency is a key component 
of public service and we think we lead the sector in 
this respect. We know that making performance data 
ŀǾŀƛƭŀōƭŜ ƻƴŎŜ ŀ ȅŜŀǊ ƛǎ ƻǳǘ ƻŦ ǎǘŜǇ ǿƛǘƘ ŎǳǎǘƻƳŜǊǎΩ 
expectations, which is why we publish information 
about our performance every month. 

We have planned effectively for the period 2015 to 
2020 and are measuring our performance in five key 
areas that our customers have said are important to 
them. These are: 

¶ excellent water quality; 

¶ secure and reliable supplies; 

¶ an excellent customer experience;  

                                                           
5 www.south-staffs-water.co.uk/about-us/our-performance-dashboard 

Our dashboard. 

https://www.south-staffs-water.co.uk/about-us/our-performance-dashboard
http://www.south-staffs-water.co.uk/about-us/our-performance-dashboard
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¶ environmentally sustainable operations; and 

¶ fair customer bills. 

We outline our performance to date in each of these areas below and discuss it in more detail in our 
annual report and accounts, which we published in July 20186. In July, we also set out our 
performance over the period 2015/16 to 2017/18 and forecast forward to 2019/207. In preparing the 
forecasts we put forward here, we have adopted the same approach and confirm that our views on 
forecasted performance have not changed since July 2018. 

Below we set out our performance since April 2015. Overall, we present a strong performance track 
record in the current period (2015 to 2020) in terms of: 

¶ our existing performance commitments; 

¶ compliance with our legal regulatory requirements; 

¶ delivering important investment commitments; and 

¶ financial efficiency, both for our wholesale and retail activities. 

Where our performance has fallen short in some areas we have refocused management attention, 
reflected on lessons learned and invested to correct underperformance. We are forecasting to 
continue the strong work and build on this level of performance in the remainder of the period and 
create a platform for further advancement in the next. 

In summary, in the three years to date we have met 27 of our performance measures out of a total of 
42. When we consider our forecast position for the remainder of the current period (2018/19 and 
2019/20) we believe we will meet 51 of our total of 70 commitments8. Based on our performance to 
date we have earned a net performance reward of £1.108 million and are forecasting to earn a total 
reward for the period from 2015/16 to 2019/20 of £2.92 million. 

1.2.1 Delivering excellent water quality 

LƳǇǊƻǾƛƴƎ ǿŀǘŜǊ ǉǳŀƭƛǘȅ ƛǎ ǘƘŜ Ƴŀƛƴ ǇǊƛƻǊƛǘȅ ƻŦ ƻǳǊ ōǳǎƛƴŜǎǎΦ ¢ƘŜ ǘŀǊƎŜǘ ŦƻǊ ǘƘƛǎ όǘƘŜ ΨaŜŀƴ ½ƻƴŀƭ 
/ƻƳǇƭƛŀƴŎŜΩύ ƛǎ ƴƻǿ ǎŜǘ ŀǘ 100% compliance with drinking water quality regulations. We are 
disappointed not to have met this target in 2017/18 as 15 out of nearly 23,000 samples did not meet 
the required standards. 

Despite this, our water quality remains at a very high standard overall. We have increased our 
investment in this area by more than 25% since April 2015. This includes making notable water 
quality investments at our Hampton Loade and Seedy Mill water treatment works, which were not 
included in our previous business plan or funded by our final determination as part of the regulator 

                                                           
6 Ψ!ƴƴǳŀƭ wŜǇƻǊǘ ŀƴŘ !ŎŎƻǳƴǘǎ ǘƻƎŜǘƘŜǊ ǿƛǘƘ ǘƘŜ !ƴƴǳŀƭ tŜǊŦƻǊƳŀƴŎŜ wŜǇƻǊǘΥ ¸ŜŀǊ 9ƴŘŜŘ ом aŀǊŎƘ нлмуΩΣ {ƻǳǘƘ 
Staffordshire Water Plc, July 2018. www.south-staffs-water.co.uk/media/2229/full-statutory-accounts-and-annual-
performance-report-2017-18.pdf 
7 Ψ{ƻǳǘƘ {ǘŀŦŦǎ ²ŀǘŜǊ twмп wŜŎƻƴŎƛƭƛŀǘƛƻƴǎΩΣ {ƻǳǘƘ {ǘŀŦŦƻǊŘǎƘƛǊŜ ²ŀǘŜǊ tƭŎΣ Wǳƭȅ нлмуΦ www.south-staffs-
water.co.uk/media/2223/ssc-accounting-for-past-delivery.pdf 
8 Five of our failed targets relate to carbon reduction. We have not met this target mainly because of the change in subsidy 
approach for this type of investment. 

https://www.south-staffs-water.co.uk/media/2229/full-statutory-accounts-and-annual-performance-report-2017-18.pdf
https://www.south-staffs-water.co.uk/media/2223/ssc-accounting-for-past-delivery.pdf
http://www.south-staffs-water.co.uk/media/2229/full-statutory-accounts-and-annual-performance-report-2017-18.pdf
http://www.south-staffs-water.co.uk/media/2229/full-statutory-accounts-and-annual-performance-report-2017-18.pdf
http://www.south-staffs-water.co.uk/media/2223/ssc-accounting-for-past-delivery.pdf
http://www.south-staffs-water.co.uk/media/2223/ssc-accounting-for-past-delivery.pdf
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hŦǿŀǘΩǎ last periodic review9 in 2014 (PR14)Φ ²Ŝ ƪƴƻǿ ǘƘŀǘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜǊƛŜƴŎŜ ƻŦ ǘƘŜ ǿŀǘŜǊ 
we provide to them is crucial. We call this ƳŜŀǎǳǊŜ Ψ!ŎŎŜǇǘŀōƛƭƛǘȅ ƻŦ ²ŀǘŜǊ ǘƻ /ǳǎǘƻƳŜǊǎΩ (or 
Ψ!ƻ²ǘ/Ωύ and it tracks how many customers contact us with an issue with the water we supply. 
Typically, this is to do with its taste, colour or odour. 

For the current period, Ofwat determined that the performance level should be the same for all 
companies, setting it at a level that was considerably better than the one we had proposed. While 
this has been a real challenge, we are delighted that through hard work, management focus and 
increased investment since 2015, we have reduced the number of customers contacting us under the 
AoWtC measure by 15% in 2016/17 and by a further 14% in 2017/18. Our main areas of investment 
to mitigate underperformance have been in: 

¶ increasing our network flushing resource; 

¶ ŀŘƻǇǘƛƴƎ {ƘŜŦŦƛŜƭŘ ¦ƴƛǾŜǊǎƛǘȅΩǎ Prediction of Discolouration in Distribution Systems 
(PODDS) approach (which we discuss in section 5.4.2); and 

¶ implementing a calm network training rig at our Trent Valley training centre, 
accompanied by a new calm network training approach for all directly employed and 
supply chain network technicians. 

We are proud of this improvement; we are forecasting that this trend will continue through to 2020 
and beyond ς and that in doing so, we will achieve the performance commitment level of 1.23 
contacts per thousand of population. We have not had any incidents during the current period that 
the Drinking Water Inspectorate has classified as ΨMajorΩ. We have also reviewed our compliance in 
period against our legal obligations in respect of drinking water regulations and have concluded that 
they have all been met. 

1.2.2 Maintaining secure and reliable supplies 

Another key priority for us is to maintain secure and reliable water supplies to our customers. We are 
delighted with our overall performance in this area and we have achieved or bettered all nine of our 
specific targets; we are forecasting to continue this outperformance through to the end of the 
current period in March 2020 ς achieving seven minutes in each of the remaining years. 

Of the three years under review in the current period, we have beaten our performance commitment 
in each year and earned a reward as a result. In 2015/16 and 2016/17 our performance was among 
the very best in the sector. Last year, based on four supply incidents in particular, our performance 
declined ς but was still ahead of our performance commitment. 

  

                                                           
9 Most household customers in England and Wales cannot choose the company that supplies their water and sewerage 
services in the way they can their energy or broadband provider, for example. Instead, Ofwat, the economic regulator of the 
water sector in England and Wales, acts as an alternative to competition. Every five years, Ofwat asks the water companies 
to prepare a five-year business plan. It reviews these plans and decides whether the price, service and investment package 
companies have proposed will deliver the best outcomes for customers now and over the long term. This affects what 
customers pay in their bills for their water and sewerage, and the levels of service they receive. Ofwat will next set price 
controls in December 2019 (PR19) for the period from 1 April 2020 to 31 March 2025. 

https://www.ofwat.gov.uk/
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Both our asset serviceability measures (infrastructure and non-ƛƴŦǊŀǎǘǊǳŎǘǳǊŜύ ƘŀǾŜ ǊŜƳŀƛƴŜŘ ΨǎǘŀōƭŜΩ 
through the period. We are forecasting for this to remain stable for the next two years, based on a 
continued level of investment and maintenance. We have also achieved our targets in this area, 
despite the impact of the freeze/thaw event in March 2018, which contributed to a significant 
number of burst mains during 2017/18. 

1.2.2.1 Delivery and resilience during incidents 

The freeze/thaw event led to an increase in the demand for water across our network in 24 hours of 
around 25%. In terms of mains bursts, our reported levels increased approximately five-fold for 48 
hours. hŦǿŀǘΩǎ report on this event sets out company performance and lessons for the sector to 
reflect upon10. Of the 17 companies that submitted reports, we were one of the better performing 
ones with only 0.18% of our customers impacted by a supply interruption of greater than four hours, 
despite Ofwat acknowledging that the thaw was more severe in the southern and central regions of 
England and Wales.  

We have also reviewed the nature of our supply interruptions and have determined that these were 
the result of localised burst mains rather than a more strategic loss of supply ς for example, a service 
reservoir draining to empty. We note in particular that none of the customers in our Cambridge 
region were impacted by a supply interruption of more than four hours during this event. That said, 
we are reflecting on how we could have performed even better and discuss this in more detail in 
appendix A29. And in light of this incident, we have updated our winter contingency planning 
scenarios to further improve our resilience.  

In terms of impact on customers, our next most significant event in the current period, resulted from 
third-party damage to a strategic trunk main in the Wednesbury area of our South Staffs region in 
April 2018. This resulted in significant media interest, but all supplies were restored within three 
hours. The main customer impact was discolouration, which affected 676 customers. The Drinking 
Water Inspectorate classified this event as ΨSignificantΩ. We have managed discolouration over this 
period through a programme of mains cleaning and conditioning. Over the period 2020 to 2025, we 
are proposing (through a cost adjustment claim) significant investment in our Hampton Loade and 
Seedy Mill water treatment works accompanied by a strategic trunk mains cleaning programme that 
will greatly reduce the risk to customers of similar discolouration events. 

1.2.3 Delivering an excellent customer experience 

Since April 2015, we have continued to focus our attention on delivering an excellent experience for 
customers. As we prepared for the new price control period it was clear that while our service as 
measured by the main regulatory measure of customer service ς the Service Incentive Mechanism (or 
Ψ{LaΩύ ς was the best in the sector, our costs were only average. So in 2015, we took the difficult 
decision to close the contact centre in our Cambridge region and merge our billing systems as part of 
an efficiency programme. 

  

                                                           
10 Ψhǳǘ ƛƴ ǘƘŜ ŎƻƭŘΥ ²ŀǘŜǊ ŎƻƳǇŀƴƛŜǎΩ ǊŜǎǇƻƴǎŜ ǘƻ ǘƘŜ Ψ.Ŝŀǎǘ ŦǊƻƳ ǘƘŜ 9ŀǎǘΩΩΣ hŦǿŀǘΣ WǳƴŜ нлмуΦ www.ofwat.gov.uk/out-in-
the-cold/ 

https://www.ofwat.gov.uk/out-in-the-cold/
http://www.ofwat.gov.uk/out-in-the-cold/
http://www.ofwat.gov.uk/out-in-the-cold/
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We made a number of errors during this programme and, as a result, our service deteriorated. This 
resulted in a drop in our SIM score. It also resulted in a significant increase in complaints, particularly 
in our Cambridge region. We launched a recovery programme and are delighted to see that our 
performance has improved significantly, placing us back among the leading companies. This 
investment included: 

¶ a deliberate increase in our contact centre resources; 

¶ creating a team focused on our Cambridge customers; 

¶ expanding our offshore team to improve response times; and 

¶ removing our automated voice recognition system (ΨIVRΩ) based on customer feedback. 

These changes have resulted in a 37% reduction in the number of customer complaints and our 
average complaint response times reducing from nine days to around five days. In 2017/18, we 
achieved a combined SIM score that ranks us fourth in the sector. Our complaints level in our South 
Staffs region is at its lowest-ever level and, in the current year, has improved further by more than 
30%. We are confident of having the lowest level of complaints in the sector. We will continue to 
build on this strong position and are, based on this trajectory and the 2018/19 quarter 1 SIM result 
(fifth), forecasting upper quartile performance through to the end of the period, as well as continuing 
to reduce levels of complaints. 

This improvement in service has also enabled us to make our costs more efficient ς our comparative 
analysis suggests we have an upper quartile cost to serve. This means we are one of the leading 
companies in the sector when cost efficiency and service are combined. But we know our debt 
collection performance needs to improve as we assess our position to be around average. So, we are 
now investing heavily in this area in terms of new technology and data. We discuss our plans in more 
detail in section 3.2.2.1. 

For the first two years of the period we have achieved our own measure of customer satisfaction at 
98%. In 2017/18, we marginally missed this target with a score of 97%. Our analysis of this marginal 
reduction has not identified any particular themes. When set against the improvement in SIM 
performance and reduction in complaints, we are forecasting that we will meet the target in the last 
two years of the period. 

Finally, in relation to our community volunteering commitment, having not achieved the requisite 
number of days in the first two years of the period, we are pleased to report that we achieved the 
target in 2017/18. Based on the actions we have taken we are forecasting to continue this into the 
last two years of the period. 

1.2.4 Delivering operations that are environmentally sustainable 

We want to continue to protect our environment and make sure it is maintained to support future 
generations. As part of this, we are committed to reducing leakage levels as part of our commitment 
to managing demand for water over the long term. Since April 2015, we have made good progress in 
tackling leakage ς increasing resources by 55% in two years. 
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So, we are disappointed to have missed our leakage target in 2017/18, mainly because of the impact of 
the freeze/thaw event. This means we incur a financial penalty, which will result in a bill reduction for 
customers over the period 2020 to 2025. We are investing further in this area in smart network 
monitoring, increased manpower and the use of new technology, including the gradual introduction of 
a new trenchless automated leakage repair technique from Curapipe System Ltd. As a result of this, we 
are forecasting that we will meet our leakage targets in the remaining two years of the current period. 

In 2015/16 and 2016/17, we achieved our performance commitment for water efficiency, as 
measured by per capita consumption (ƻǊ ΨPCCΩ). This is the average volume of water each person uses 
every day. Despite our continued efforts, consumption increased during 2017/18 and we missed our 
target. Because of the prolonged period of hot, dry weather we experienced in 2018, our customers 
used around 20% more water than normal over an eight-week period. Our current analysis suggests 
that we will meet our target once standard normalisation adjustments are made for the extreme 
summer weather. We are forecasting that we will achieve our target for 2019/20, based on our 
ŎƻƴǘƛƴǳŜŘ ǇǊƻƎǊŀƳƳŜ ƻŦ ǿŀǘŜǊ ŜŦŦƛŎƛŜƴŎȅ ǿƻǊƪ ŀƴŘ ŀ ƳƻǊŜ ΨƴƻǊƳŀƭΩ ǿŜŀǘƘŜǊ ǇŀǘǘŜǊƴΦ 

We are also continuing to collaborate with the University of Cambridge on its ground-breaking 
Eddington development. This 150-hectare, 3,000-home development has embedded within it 
9ǳǊƻǇŜΩǎ ƭŀǊƎŜǎǘ ǊŀƛƴǿŀǘŜǊ ƘŀǊǾŜǎǘƛƴƎ ǎȅǎǘŜƳΣ ŘŜǎƛƎƴŜŘ ŀƴŘ ŜƴƎƛƴŜŜǊŜŘ ōȅ ƻǳǊǎŜƭǾŜǎ ǿƛǘƘ ǘƘŜ 
University. The PCC target of 80 litres of water per person per day (l/p/d) for the development is 
substantially ahead of our 2019/20 forecast for our Cambridge region overall of 143 l/p/d . We will 
continue to promote this development to developers and stakeholders as an exemplar and we are 
proud to have played our part in it. 

We have 80 participants in our SPRING and PEBBLE11 schemes, which encourage sustainable farming 
practices and biodiversity (and which we discuss in more detail in section 6.2.2.3). We are also 
actively working with 55 farmers and have initiatives in place to enhance water efficiency. We have 
beaten our biodiversity target in each of the three years so far and are forecasting to continue to 
deliver on our commitment in this area. 

Unfortunately, we based our current carbon commitment target on an assumption of a potentially 
large-scale investment in solar energy on a Ψspend to saveΩ basis. Changes in UK Government 
subsidies during the period has meant we concluded this investment is ƴƻǘ ƛƴ ŎǳǎǘƻƳŜǊǎΩ ƛƴǘŜǊŜǎǘǎ ƻǊ 
ours. So, we are forecasting that we will not achieve this target for the remainder of the period. 

Finally, we have reviewed our compliance in period against our legal environmental obligations and 
have concluded that they have been met. The Environment Agency has not taken out any 
enforcement action in either region in relation to abstraction licence compliance, discharge permits 
or pollution events. 

                                                           
11 hǳǊ {twLbD όΨ{ƭǳƎ tŜƭƭŜǘǎ wŜǘƘƛƴƪ ς LŘŜŀǎ ŦƻǊ bǳǊǘǳǊƛƴƎ DǊƻǿǘƘΩύ ŜƴǾƛǊƻƴƳŜƴǘŀƭ ǇǊƻǘŜŎǘƛƻƴ ǎŎƘŜƳŜ ƘŜƭǇǎ ŦŀǊƳŜǊǎ ŜȄǇƭƻǊŜ 
catchment friendly land management. Under the scheme, farmers in the River Blithe catchment in our South Staffs region 
can apply for grants of up to £10,000 for improvements to infrastructure and land management options designed to protect 
ǘƘŜ ŜƴǾƛǊƻƴƳŜƴǘ ŀƴŘ ƛƳǇǊƻǾŜ ǿŀǘŜǊ ǉǳŀƭƛǘȅΦ hǳǊ t9..[9 όΨtǊƻƧŜŎǘǎ ǘƘŀǘ 9ȄǇƭƻǊŜ .ƛƻŘƛǾŜǊǎƛǘȅ .ŜƴŜŦƛǘǎ ƛƴ ǘƘŜ [ƻŎŀƭ 
9ƴǾƛǊƻƴƳŜƴǘΩύ ŦǳƴŘ ŜƴƘŀƴŎŜǎ ŀƴŘ encourages biodiversity in the local environment. We make grants ranging from £500 to 
£10,000 available to organisations that are keen to enhance biodiversity within our South Staffs region. Projects can include 
anything that is designed the improve, restore or create new habitats and must be of benefit to the environment, the local 
community or both.  
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1.2.5 Fair customer bills 

We want to keep bills as low as possible for our customers ς we currently have some of the lowest 
bills of any company in the sector. Because we want to keep bills low we think carefully about where 
ǿŜ ƛƴǾŜǎǘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ƳƻƴŜȅ ǎƻ ǘƘŀǘ ǿŜ Ŏŀƴ ŀƭǿŀȅǎ Ŧƛnd the right balance. Our annual tracker 
survey for 2017/18 showed satisfaction with value for money and affordability to be at 94%12 ς an 
increase on the 2016/17 total and in line with our regulatory commitments. We are pleased to have 
achieved our commitment for the first three years of the period and based on this we are forecasting 
to achieve the target for the remainder of the period. 

Based on our extensive programme of work, we have achieved our target for supporting customers in 
debt in each of the first three years of the period. In all, in 2017/18 we have helped more than 29,000 
customers through a range of debt support initiatives. In addition, we have been promoting our 
Assure social tariff, which offers discounts for customers with the greatest financial need. Since its 
launch in 2016, we have moved more than 10,000 customers onto our social tariff. Based on 
established demand from our customers and our delivery track record to date we are forecasting to 
meet this performance target in the remainder of the period. 

Table 1 Financial performance commitments, 2015/16 to 2019/20  

Performance 
commitment 

15/16 
PCL* met 

16/17 
PCL met 

17/18 
PCL met 

18/19 
PCL met 

19/20 
PCL met 

Cumulative ODI* 
(£m) 

15/16  
to  

17/18 

18/19 
to 

19/20 

Mean Zone 
Compliance 

No Yes No No No ҍ£0.2003 £0 

Acceptability of 
water to customers 

No No No Yes Yes ҍ£0.4986 £0 

Interruptions to 
supply 

Yes Yes Yes Yes Yes £2.0240 £1.8120 

Serviceability 
infrastructure 

Yes Yes Yes Yes Yes £0 £0 

Serviceability non-
infrastructure 

Yes Yes Yes Yes Yes £0 £0 

Leakage: South 
Staffs region 

Yes Yes No Yes Yes £0 £0 

Leakage: 
Cambridge region 

Yes No No Yes Yes ҍ£0.2166 £0 

* Note: PCL = performance commitment level; ODI = outcome delivery incentive. Cumulative ODIs are in 2012/13 prices net 
of tax. 

  

                                                           
12 {ƻǳǊŎŜΥ hǳǊ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜ ǘǊŀŎƪŜǊΣ нлмтκмуΦ ¢Ƙƛǎ ŦƛƎǳǊŜ ƛǎ ǘƘŜ ŎƻƳōƛƴŜŘ ǇŜǊŎŜƴǘŀƎŜ ƻŦ ŎǳǎǘƻƳŜǊǎ ǿƘƻ ΨǎǘǊƻƴƎƭȅ 
ŀƎǊŜŜŘΩΣ ΨŀƎǊŜŜŘΩ ŀƴŘ ΨƴŜƛǘƘŜǊ ŀƎǊŜŜŘ ƻǊ ŘƛǎŀƎǊŜŜŘΩ ǘƘŀǘ ƻǳǊ ǎŜǊǾƛŎŜ ƛǎ ǾŀƭǳŜ ŦƻǊ ƳƻƴŜȅ ŀƴŘ ƻǳǊ ǿŀǘŜǊ ōƛƭƭǎ ŀǊŜ ŀŦŦƻǊŘŀōƭŜΦ 
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Table 2 Reputational incentives, 2015/16 to 2019/20 

Performance commitment 15/16 
PCL met 

16/17 

PCL met 

17/18 
PCL met 

18/19 
PCL met 

19/20 
PCL met 

Customer satisfaction Yes Yes No Yes Yes 

Community engagement No No Yes Yes Yes 

Water efficiency Yes Yes No Yes Yes 

Biodiversity Yes Yes Yes Yes Yes 

Carbon emissions No No No No No 

Value for money and affordability 
satisfaction 

Yes Yes Yes Yes Yes 

Support for customers in debt Yes Yes Yes Yes Yes 

1.2.6 Financial performance 

We are committed to investing wisely and running our business efficiently. So, we have been re-
investing efficiency savings in other key priorities and have sought to manage our operating costs 
efficiently ς in particular, to mitigate the effects of rising power costs. We have also stepped back and 
ŎƻƳǇŀǊŜŘ ƻǳǊ ōŀǎŜ ƻǇŜǊŀǘƛƴƎ Ŏƻǎǘǎ ŀƴŘ ŎŀǇƛǘŀƭ ƳŀƛƴǘŜƴŀƴŎŜ Ŏƻǎǘǎ όǿƘŀǘ hŦǿŀǘ Ŏŀƭƭǎ ΨōƻǘŜȄΩύ ŀƴŘ ǿŜ 
consider these place us among the most efficient companies in the sector. 

Below, we summarise our financial performance in the current period13. 

1.2.6.1 Expenditure 

¶ .ŜǘǿŜŜƴ нлмрκмс ŀƴŘ нлмтκму ǘƻǘŀƭ ŜȄǇŜƴŘƛǘǳǊŜ όƻǊ ΨǘƻǘŜȄΩύ ǿŀǎ £1.6 million under the 
amount agreed by Ofwat in our PR14 final determination. 

- During that period, we rebalanced our investment programme to reflect emerging 
challenges ς for example, we redirected £9.8 million to ensure the water quality 
at our production assets. 

- This was largely offset by a reduction of £8.1 million in infrastructure renewals. 

- Overall, our capital investment programme is £1.7 million overspent. We anticipate 
that this will be balanced out across the remaining years of the current period. 

¶ We are currently overspent by £1.1 million on our operating costs. This is mostly the 
result of rising power costs.  

¶ Over the current period our forecast position is to be in line with our final 
determination. 

  

                                                           
13 All figures in this section are in 2012/13 prices, unless otherwise stated. 
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1.2.6.2 Revenue 

We set our annual charges to align with the allowed revenue. Some under- or over-recovery is 
expected as customer demands can often vary ς for example, because of the weather. We are 
pleased that over the period, our forecasts have been robust and our variances are inside the 
tolerances set by Ofwat. 

¶ Between 2015/16 and 2017/18 our wholesale revenue was very close to that allowed in 
our final determination. 

- In 2015/16, our revenue was £0.2 million higher. This was deducted from our 
allowed revenue charges for 2017/18. 

- In 2016/17, our revenue was £0.9 million lower. This was largely because of lower 
than expected demand from our metered customers. 

- In 2017/18, our revenue was £0.2 million higher, mainly because of higher non-
household customer demand. 

¶ Our forecast for the planning period is to be in line with our final determination, when 
the adjustments for the above are applied. 

¶ Household revenue is forecast to be within 1.3% of our assumptions. 

¶ Retail revenue is broadly in line with our assumptions. 

1.2.6.3 Developer contributions 

Developer contributions have been significantly higher than those included in our final 
determination. We are forecasting contributions to be £18.9 million higher than our final 
determination. This is mostly because of the higher costs associated with the volume of non-standard 
works, which is greater than forecast. We discuss this in more detail in resubmission appendix RA02. 

1.2.6.4 Incentives 

In terms of our performance commitments for the remaining two years of the current period, our 
expectation is that we will achieve a maximum reward for our performance in relation to supply 
interruptions and that all other performance commitments will neither earn a reward nor incur a 
penalty overall. 

1.2.7 What we have delivered for customers since April 2015 

Below we summarise some of the key things we have delivered for customers since April 2015. They 
demonstrate the scope and ambition we have carried forward in this plan. They also demonstrate our 
ŦƭŜȄƛōƛƭƛǘȅ ƛƴ ŀŘŀǇǘƛƴƎ ǘƻ ŎƘŀƴƎƛƴƎ ŎƛǊŎǳƳǎǘŀƴŎŜǎ ŀƴŘ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎ ς and how we have 
responded to our current outcomes. This is because some of what we have already delivered, or will 
have delivered by 2020 ς such as the addition of ultraviolet (UV) treatment at our Hampton Loade 
and Seedy Mill water treatment works ς was not included in our last plan. 

We have been working hard to improve our performance and get ourselves into the best possible 
position to deliver our ambitious plan for the period 2020 to 2025 and beyond. This includes looking 
at our existing measures of performance, but also making sure our new ones are sufficiently 
ǎǘǊŜǘŎƘƛƴƎ ŀƴŘ Ǝƻ ŦǳǊǘƘŜǊ ǘƘŀƴ ǿŜ ƘŀǾŜ ŜǾŜǊ ŘƻƴŜ ǘƻ ƳŜŜǘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ƘƛƎƘ ŜȄǇŜŎǘŀǘƛƻƴǎ ŦƻǊ ǘƘŜ 
experience they have with us. 
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The key outcomes delivered for customers since April 2015. 

1.3 Using engagement to deliver a positive customer experience 

We have carried out a substantial programme of customer engagement coupled with analysing our 
day-to-day customer interactions to fully understand what our customers want from us. After we 
submitted our PR14 business plan, we continued to engage with our customers by: 

¶ running an online research panel of more than 1,000 customers during 2014 and 2015, 
using focus groups and a quantitative survey to understand how we could improve the 
functionality and design of our company websites; 

¶ setting up our annual customer satisfaction tracker in 2015, which enabled us to start 
regularly measuring indicators like brand perception, operational performance levels, 
communications channels and customer awareness of our support services. We have 
contacted a consistently representative number of 400 household and 200 non-
household customers every year since 2015. We have also tracked their perceptions of 
overall satisfaction, value for money and bill affordability throughout the period 2015 to 
2019. The feedback we have received provides an important barometer for us to 
understand how well customers think we are delivering our PR14 business plan and 
focuses our efforts on putting in place action plans to improve the areas where 
customers are less satisfied; 
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¶ continuing to send focused satisfaction 
surveys to more than 12,000 customers each 
year shortly after they have interacted with 
us (for example, following a visit to fit a meter 
or when calling us to discuss their bill). We 
use this insight to develop action plans to 
address any weaker areas of our service 
performance, change processes and also to 
inform training for our people. This insight 
helps us to improve the service we provide 
for customers; and 

¶ carrying out an in-depth study in 2015 among 
more than 600 household customers to understand their views around introducing a 
social tariff. This engagement also explored how the tariff should be structured, what 
the eligibility criteria should be and, more importantly, the level of cross-subsidy that 

customers would support - most found a subsidy of £1.50 a year for each customer to 
be acceptable. We engaged with 400 household customers in 2018 and gained support 
from a majority of them (61%) to increase the level of subsidy to £3 a year for each 
customer from 2019/20 onwards. 

Then in 2017, we made a step change in our approach to customer engagement, focusing on treating 
ƻǳǊ ŎǳǎǘƻƳŜǊǎ ŀǎ ƛƴŘƛǾƛŘǳŀƭǎ ŀƴŘ ƳƻǾƛƴƎ ŀǿŀȅ ŦǊƻƳ ŀ ΨƻƴŜ ǎƛȊŜΣ Ŧƛǘǎ ŀƭƭΩ ŀǇǇǊƻŀŎƘΦ This has required a 
significant cultural shift within our business. At PR14, for example, we did not have a rounded 
engagement strategy, and had only limited ongoing customer and community engagement. 

Since then, we have been talking with and listening to more of our customers. This ongoing dialogue 
is helping us to understand more about who our customers are and the products and services they 
expect us to deliver, at a price they can afford to pay. We have also implemented a fully-rounded 
engagement strategy, developed from the bottom up, and adopted a longer-term focus to ensure 
customers remain at the heart of our engagement strategy now and in the future. And we have 
looked again at the role of the Customer Challenge Group (CCG), which we call the Independent 
Customer Panel14. We took the innovative step of setting up this Panel, which is an important part of 
the regulatory framework, as a separate legal entity with its own website containing information 
about members, and meeting minutes and reports. 

Following the appointment of an Independent Chair, we had no involvement in the creation of the 
Panel or the recruitment of its members. It provides truly independent challenge to us and assurance 
to Ofwat on the strength and quality of our customer engagement, and the degree to which that 
engagement is driving decision making in our business planning. We have been fully transparent with 
the Independent Customer Panel and have taken care to give members enough time to allow 
effective challenge of our approach and engagement. We have also taken a joined-up approach to 
ensure full accountability. So, as well as helping to select partners to work with us on our customer 
research, members of the Panel have: 

¶ ŀǘǘŜƴŘŜŘ ǇǊƻƧŜŎǘ ΨƪƛŎƪ-ƻŦŦΩ ƳŜŜǘƛƴƎǎ ǘƻ ŎƘŀƭƭenge our approach and methodology; 

¶ reviewed our customer engagement surveys and materials to ensure they are clear,  
fair and not leading in any way; 

                                                           
14 www.customer-panel.co.uk/ 

άPut simply, we are finding 
that speaking with and 
listening to our customers is a 
great source of inspiration for 
ǳǎΦ ²ŜΩƭƭ ŎŀǊǊȅ ƻƴ ǿƛǘƘ ǘƘƛǎ ǎƻ 
that we can serve our 
ŎǳǎǘƻƳŜǊǎ ōŜǘǘŜǊέ ς Phil 
Newland, Managing Director 

https://www.customer-panel.co.uk/
https://www.customer-panel.co.uk/
http://www.customer-panel.co.uk/
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¶ observed customer workshops, focus groups, deliberative events and forums; 

¶ challenged our partners at project de-briefs on key findings and conclusions; 

¶ challenged the action log we set up to ensure accountability and visibility of our  
decision making; and 

¶ followed the progress of our customer insight work closely. 

We have made positive changes as a result of robust challenge from the Independent Customer 
Panel, such as: 

¶ increasing sample sizes and how their balance is spread across our two supply regions; 

¶ making our survey questions and supporting materials more customer friendly; and 

¶ challenging how we used the outputs of the various sensitivity tests generated from our 
willingness to pay studies. 

We also gave the Panel opportunities to provide additional input and review the outcomes at a later 
stage. For example, the Panel challenged the reasons why we were not using scaled and unscaled 
willingness to pay values in our Investment Optimiser tool. We reviewed our position and then 
invited the Panel to consider the impact the two sets of figures had on our investment plans. This 
gave us additional confidence in the outputs. We are confident that our approach has helped to 
provide a better outcome for our customers. We are fully committed to maintaining ς and improving 
ς this open, transparent relationship with the Panel. We find it to be of genuine value. 

The Panel also formed sub-groups to explore certain areas in more detail ς for example, on: 

¶ vulnerability; 

¶ capital expenditure; 

¶ ŎǳǎǘƻƳŜǊǎΩ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ Ǉŀȅ for service improvements; and 

¶ outcome delivery incentives. 

This has enabled the Panel to channel its resources more 
efficiently and consider our plan in more detail. It has also 
enabled us to call on the expertise of its members to 
challenge our approach and test our thinking in these 
important areas. 

Our Executive team and the Non-executive Directors on 
our Board have been very supportive of, and actively 
involved in, our customer engagement. They have 
attended meetings, workshops and focus groups, talking 
with and listening to a wide range of customers. This has 
helped to embed our engagement firmly within our 
business. 

We have also developed our supply chain. At PR14, we 

used four providers to carry out our engagement 

programme. Because our approach to engagement is now 

wider and more robust, over the past two years we have 

used ten specialist agencies. We have selected these 

partners carefully to ensure they have the right credentials 

Phil Newland, our MD, (right) and Pete Aspley, 
our Wholesale Director, (left) at our stand at the 
Staffordshire County Show in May 2018. 



Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

48 

and levels of experience to help us deliver our engagement programme. In autumn 2017, we set up 

our first customer research strategic supplier framework to help us deliver our engagement projects 

and build a deep understanding of our business and our customers. 

We list our specialist engagement partners in table 3 below and set out more detail about our 
engagement projects in appendix A1. We will look at how we can work more effectively with our 
partners and further strengthen our supplier framework as we move forward. 

Table 3 Specialist customer engagement partners 

Our preferred customer engagement supply chain partners 

Accent Community Research 

PJM Economics Impact Utilities 

Blue Marble WaterSmart 

QA Research Bright Navigator 

DJS Research Explain Research 

1.3.1 Taking a more rounded approach to customer engagement 

Our new approach to customer engagement is about using dialogue to give us a fully rounded view of 
our key customer and stakeholder groups, which include: 

¶ current household customers ς such as 
different socio-economic groups and life  
stages, with a particular focus on our 
engagement with vulnerable and hard-to-
reach customers; 

¶ our future household customers ς including 
ƻǳǊ ƴŜǿ ¸ƻǳƴƎ LƴƴƻǾŀǘƻǊǎΩ tŀƴŜƭΤ 

¶ non-household customers ς such as small 
businesses, large corporations and 
organisations that rely on water to enable 
them to carry out their day-to-day 
operations; 

¶ non-household/business market retailers ς 
which buy water from us on behalf of their 
end business customers and provide a range of retail services such as billing, meter 
reading and handling customer service queries; 

  

άL ǿŀƴǘ ŜǾŜǊȅ ƛƳǇƻǊǘŀƴǘ 
decision we take as a business 
to be based on what our 
customers need or say is 
important to them. We all 
have to understand what 
really great customer service 
ƭƻƻƪǎ ƭƛƪŜέ ς Nick Hollaway, 
Customer Research and 
Insight Manager 
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¶ developers, self-lay providers ς or SLPs15, and new appointments or variations ς or 
b!±ǎΣ ŀƭǎƻ ƪƴƻǿƴ ŀǎ ΨƴŜǿ ŀǇǇƻƛƴǘŜŜǎΩ16; 

¶ community and customer organisations and advocates ς such as the Consumer Council 
for Water (or ΨCCWaterΩύ, Citizens Advice, local Chambers of Commerce, environmental 
organisations, local government and housing associations; and 

¶ regulatory organisations ς Ofwat, the Environment Agency and the Drinking Water 
Inspectorate. 

We also built on our learnings at PR14 that we need to go further to better understand the priorities 
of customers in our South Staffs and Cambridge regions across all aspects of the services we provide. 
So, in our qualitative and quantitative engagement, we have made sure that we have spoken to a 
robust, representative number of customers that reflect the regional demographics of both regions. 
We list all the engagement activity we have used to shape our plans in appendix A1. It has also 
encouraged us to link up with our neighbouring water companies in both regions ς Severn Trent 
Water, Affinity Water and Anglian Water ς and work collaboratively with them where appropriate to 
deliver the best and most resilient solutions for our shared customer base.  

²Ŝ ƘŀǾŜ ŘŜǾŜƭƻǇŜŘ ŀ ǎŜǘ ƻŦ ΨǊǳƭŜǎ ƻŦ ŜƴƎŀƎŜƳŜƴǘΩ, which build on the learnings from our PR14 
customer engagement. These have helped to ensure our robust approach, which has given us a 
ōŜǘǘŜǊ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ƻŦ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎΦ 9ȄŀƳǇƭŜǎ of these rules include: 

¶ using a multi-stage approach for many of our projects to give us time to adapt as the 
project progresses. We have found that carrying out up-front qualitative research with 
customers to help us shape the quantitative stage has been very effective and given us 
more confidence in the findings;  

¶ being flexible and adapting our approach in response to customer feedback and to test 
new questions and ideas that have emerged from the insights. For example, we carried 
out further research on water recycling after it was mentioned regularly as a priority 
area for customers in our early engagement; 

¶ responding to unexpected results emerging from our engagement and testing our 
ŦƛƴŘƛƴƎǎ ǘƻ ōŜǘǘŜǊ ǳƴŘŜǊǎǘŀƴŘ ŎǳǎǘƻƳŜǊǎΩ ǊŜǎǇƻƴǎŜǎΦ For example, we carried out two 
waves of willingness to pay research (see section 1.3.3.1 below); and 

¶ keeping customers engaged and informed throughout projects to improve their 
experience of taking part. For example, we gave customers tasks to complete before 
qualitative focus groups and reconvened some of these groups to discuss complex topics 
in more depth. 

  

                                                           
15 If a building development needs a new water main or sewer pipe laying, the developer can contract someone other than 
ǘƘŜ ƭƻŎŀƭ ǿŀǘŜǊ ŎƻƳǇŀƴȅ ǘƻ Řƻ ǘƘŜ ǿƻǊƪΦ ¢Ƙƛǎ ƛǎ ƪƴƻǿƴ ŀǎ ΨǎŜƭŦ-ƭŀȅΩ ŀƴŘ ǘƘŜ ōǳǎƛƴŜǎǎŜǎ ǘƘŀǘ ŎŀǊǊȅ ƻǳǘ ǘƘƛǎ ǿƻǊƪ ŀǊŜ ƪƴƻǿƴ ŀǎ 
ΨǎŜƭŦ-ƭŀȅ ǇǊƻǾƛŘŜǊǎΩ ƻǊ {[tǎΦ 
16 ! ΨƴŜǿ ŀǇǇƻƛƴǘƳŜƴǘ ƻǊ ǾŀǊƛŀǘƛƻƴΩ ƻǊ b!± ƛƴǾƻƭǾŜǎ ƻƴŜ ǿŀǘŜǊ ŎƻƳǇŀƴȅ ǊŜǇƭŀŎƛƴƎ ŀƴƻǘƘŜǊ ŀǎ ǘƘŜ ǎǳǇǇƭƛŜr of water only or 
water and sewerage services for a specific geographic area. 

https://www.gov.uk/government/organisations/environment-agency
http://www.dwi.gov.uk/
http://www.dwi.gov.uk/
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A key aim oŦ ƻǳǊ ŎǳǎǘƻƳŜǊ ŜƴƎŀƎŜƳŜƴǘ Ƙŀǎ ōŜŜƴ ǘƻ ŀƭƛƎƴ ƛǘ ŎƭƻǎŜƭȅ ǿƛǘƘ hŦǿŀǘΩǎ ƻōƧŜŎǘƛǾŜǎ ŦƻǊ twмф ς 
great customer service, affordable bills, resilience in the round and innovation. We have made a 
positive start to embedding a long-term customer focus within our busƛƴŜǎǎ ŀƴŘ ŘŜǾŜƭƻǇƛƴƎ ŀ ΨōǳǎƛƴŜǎǎ 
ŀǎ ǳǎǳŀƭΩ ŎǳǎǘƻƳŜǊ ŜƴƎŀƎŜƳŜƴǘ ŀƴŘ ǇŀǊǘƛŎƛǇŀǘƛƻƴ ǎǘǊŀǘŜƎȅΦ This includes drawing down on the themes 
of hŦǿŀǘΩǎ Ψ¢ŀǇǇŜŘ LƴΩ17 report to ensure that our engagement approach takes us further towards 
meeting the six key ambitions it set out. As part of our new approach, we have also cross-referenced 
our business as usual insight with the wide-ranging formal engagement carried out for this plan. 

Another key aim is transparency. So, ŀǎ ǇŀǊǘ ƻŦ ƻǳǊ ΨaŀƪƛƴƎ ǿŀǘŜǊ ŎƻǳƴǘΩ ŎŀƳǇŀƛƎƴΣ ǿŜ launched a 
series of web pages that enable customer feedback and interaction. More than 1,500 customers have 
taken part in various surveys since this content went live in 2017. This approach reinforces our 
commitment to engagement as an ongoing and continuous process. We will continue to develop our 
ŘƛƎƛǘŀƭ ƻŦŦŜǊƛƴƎ ǘƻ ŜƴƘŀƴŎŜ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜǊƛŜƴŎŜ ƻŦ ŜƴƎŀƎƛƴƎ with us. 

!ƴŘ ǿŜ ƘŀǾŜ ŀŘƻǇǘŜŘ ŀ ΨŎƻ-creŀǘƛƻƴΩ ŀǇǇǊƻŀŎƘ ς asking our customers to work with us to develop the 
ideas and solutions that are most suited to their own needs and expectations. This has been a really 
important part of the process for us and one that will ultimately give customers more control over 
the experience and services they receive from us. We have welcomed the challenge we received from 
our customers, which has also helped us to shape our engagement using clear, straightforward and 
easy to understand language. 

Our approach to customer engagement this time has been characterised by the wide range of 
ǘŜŎƘƴƛǉǳŜǎ ǿŜ ƘŀǾŜ ǳǎŜŘ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǾƛŜǿǎ ƳƻǊŜ ŦǳƭƭȅΦ ²Ŝ ƘŀǾŜ ŎƻƴǎƛŘŜǊŜŘ 
carefully the needs of the people we are speaking to so that we can be sure we engage with them, 
where possible, in a way that suits them. This has included using: 

¶ short and in-depth phone interviews and surveys, and online surveys; 

¶ focus groups, all-day and half-day workshops, and other events; 

¶ one-to-one in-depth interviews with hard-to-reach customer groups; 

¶ roundtable meetings and stakeholder forums; and 

¶ business as usual events and community activities. 

Another important shift since PR14 has been the innovative techniques we have used to engage with 
our customers. This includes immersive, role-ǇƭŀȅƛƴƎ ŜȄŜǊŎƛǎŜǎΣ ǎǳŎƘ ŀǎ ǳǎƛƴƎ ŀ Ψ¢ƻǇ ¢ǊǳƳǇǎΩ-style 
game18 in a workshop where we gave customers information about a range of supply-side and demand 
management options, along with volume and cost scenarios, and asked them to co-develop a plan. 
They did this by assessing the different options to develop their preferred solution based on their 
priorities and views. In the online survey that followed this workshop, customers compared the 
different options and told us whether they supported their use in our plans. This enabled us to put 
ŎǳǎǘƻƳŜǊǎΩ ǇǊƛƻǊƛǘƛŜǎ ŀǘ ǘƘŜ ƘŜŀǊǘ ƻŦ ƻǳǊ ǇƭŀƴǎΦ We set out more details of our innovative approach 
ŀƴŘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ preferences in appendix A7, and A8. 

  

                                                           
17 ΨTapped In ς FǊƻƳ ǇŀǎǎƛǾŜ ŎǳǎǘƻƳŜǊ ǘƻ ŀŎǘƛǾŜ ǇŀǊǘƛŎƛǇŀƴǘ ǊŜǇƻǊǘΩΣ hŦǿŀǘΣ aŀǊŎƘ нлмтΦ 
www.ofwat.gov.uk/publication/tapped-in-from-passive-customer-to-active-participant/ 
18 Ψ¢ƻǇ ¢ǊǳƳǇǎΩ ƛǎ ŀ ƎŀƳŜ ǇƭŀȅŜŘ ǿƛǘƘ ŀ ǎŜǊƛŜǎ ƻŦ ŎŀǊŘǎΣ ŜŀŎƘ ƻŦ ǿƘƛŎƘ Ŏƻƴǘŀƛƴǎ ƴǳƳŜǊƛŎŀƭ ŘŀǘŀΦ ¢ƘŜ ŀƛƳ ƻŦ ǘƘŜ ƎŀƳŜ ƛǎ ǘƻ 
ŎƻƳǇŀǊŜ ǘƘŜǎŜ ǾŀƭǳŜǎ ǘƻ ǘǊȅ ǘƻ ǿƛƴ ŀƴ ƻǇǇƻƴŜƴǘΩǎ ŎŀǊŘ όǘƘŀǘ ƛǎΣ ǘƻ ΨǘǊǳƳǇΩ ǘƘŜ ƻǇǇƻƴŜƴǘ ōȅ ƘŀǾƛƴƎ ōŜǘǘŜǊ ƴǳƳŜǊƛŎŀƭ Řŀǘŀ). 

https://www.ofwat.gov.uk/publication/tapped-in-from-passive-customer-to-active-participant/
http://www.ofwat.gov.uk/publication/tapped-in-from-passive-customer-to-active-participant/
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We think the breadth of this engagement has given us an in-depth understanding of who our 
customers are, and their priorities and expectations now and in the future. In developing this plan, 
we have engaged with more than 40,000 customers directly. On a like-for-like comparison, excluding 
our Bright customer satisfaction surveys, at PR14 pre-business plan submission, we had engaged with 
almost 3,500 customers. The figure is more than 23,000 this time ς almost seven times more. 

Throughout all our engagement, we have asked customers to give us feedback on the quality of that 
engagement and also if they understood the materials we have shared with them. We have 
consistently received high satisfaction ratings from our customers and have built on any learnings so 
that we can continue to improve our work in this area. Table 4 below sets out examples of how 
customers have rated two of our most important projects, which provides evidence that our 
engagement was successful. 

Table 4 Customer satisfaction ς key engagement work streams 

Engagement work 
stream 

Area of satisfaction % agreement Typical comments 

Customer promises and 
outcome delivery incentive 
plans for 2020 to 2025 ς co-
creation workshop 

I understood all the 
materials presented and 
the activities asked of me 

96% ς South Staffs  

88% ς Cambridge  

ά¢ƘŜǊŜ ǿŜǊŜ jargon buzzers 
ƻƴ ǘƘŜ ǘŀōƭŜ ƛŦ ȅƻǳ ŘƛŘƴΩǘ 
understand, which was very 
ƎƻƻŘέ 

Customer promises and 
outcome delivery incentive 
plans for 2020 to 2025 ς 
online tool with slider 
activity and video voiceover 

How easy did you find this 
survey to complete? 

83% ς South Staffs 

86% ς Cambridge  

ά[ƻǾŜ ǘƘŜ ƛƴǘŜǊŀŎǘƛƻƴ ŀƴŘ 
also the opportunity to tell 
you as a company what is 
important to me as a 
ŎǳǎǘƻƳŜǊέ 

Water resources 
management plans and 
long-term plan customer 
engagement 

Overall, how easy or 
difficult was it to 
understand the questions in 
the survey? 

99% ς South Staffs 

98% ς Cambridge 

άLǘ ǿŀǎ ŀ ƎƻƻŘ ǳǎŜ ƻŦ Ƴȅ 
time and encouraged me 
more to save water after 
ŘƻƛƴƎ ǘƘƛǎ ǎǳǊǾŜȅέ 

1.3.2 Our customer engagement journey 

Our customer engagement comprises the following key elements.  

¶ LŘŜƴǘƛŦȅƛƴƎ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǇǊƛƻǊƛǘƛŜǎ ƴƻǿ ŀƴŘ ƻǾŜǊ ǘƘŜ ƭƻƴƎ ǘŜǊƳΦ 

¶ Understanding the value our customers place on different service improvements. 

¶ Reshaping the customer experience ς talking with and listening to them and using that 
dialogue to understand more about the services they want and expect from us. 

¶ Defining the promises to which customers and other key stakeholders will hold us to 
account over the period 2020 to 2025. 

¶ Asking customers if they find our plans acceptable and affordable to them. 

¶ Our new approach of bringing together all our insights and data to generate a more 
ōŀƭŀƴŎŜŘ ǾƛŜǿ ƻŦ ŎǳǎǘƻƳŜǊǎΩ ǇǊŜŦŜǊŜƴŎŜǎΦ ¢Ƙƛǎ ƛǎ ǘƘŜ ǇǊƻŎŜǎǎ ǿŜ ǊŜŦŜǊ to as 
ΨǘǊƛŀƴƎǳƭŀǘƛƻƴΩ όsee section 1.3.3.2 for more information). 
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Together, these things help us to improve the services we deliver each day ς ǿŜ Ŏŀƭƭ ǘƘƛǎ ΨŘŜŦƛƴƛƴƎ ǘƘŜ 
ŎǳǎǘƻƳŜǊ ǇǊƻƳƛǎŜΩΦ ¢ƘŜȅ ŀƭǎƻ ŦƻǊƳ ǘƘŜ ōŀǎƛǎ ƻŦ ƻǳǊ ŎǳǎǘƻƳŜǊ ŜƴƎŀƎŜƳŜƴǘ ƧƻǳǊƴŜȅΣ ǿƘƛch we set out 
below. We will commit to continuing with this approach. 

 
Our customer engagement journey. 

We describe our overall approach to customer engagement in more detail below. This highlights the 
scale and depth of our engagement in terms of the numbers of customers who have given their 
feedback and to ensure that we have asked for their views across all the areas they have said are 
important to them. 
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Our approach to customer engagement. 
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Our starting point for this more rounded approach was to carry out extensive qualitative research. 
This was primarily exploratory research to help us understand who our customers are and their key 
priorities. ¢Ƙƛǎ ƛƴƛǘƛŀƭ όƻǊ ΨŦƻǳƴŘŀǘƛƻƴΩύ ǊŜǎŜŀǊŎƘ ƎŀǾŜ ǳǎ ƛƴŦƻǊƳŀǘƛƻƴ ǘƘŀǘ ǿŜ ǘƘŜƴ ǳǎŜŘ ǘƻ ǎǳǇǇƻǊǘ ŀ 
number of important projects, including the development of our long-term water resources 
management plans for our South Staffs19 and Cambridge20 regions, and work we are doing to 
encourage customers to use water wisely. 

It also flagged up that for most of our customers we are a 
ΨƘƛŘŘŜƴΩ ōǊŀƴŘ ŀƴŘ ƭŀŎƪƛƴƎ ƛƴ ǾƛǎƛōƛƭƛǘȅΣ ǿƘƛŎƘ Ƙŀǎ ƳŜŀƴǘ ǳǎ 
looking at different ways to strengthen our connections 
with the communities we serve. We set out our approach 
to community engagement in more detail in section 4.3.2. 

We built on our foundation research with a wide range of 
other qualitative and quantitative studies among 
household customers, including:  

¶ using our customer service ǘǊŀŎƪŜǊ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ƳƻǊŜ ŀōƻǳǘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ 
perceptions of how we perform in delivering services to them; 

¶ analysing insights from our day-to-day contacts with our customers to look for patterns 
and trends to help us make service improvements and communicate more effectively; 

¶ ŎŀǊǊȅƛƴƎ ƻǳǘ ǊŜǎŜŀǊŎƘ ǘƻ ƭŜŀǊƴ ƳƻǊŜ ŀōƻǳǘ ƻǳǊ ŘƛŦŦŜǊŜƴǘ ƎǊƻǳǇǎ ƻŦ ŎǳǎǘƻƳŜǊǎ όΨŎǳǎǘƻƳŜǊ 
ǎŜƎƳŜƴǘŀǘƛƻƴΩύ ǘƻ ŜƴŀōƭŜ ǳǎ ǘƻ ǘŀǊƎŜǘ ƻǳǊ ǎŜǊǾƛŎŜǎ ƳƻǊŜ ŜŦŦŜŎǘƛǾŜƭȅ ƻǾŜǊ ǘƘŜ ƭƻƴƎ ǘŜǊƳΦ 
We discuss this is more detail in section 3.2.1.1; 

¶ going back to basics to review our customer journeys, helping us to understand how we 
can offer a better experience; and 

¶ carrying out specific research with hard-to-reach and vulnerable customers to 
understand what additional help and support they need ς and how we can best deliver 
that help and support. 

We also assessed the value our household and non-household customers place on service 
improvements, looking again at how willing they are to pay for those services they want us to provide 
now and in the future. 

At PR14, our customer willingness to pay exercise exposed a number of challenges for us ς not least a 
potentially unengaging customer survey and a lack of understanding among customers about what 
we were asking them to comment on. In addition, we reviewed the results of the survey in isolation, 
without triangulating it against other insight or research. We recognise that this did not provide the 
Ƴƻǎǘ ǊƻǳƴŘŜŘ ǾƛŜǿ ƻŦ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ƻǇƛƴƛƻƴǎΦ This time, we worked closely with our preferred 
partners, Impact Utilities, to implement an improved approach to willingness to pay by: 

  

                                                           
19 Ψ{ƻǳǘƘ {ǘŀŦŦǎ ²ŀǘŜǊΥ 5ǊŀŦǘ ²ŀǘŜǊ wŜǎƻǳǊŎŜǎ aŀƴŀƎŜƳŜƴǘ tƭŀƴ нлмфΩΣ {ƻǳǘƘ {ǘŀŦŦƻǊŘǎƘƛǊŜ ²ŀǘŜǊ ǇƭŎΣ aŀǊŎƘ нлмуΦ 
www.south-staffs-water.co.uk/media/2230/revised-draft-wrmp-2019-south-staffs-water.pdf 
20 Ψ/ŀƳōǊƛŘƎŜ ²ŀǘŜǊΥ 5ǊŀŦǘ ²ŀǘŜǊ wŜǎƻǳǊŎŜǎ aŀƴŀƎŜƳŜƴǘ tƭŀƴ нлмфΩΣ {ƻǳǘƘ {ǘŀŦŦƻǊŘǎƘƛǊŜ ²ŀǘŜǊ ǇƭŎΣ aŀǊŎƘ нлмуΦ 
www.cambridge-water.co.uk/media/2155/revised-draft-wrmp-2019.pdf 

ά[ƻǾŜ ǘƘŜ ƛƴǘŜǊŀŎǘƛƻƴ ŀƴŘ ǘƘŜ 
opportunity to tell you Χ 
ǿƘŀǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƻ ƳŜέ ς 
South Staffs customer, online 
interactive survey on 
performance commitments 

https://www.south-staffs-water.co.uk/media/2230/revised-draft-wrmp-2019-south-staffs-water.pdf
https://www.cambridge-water.co.uk/media/2155/revised-draft-wrmp-2019.pdf
http://www.south-staffs-water.co.uk/media/2230/revised-draft-wrmp-2019-south-staffs-water.pdf
http://www.cambridge-water.co.uk/media/2155/revised-draft-wrmp-2019.pdf
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¶ building on past methods and asking a number of key stakeholders to help us refine it. 
This included asking Dr Ariel Bergmann, Economist at the University of Dundee, to carry 
out an independent peer review of our approach; 

¶ ǘŀƪƛƴƎ ƛƴǘƻ ŀŎŎƻǳƴǘ hŦǿŀǘΩǎ ǎǇŜŎƛŦƛŎ ŎƘŀƭƭŜƴƎŜǎ ƻƴ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ ǇŀȅΣ ƛƴŎƭǳŘƛƴƎ ǳǎƛƴƎ 
more evidence obtained through day-to-day contact with customers; 

¶ including a qualitative stage with reconvened focus groups to help us better understand 
ŎǳǎǘƻƳŜǊǎΩ ǘƘƛƴƪƛƴƎ ǿƘŜƴ ŎƻƳǇƭŜǘƛƴƎ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ Ǉŀȅ ǎǳǊǾŜȅǎΦ //²ŀǘŜǊ Ƙŀǎ 
referenced this as a best practice approach; and 

¶ reviewing the qualitative research with the Independent Customer Panel. 

WŜ ǘƻƻƪ ƛƴǘƻ ŀŎŎƻǳƴǘ //²ŀǘŜǊΩǎ research with ICF on willingness to pay best practice21. And to 
ƻǾŜǊŎƻƳŜ ǘƘŜ ŎƘŀƭƭŜƴƎŜǎ ǿŜ ŦŀŎŜŘ ŀǘ twмп ŀǊƻǳƴŘ ǘƘŜ ǳǎŜ ƻŦ ΨǎǘŀǘŜŘ ǇǊŜŦŜǊŜƴŎŜΩ ǎǳǊǾŜȅǎΣ ǿŜ ŀƭǎƻΥ 

¶ asked our customers to help us design the survey ς in terms of the questions we asked, 
layout, pictures and the comparative data shown; 

¶ piloted four different approaches to measuring customer preferences to assess which 
was the most reliable and customer friendly; 

¶ set up a robust sample so we could be sure all our different customer groups, including 
hard-to-reach customers, were represented; and 

¶ triangulated the data with a range of other internal and external insight sources, 
including our business as usual insights. This is the first time we have used triangulation 
in a co-ordinated way, which provides more confidence in our data. 

There is more detail on our new approach to willingness to pay and the triangulation of the outputs 
with a wide variety of data sources in appendix A25. 

As part of our approach to reshaping the customer experience, we have been talking with our 
household customers about helping them to change their water usage behaviour. In November 2017, 
we launched an innovative 12-month trial with the global supplier WaterSmart22 with nearly 15,500 
metered households in our Cambridge region to assess the benefit of tailored water use messages to 
customers. We were the first company in the sector to adopt this technology, which uses behavioural 
science techniques to influence customer decisions about using water wisely. It gives them 
information about how much water they use compared with others in their area and 
recommendations on making homes more water efficient. There is more information on our 
WaterSmart trial in section 6.2.2.2 and appendix A4. We ŀǊŜ ŎƻƴŦƛŘŜƴǘ ǘƘƛǎ ŀǇǇǊƻŀŎƘ Ŧƛǘǎ ǿƛǘƘ hŦǿŀǘΩǎ 
ŜȄǇŜŎǘŀǘƛƻƴǎ ŀǊƻǳƴŘ ŎǳǎǘƻƳŜǊ ŜƴƎŀƎŜƳŜƴǘ ǎŜǘ ƻǳǘ ƛƴ Ψ¢ŀǇǇŜŘ LƴΩ. 

We also carried out specific customer engagement to support the work to upgrade our Hampton 
Loade and Seedy Mill water treatment works in our South Staffs region, which we discuss in more 
detail in section 5.4 and appendix A22. We wanted to know if customers understood and supported 
our investment plans in terms of delivering long-term, resilient service improvements. We also 
wanted to understand what they would want us to do if they did not support our plans. 

                                                           
21 ΨLƳǇǊƻǾƛƴƎ ǿƛƭƭƛƴƎƴŜǎǎ-to-Ǉŀȅ ǊŜǎŜŀǊŎƘ ƛƴ ǘƘŜ ǿŀǘŜǊ ǎŜŎǘƻǊΥ Cƛƴŀƭ wŜǇƻǊǘ ōȅ L/C /ƻƴǎǳƭǘƛƴƎ {ŜǊǾƛŎŜǎ [ƛƳƛǘŜŘΩΣ //²ŀǘŜǊΣ  
July 2017. www.ccwater.org.uk/wp-content/uploads/2017/07/Improving-willingness-to-pay-research-in-the-water-
sector.pdf 
22 WaterSmart uses advanced customer engagement and analytics solutions to enable water companies to better 
communicate with their customers about the value of water, how much water they use and how they can save money. 

https://www.ccwater.org.uk/wp-content/uploads/2017/07/Improving-willingness-to-pay-research-in-the-water-sector.pdf
http://www.ccwater.org.uk/wp-content/uploads/2017/07/Improving-willingness-to-pay-research-in-the-water-sector.pdf
http://www.ccwater.org.uk/wp-content/uploads/2017/07/Improving-willingness-to-pay-research-in-the-water-sector.pdf
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This was true co-creation. So, as well as sharing with customers a number of options for our 
treatment works and asking them to choose the one that best suited their needs and expectations, 
we also shared options around bill impacts and asked them which one they preferred. In addition, we 
asked our Cambridge customers specifically if they supported investment in our South Staffs region as 
they will be paying for this investment through their bills. At initial all-day workshops in both regions, 
83% of customers said they supported our plans and the associated bill impact (£3 each year between 
2020 and 2025 and then £5 each year in the subsequent five years) over ten years. We used this 
feedback from the workshops to shape the quantitative study that followed. We also asked the 
Independent Customer Panel to test the interactive online survey we developed to ensure the two 
options we presented to customers were clear. 

The online survey we developed reached more than 800 customers across both regions. We 
weighted the results to reflect the demographics in each region. When presented with the same two 
options, the quantitative results were the same as those from the workshops, with 83% supporting 
the investment plans and associated bill impact. When customers who had not supported the plan 
and bill impact were then asked the same question, but in the context of an £8 bill reduction in 2020, 
the level of acceptance in our online survey increased to 86%.  

 
Customers at a workshop in our South Staffs region (left) and Cambridge region (right) about plans to upgrade our water 
treatment works. 

After completing our customer priority and willingness to pay studies we carried out extensive 
qualitative and quantitative engagement with our household and non-household customers to  
co-create our customer promises. This included an interactive online survey. We also carried out 
thorough engagement to test the acceptability of our plan and the affordability of the associated bill 
impacts. As part of this, we explored the concept of inter-generational fairness towards long-term bill 
profiles ς that is, customers paying for investment in our services now that they themselves will 
benefit from in the future.  

To help us shape our customer promises, we also carried out research to understand the views of the 
customers of non-household business market suppliers (ƻǊ ΨretailersΩ) in both regions. We wanted to: 
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¶ explore their perceptions of us as a provider of wholesale water services to retail 
customers; 

¶ investigate the elements of the service we provide that deliver the most value to them; 

¶ understand the level of interest they have in new service propositions and their appetite 
for paying for an enhanced level of service; and 

¶ test our specific performance commitment (called Ψw-aŜ·Ωύ ŀƴŘ ǘŀǊƎŜǘ ǘƻ ƳŜŀǎǳǊŜ ƻǳǊ 
performance. 

Our research suggested that these customers want a consistent approach across all wholesalers in 
England and Wales, along with regular, ongoing communications. Quite often, they just want 
someone at the end of the phone who can resolve their particular issues. We discuss our approach to 
non-household retailer customers in more detail in in section 3.3 and appendix A4. 

1.3.3 Outcomes of our engagement ς ŦƻŎǳǎƛƴƎ ƻƴ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǇǊƛƻǊƛǘƛŜǎ 

We know our robust new approach to customer engagement has given us a clear view of the things 
that matter most to our customers and where they want to hold us to account. These are: 

¶ having clean, high-quality and reliable  
water supplies; 

¶ having bills that are fair, accurate and 
affordable;  

¶ receiving great customer service; 

¶ reducing leakage on our network of pipes. 
This is an area that has risen noticeably in 
importance for our customers since PR14; 

¶ protecting the natural environment. This is  
another area that has become increasingly 
important to our customers; and 

¶ helping those customers who may need extra support. 

These priorities are how we are making water count (see appendix A2 for more detail). They are at the 
centre of all our decision making and have driven our investment planning for the period 2020 to 2025. 
We discuss this in more detail in appendix A29. 

aƻǊŜ ƛƳǇƻǊǘŀƴǘƭȅΣ ƻǳǊ ŜŀǊƭȅ ŦƻǳƴŘŀǘƛƻƴ ǊŜǎŜŀǊŎƘ ŀƭƭƻǿŜŘ ǳǎ ǘƻ ǇƛŎƪ ǳǇ ƻƴ ǘƘŜ ǎƘƛŦǘ ƛƴ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ 
preferences since our PR14 business plan submission. Other priorities emerged, which we expect to 
become more important in the future. These are: 

¶ investment in innovation, covering the key areas of: 

- education, information and advice to help give customers even more control over 
the water they use; 

- using in-built water recycling systems in new developments and other rainwater 
harvesting solutions to reduce demand; and 

- our assets and operations, which includes using more resilient materials for pipes 
and alternative energy sources to power our network; and 

¶ addressing environmental factors and the impact of climate change. 

Only 51% of 400 customers 
who responded to our online 
tracker survey in 2017/18 
agreed that we are an 
environmentally focused 
business. This highlighted the 
need for us to improve as their 
expectations rise 
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We also used our ŎǳǎǘƻƳŜǊǎΩ priorities research to shape our remaining engagement programme to 
ensure we responded to those priorities. This includes: 

¶ using the priorities in our foundation research and the engagement carried out for our 
water resources management plans to help select the attributes subsequently tested in 
our willingness to pay research; 

¶ using the priorities to help shape our customer promises; and 

¶ carrying out follow-ǳǇ ǊŜǎŜŀǊŎƘ ǘƻ ōŜǘǘŜǊ ǳƴŘŜǊǎǘŀƴŘ ŎǳǎǘƻƳŜǊǎΩ ƎŜƴŜǊŀƭ ƭƛŦŜ ōŜƘŀǾƛƻǳǊǎ 
and attitudes towards water so that we can offer them more tailored and personalised 
services. In our engagement, customers consistently said we needed to offer a more 
proactive service. 

We have used these findings, alongside our day-to-day 
customer contacts, to support the business decisions we 
have taken. This shows how the step change we have made 
in our engagement is pushing us in new and exciting 
directions in terms of the services we offer our customers 
in the areas of: 

¶ our schools outreach education programme; 

¶ new service channels for customers to 
communicate with us ς for example, using 
voice-activated technology to help visually 
impaired customers; and 

¶ our community hub, where we offer face-to-face support to customers. 

1.3.3.1 Assessing the value customers place on service improvements 

We have used our willingness to pay values to test the level of stretch and ambition our customers 
have placed on these priorities. This has given us a really thorough understanding of the service 
improvements they want and are willing to pay for now and over the long-term. We have carried out 
two robust waves of willingness to pay research among household (including with hard-to-reach 
customers) and non-household customers. This project followed an innovative, seven-step, process 
that included a number of opportunities to engage with customers through in-depth qualitative and 
quantitative research. We illustrate this below. 

The number of customers 
agreeing that our bills are 
affordable has risen to 75% in 
2018 from 68% in 2016. This 
improvement is mainly 
among customers who are 
more likely to be struggling 
financially 
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Impact UtilitiesΩ seven-step willingness to pay approach. 

Customers were educated about how they can support the delivery of services and were involved 
directly in developing a survey measurement tool. This gave us a thorough understanding of their 
attitudes and behaviours that feeds directly into our investment plans.  

For the first wave, we worked with our preferred partner, Impact Utilities, between August and 
November 2017 to complete a research study among almost 2,000 household and non-household 
customers. To ensure a robust approach, we incorporated a number of different approaches into our 
quantitative pilot testing. We did this to inform important decisions before we launched the main 
survey. This was particularly important to provide a high level of confidence that we asked the 
questions put to customers using reliable best practice approaches. 
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For example, in the up-front qualitative groups, we tested 
the number of attributes, such as leakage reduction, that 
customers said they could realistically trade off at one time. 
Four attributes appeared to be the preferred limit. We 
tested this in our pilot survey, where we split the attributes 
into three groups ς water quality, reliability of supply and 
environment ς with separate choice experiments designed 
for each group. We thought this was important because 
studies show that survey participants cannot typically trade 
off more than six or so attributes at a time, so it is not best 
practice to include all of them in one exercise. We discuss 
this in more detail in appendix A3. 

When the first wave of our willingness to pay study 
generated some unexpected valuations, we carried out a follow-up survey in May 2018. We also used 
our triangulation techniques, which we outline below, to explore and validate the results, and 
determine if they should be reflected in our finalised willingness to pay valuations. This second wave 
of research among nearly 1,000 household and non-household customers enabled us to further 
explore results for specific attributes and refine the scope of the attributes included.  

Like the first wave, this second wave of willingness to pay research involved large-scale quantitative 
ǎǳǊǾŜȅǎ ǘƻ ŀǎǎŜǎǎ ŎǳǎǘƻƳŜǊǎΩ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ Ǉŀȅ ǳǎƛƴƎ ǘǿƻ ΨǎǘŀǘŜŘ ǇǊŜŦŜǊŜƴŎŜΩ ŎƘƻƛŎŜ ŜȄǇŜǊƛƳŜƴǘǎ 
covering a broad range of service improvements. We also: 

¶ amended the levels of service improvements shared with respondents to evaluate the 
ƛƳǇŀŎǘ ƭŜǎǎ ǎǘǊŜǘŎƘƛƴƎ ƭŜǾŜƭǎ ƘŀŘ ƻƴ ŎǳǎǘƻƳŜǊǎΩ ǊŜǎǇƻƴǎŜǎ;  

¶ included new attributes relating to retail services and community; 

¶ tweaked the descriptions of a number of the attribute and level wordings to sensitivity 
test the results; 

¶ gave a third of the respondents completing the exercise a lower bill starting point; and 

¶ ŀŘŘŜŘ ƛƴ ŀ ΨǇŀŎƪŀƎŜ ƻŦ ŎƘƻƛŎŜΩ ŜȄŜǊŎƛǎŜ ǎƻ ǘƘŀǘ ǿŜ ŎƻǳƭŘ ǎŎŀƭŜ ǘƘŜ ǾŀƭǳŜǎ ƻōǘŀƛƴŜŘ ŦǊƻƳ 
ǘƘŜ ǎǳǊǾŜȅǎ ǘƻ ŎƭƻǎŜǊ ǊŜŦƭŜŎǘ ŎǳǎǘƻƳŜǊǎΩ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ Ǉŀȅ ŦƻǊ ŀ ǿƛŘŜ ǊŀƴƎŜ ƻŦ ǎŜǊǾƛŎŜ 
improvements. Crucially, this allowed us to assess the impact this has on our modelling. 

We have set out our approach and findings in more detail in appendix A13 (first wave) and A14 
(second wave). 

The Independent Customer Panel provided extensive challenge to both waves of our willingness to 
pay research. They have been supportive of our seven-step approach and the level of investment 
made to ensure a more customer-friendly survey than at PR14. The outputs of both waves of 
research were also independently reviewed by willingness to pay expert, Dr Paul Metcalfe of  
PJM Economics. 

  

In the first wave of our 
willingness to pay study, 
customers were willing to pay 
twice as much for a total 
improvement package for 
their water quality, compared 
with those for reliability of 
supply, and over three times 
more than for improvements 
to the environment 
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We are confident that our new engagement approach has given us a robust view of the things that 
matter most to our customers. So that we could be certain of this, we looked at feedback from PR14 
ŀƴŘ ƴƻǘŜŘ hŦǿŀǘΩǎ ŎƘŀƭƭŜƴƎŜ ǘƘŀǘ ŀƭƭ ǿŀǘŜǊ ŎƻƳǇŀƴƛŜǎ ǊŜƭƛŜŘ ǘƻƻ ƳǳŎƘ ƻƴ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ Ǉŀȅ ǎǳǊǾŜȅǎΣ 
particularly when carrying out cost-benefit analysis on their investment options. 

1.3.3.2 Using triangulation techniques 

hŦǿŀǘΩǎ customer engagement policy statement23 for PR19 said that water companies should draw 
evidence from a wider range of internal and external customer data sources to supplement their stated 
preference survey results. In line with the cultural shift we have taken towards customer engagement, 
we have embraced this approach and have carried out an extensive exercise of reviewing, comparing 
and contrasting customer evidence from a wide range of different sources, including:  

¶ qualitative and quantitative research about the core priorities for our water resources 
management plans; 

¶ quantitative willingness to pay research studies; 

¶ ǉǳŀƴǘƛǘŀǘƛǾŜ ǊŜǎŜŀǊŎƘ ƻƴ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǇǊƛƻǊƛǘƛŜǎΤ 

¶ customer contacts and complaints; 

¶ customer satisfaction surveys; 

¶ our online tool about service improvements; and 

¶ external willingness to pay evidence and literature from other sectors. 

²Ŝ Ŏŀƭƭ ǘƘƛǎ ΨǘǊƛŀƴƎǳƭŀǘƛƻƴΩΦ ²Ŝ ƘŀǾŜ ƭƻƻƪŜŘ ŀǘ ǘƘƛǎ ƛƴ ŀ ƴǳƳōŜǊ ƻŦ ǿŀȅǎ and developed an approach 
that we consider truly puts customers at the heart of all our plans. So, we: 

¶ reviewed all our customer insights, using a common sense judgement approach to 
ƘƛƎƘƭƛƎƘǘ ŀǊŜŀǎ ǿƘŜǊŜ ŎǳǎǘƻƳŜǊǎΩ ǾƛŜǿǎ ŘƛŦŦŜǊΦ ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎǊǳŎƛŀƭ ƛƴ ƘŜƭǇƛƴƎ ǳǎ ǘƻ 
ŜƴǎǳǊŜ ǘƘŀǘ ŎǳǎǘƻƳŜǊǎΩ ǇǊŜŦŜǊŜƴŎŜǎ ŀǊŜ ŀǘ ǘƘŜ ŎŜƴǘǊŜ ƻŦ ŀƭƭ ƻǳǊ ǇƭŀƴǎΦ {ǇŜŎƛŦƛŎŀƭƭȅΣ ƛǘ Ƙŀǎ 
helped us to: 

- inform strategic policy decisions; 

- develop targeted, tailored propositions, which we can then communicate 
effectively to our different customer groups (and which we discuss in more detail 
in section 3.2.1.1); and 

- sense check our customer priority index and willingness to pay triangulated figures; 

¶ worked with our preferred partners, PJM Economics and Accent, to develop a wide-
ranging and ǇǊƻǇƻǊǘƛƻƴŀǘŜ ŜǾƛŘŜƴŎŜ ōŀǎŜ ŦƻǊ ŎǳǎǘƻƳŜǊǎΩ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ Ǉŀȅ ŦƻǊ ǎŜǊǾƛŎŜ 
improvements, which we used to analyse different investment options and as part of the 
process to set our performance targets. One of the most important outputs of this 
approach was that the sets of triangulated willingness to pay values for central, high and 
low confidence levels gave us a more robust evaluation of the potential schemes within 
our Investment Optimisation tool (see section 1.5.3 and appendix A25). Specifically, this 
sensitivity testing allowed us to understand which schemes fell into or out of the 
preferred scenario when different customer valuations were used; and 

  

                                                           
23 ΨhŦǿŀǘΩǎ ŎǳǎǘƻƳŜǊ ŜƴƎŀƎŜƳŜƴǘ ǇƻƭƛŎȅ ǎǘŀǘŜƳŜƴǘ ŀƴŘ ŜȄǇŜŎǘŀǘƛƻƴǎ ŦƻǊ twмфΩΣ hŦǿŀǘΣ aŀȅ нлмсΦ www.ofwat.gov.uk/wp-
content/uploads/2015/12/pap_pos20160525w2020cust.pdf 

https://www.ofwat.gov.uk/wp-content/uploads/2015/12/pap_pos20160525w2020cust.pdf
http://www.ofwat.gov.uk/wp-content/uploads/2015/12/pap_pos20160525w2020cust.pdf
http://www.ofwat.gov.uk/wp-content/uploads/2015/12/pap_pos20160525w2020cust.pdf
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¶ worked with our preferred partners to also develop a regional customer priority index, 
which focused on the options for water supply and demand set out in our water 
ǊŜǎƻǳǊŎŜǎ ƳŀƴŀƎŜƳŜƴǘ ǇƭŀƴǎΦ ²Ŝ ǳǎŜŘ ǘƘƛǎ ƛƴŘŜȄ ǘƻ ǊŜŦƭŜŎǘ ŎǳǎǘƻƳŜǊǎΩ ǇǊŜŦŜǊŜƴŎŜǎ 
within our multi-criteria analysis tool, ensuring a clear line of sight from customer 
preference to investment. We discuss this in more detail in section 2.3.1. 

We also subjected the triangulation work that feeds into our 
investment tools to challenge by the Independent Customer Panel 
and to independent peer review at the stages of developing the 
methodology and final outputs by Professor Giles Atkinson, 
Professor of Environmental Policy at the London School of 
Economics. And we have taken into account and built on 
//²ŀǘŜǊΩǎ ŀƴŘ L/CΩǎ suggested framework for triangulation24 and 
developed a six step methodology for triangulating customer 
valuations for our different investment approaches.  

An example of our approach to drawing evidence from a wide range of sources to make the best 
decisions for customers is water hardness. We have sought the views of more than 4,000 customers 
about this and they have told us that it is near the bottom of their list of priorities compared with, for 
example, always having clean water whenever they turn on the tap. But some of our more affluent 
customers in particular attach a relatively high willingness to pay valuation to it, as do those who 
already soften their water and want more investment. For these customers, it is the area they are 
most dissatisfied with in terms of their water quality or supply ς although we received no formal 
complaints about the hardness of the water during the whole of 2017/18. 

We considered all the evidence and ran our triangulated willingness to pay figures through our 
Investment Optimisation tool to carry out cost-benefit analysis. The results showed that the best 
choice was to provide customers with more advice at an individual property level on managing the 
impacts of hard water and to better promote its health benefits, rather than investing heavily in 
building and maintaining a water softening treatment works in each region.  

We describe our approach to triangulation in more detail below. 

                                                           
24 Ψ5ŜŦƛƴƛƴƎ ŀƴŘ ŀǇǇƭȅƛƴƎ άǘǊƛŀƴƎǳƭŀǘƛƻƴέ ƛƴ ǘƘŜ ǿŀǘŜǊ ǎŜŎǘƻǊΩΣ L/C ŦƻǊ ǘƘŜ /ƻƴǎǳƳŜǊ /ƻǳƴŎƛƭ ŦƻǊ ²ŀǘŜǊΣ нлмтΦ 
www.ccwater.org.uk/wp-content/uploads/2017/07/Defining-and-applying-triangulation-in-the-water-sector.pdf 

ά9ŀǎȅ ǘƻ ƎƛǾŜ Ƴȅ ƻǇƛƴƛƻƴ 
and allowed me to say 
ǿƘŀǘ L ǿŀƴǘŜŘΦέ ς South 
Staffs customer, 
willingness to pay online 
survey 

https://www.ccwater.org.uk/wp-content/uploads/2017/07/Defining-and-applying-triangulation-in-the-water-sector.pdf
http://www.ccwater.org.uk/wp-content/uploads/2017/07/Defining-and-applying-triangulation-in-the-water-sector.pdf
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Our six-step customer engagement triangulation approach. 



Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

64 

1.3.3.3 Reshaping the customer experience 

We have also engaged extensively with our household customers so that we can understand where 
we need to improve to offer excellent service. This has gone beyond our approach at PR14 where we 
focused on reviewing only our contact and complaints data. This time we have carried out extensive 
formal engagement to gain a deeper understanding of who our customers are and the services they 
expect. We set out more detail on this in appendix A4. Our engagement has clearly shown us that our 
customers have high expectations of what great customer service does and does not look like, which 
we illustrate below. We are using these principles to help shape the improvements we are planning 
to make to the customer experience. 

One of the key things we 
have learned from our 
engagement is that 
ŎǳǎǘƻƳŜǊǎΩ ŀǘǘƛǘudes 
towards water and the 
relationship they want to 
have with us vary 
considerably.  

In our early foundation 
research, we found there 
were differences in how 
customers thought about 
their water usage, with 
some actively saving water 
because of environmental 
concerns. Through the 
extensive research we 
carried out in this area, we 
went on to explore this in 
greater detail. We have now 

identified five distinct groups of customers with different attitudes and behaviours. We discuss these 
in more detail in section 3.2.1.1. This is encouraging all our people to think more about how we  
can better: 

¶ build closer relationships with different groups of customers ς for example, one 
customer group said they were so busy they did not have time to think about how much 
water they used, but that if we could find a way to make it easier and simpler for them 
to access our services, they would be open to engaging more with us; 

¶ communicate with them using the channel they prefer ς for example, some of our 
customers make extensive use of digital services. As a result, they are less likely to want 
to engage with us by phone. We need to offer them a better digital experience; and 

¶ offer a range of relevant, tailored services ς for example, one customer group 
expressed a much higher level of interest in environmental services like more meter 
readings, water efficiency audits and messages to remind them about how they can save 
water. Two of our customer groups expressed a higher level of interest in receiving a 
reward for reducing how much water they use. 

hǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎ ŦƻǊ ǘƘŜ ǎŜǊǾƛŎŜǎ ǿŜ ǇǊƻǾƛŘŜ ǘƻ ǘƘŜƳΦ 
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But there are a number of views and opinions expressed by our customers that do not really vary, 
which we set out below. 

¶ There is little emotional connection between us and our customers. In our recent service 
tracker in 2018/19, customers rated us on average 5.8 out of 10 (where 10 is the brand 
they felt most connected to). 

¶ Customers have never been busier and do not have time to waste on meaningless 
communications and poorly-delivered services. 

¶ Customers are using technology but do not want to be ruled by it. In particular, they 
want control on their terms. For example, many customers ς particularly future bill 
payers ς do not think our current digital platforms are as customer-focused as they 
could be. 

¶ Customers want to be treated as individuals and receive a personalised, tailored service 
experience. They expect us to be responsive and flexible, and empathise with their 
particular circumstances. 

¶ Customers think about water differently compared with other services they receive. 
¢ƘŜȅ ǎŜŜ ƘŀǾƛƴƎ ŎƭŜŀƴ ǿŀǘŜǊ ŀǎ ŀ ōŀǎƛŎ ΨǊƛƎƘǘΩΣ ŀƴŘ Řƻ ƴƻǘ ǎŜŜ ǳǎ ŀǎ ŀ ǎŜǊǾƛŎŜ ǇǊƻǾƛŘŜǊ  
or brand. 

We have also learned that vulnerable customers who are experiencing hardship have told us that 
they wanted to be treated like everyone else, but that they want us to offer them extra support in  
a way that is easy for them to access when they need it. For example, customers said one of their 
biggest concerns was the impact of a water supply interruption on their lives and how they would 
cope in this situation. 

By better understanding our customers, we can start to offer them a more personalised service. This 
includes, for example, using the right messages to tell them about the financial support we can offer if 
they are struggling to pay their bills. This will help make our approach to debt management more 
effective.  

1.3.3.4 Defining the customer promise 

We are building our plans for the future around the views and opinions gained from our extensive 
customer engagement. It has helped us develop a number of stretching performance commitments 
and associated outcome delivery incentives that are specifically grounŘŜŘ ƛƴ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎ 
and expectations. We received strong and consistent support from our customers for our 
performance commitments, which we discuss in more detail in section 1.4.1 and in appendix A5. 

Unlike at PR14, this step of our journey involved holding a day-long workshop in each region to 
discuss our proposed performance commitments in detail. For example, we asked customers which 
were most important to them, and to ensure the definitions and targets were customer friendly.  

We then followed this up with an online survey where we used interactive sliders to allow customers 
to express their preference for the service levels they wanted us to deliver for 11 of our performance 
commitments. This included showing them a dynamic bill impact so that they could make an 
informed decision. For example, this revealed that 97% of customers wanted us to improve the time 
it takes us to fix visible leaks, when started from an upper quartile start position. 
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When the Independent Customer Panel challenged the start position we re-ran the survey, which 
showed that 68% of customers still expressed a desire for us to improve service levels when started 
from the current service/bill position. We used this insight to develop some of our performance 
commitments with regards to the levels of stretch ς specifically, leakage in our South Staffs region 
and the scope of our education outreach programme. 

1.3.3.5 Validating our plans with our customers  

We have also extensively tested the acceptability of our business plan and affordability of the 
associated bill impacts with customers. We drew on the findings of Blue MarbleҍGillFoxJames25 to 
design our study, which included a specific focus on acceptability testing, following a review of the 
approaches we used at PR14. This involved using a six-point scale to allow customers to provide a 
neutral response, although we agreed at the outset of the project that these neutral responses would 
not count towards the acceptability score for our plan. We also followed //²ŀǘŜǊΩǎ guidance for 
acceptability research, making sure we engaged with a representative sample of customers.  

Our study involved a qualitative stage of ten focus groups that were representative of our customer 
base in both regions. We wanted to gain detailed feedback aboǳǘ ŎǳǎǘƻƳŜǊǎΩ ǊŜŀŎǘƛƻƴ ǘƻ ƻǳǊ Ǉƭŀƴǎ 
and proposed bill level, and also to make sure the questions and supporting materials for the main 
stage of quantitative research were customer friendly. 

The quantitative stage involved a representative sample of 200 non-household customers and 1,000 
household customers taking part in an engaging 20-minute survey. Within the household sample, we 
took great care to engage hard-to-reach customers who might not complete an online survey. We 
completed 125 face-to-face interviews both with customers experiencing a range of difficult 
circumstances and also future customers. The Independent Customer Panel reviewed the online 
survey to ensure it was fair and free of bias, and that is used plain English. We set out the details of 
the methodology and the full findings of our acceptability study in appendix A6.  

Our results show a positive response to our plans and associated bill level. Figure 1 below shows that: 

¶ when shown the bill profile (excluding inflation and the impact of our outcome delivery 
incentives) and a short summary of our proposals, 80% of customers found our plan and 
bill levels acceptable. The figures were 82% among household customers and 69% 
among non-household customers. Overall, only 5% found the plans to be unacceptable;  

¶ after being shown the full details of our plans, customer promises and performance 
commitments, this figure rose to 83% (excluding those customers giving a neutral 
response). This included showing customers the bill profile, including the impact of 
inflation and the maximum impact of our outcome delivery incentives. The figures were 
83% among household customers and 84% among non-household customers. The 
number of customers who found the plan unacceptable fell to just 1%, with 12% saying 
they found it neither acceptable or unacceptable; 

  

                                                           
25 Blue MarbleҍDƛƭƭCƻȄWŀƳŜǎΣ Ψtƻǎǘ twмп /ǳǎǘƻƳŜǊ 9ƴƎŀƎŜƳŜƴǘΣ /ƻƳƳǳƴƛŎŀǘƛƻƴǎ ŀƴŘ 9ŘǳŎŀǘƛƻƴΩΣ ¦Y²LwΣ нлмрΦ 
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¶ the main reason household customers gave for not finding our plan acceptable was the 
disbelief that we could deliver our proposed service improvements without raising their 
bills over the five years from 2020 to 2025. Our qualitative feedback showed that all 
customers expect bills to rise over time, so a minority did not trust us to deliver a plan 
that they ǇŜǊŎŜƛǾŜŘ ŀǎ Ψǘƻƻ ƎƻƻŘ ǘƻ ōŜ ǘǊǳŜΩΦ We found that this view was held 
particularly by one group of customers who have demonstrated a tendency to be 
sceptical about our plans and do not express any real desire to engage with their water 
services. The best way for us to build trust with these customers is to continue to 
improve our service, be open and transparent in how we are delivering against our plan 
(through our dashboard, for example) and to find a way to provide them with the 
information that enables them to engage with us on their terms;  

¶ there was no specific group among non-household customers that found our plans and 
bills unacceptable compared with others. The main reasons given related to the current 
pressures faced on costs and margins, and the impact of inflation on their water bill; and 

¶ we showed each customer who completed a survey the details of the proposed targets for 
five of our performance commitments. Nearly two-thirds or more of all household 
customers found all of the targets we set sufficiently stretching. There was a more mixed 
view among non-household customers, but this was driven more by the increased number 
of ΨŘƻƴΩǘ ƪƴƻǿΩ responses rather than not finding the targets sufficiently stretching. 

Figure 1 Uninformed and informed acceptability figures for our plan 

 
Note: ΨNeitheǊΩ was shown to customers as Ψneither acceptable or ǳƴŀŎŎŜǇǘŀōƭŜΩ and was not counted in the acceptability 
figureΤ ΨŘƻƴΩǘ ƳƛƴŘΩ responses count as the customer finding the plan acceptable (and they were informed of this in the 
wording). Acceptabiliǘȅ ŦƛƎǳǊŜǎ ŀǊŜ ǘƘŜ ŎƻƳōƛƴŜŘ ǾŀƭǳŜǎ ŦƻǊ Ψ±ŜǊȅ ŀŎŎŜǇǘŀōƭŜΩΣ Ψ!ŎŎŜǇǘŀōƭŜΩ ŀƴŘ Ψ5ƻƴΩǘ ƳƛƴŘΩΦ 

In the follow-up acceptability testing we carried out in March 2019 with 738 household customers, 
we also followed //²ŀǘŜǊΩǎ ōŜǎǘ ǇǊŀŎǘƛŎŜ ǇǊƛƴŎƛǇƭŜǎ to ensure consistency and confidence in the 
findings. We set out the results of this study in resubmission appendix RA09 and summarise them 
below. 

2 22 3

2

3 1
13

12

47 53

31 29

Uninformed Informed

%
 p

a
rt

ic
ip

a
n

ts

Very acceptable

Acceptable

Neither

Unacceptable

Very
unacceptable

Don't know

Don't mind



Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

68 

¶ Our combined acceptability score (2018 and 2019 studies) for our business plan and 
associated bill level is high (81%) and above CCWaterΩǎ threshold of 80%. The number of 
customers saying our plan is unacceptable remains very low at 3%. 

¶ The 2019 acceptability score was significantly lower than the 2018 score, but is still a 
strong result. The main difference was that fewer customers found the plan to be Ψvery 
acceptableΩ, with more giving a neutral response. In particular: 

- there remained a very low level of customers saying the bill impact was 
unacceptable (4%). Customer comments revealed there was a slight increase in 
the number of customers who are concerned about their household bills; this is 
most likely linked to uncertainties around the future of the UK; and 

- when we looked across our customer segments, we can see that the largest fall in 
the acceptability score is among customers from lower socio-economic groups 
living in social housing. This highlights the importance of identifying and offering 
these customers tailored payment plans and the relevant social tariff option when 
they need it most. 

We also used a question that mirrored the bill profiles we used in our acceptability testing in July 
2018. Again, 80% of customers preferred the flat bill; with no difference in this response across 
different groups of customers. This gives us a high level of confidence that customers were 
responding in a consistent way to the bill profiles shown across both waves of acceptability  
testing studies. 

In our March 2019 study, we gave customers two options for 2020 to 2025 to assess how they would 
want us to handle the impact of inflation and any over- or underperformance in our outcome delivery 
incentive payments. When presented with this, 59% found option A to be more acceptable. We set 
out the two options we shared with customers in our March 2019 study in figure 2 below. 

Figure 2 Bill options 2020 to 2025 
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We made it clear to customers that bills under option B could also be subject to impacts (up and 
down) each year from payment incentives, while also clearly outlining the benefits of bringing these 
payments closer to the point where they would be earned. This evidence, triangulated with the fact 
that the majority (80%) of our customers would prefer the bill level to remain flat, gives us consistent 
support for this approach over the period 2020 to 2025. We discuss the mechanism we have put in 
place to protect customers in the event that the transition between the next five-year period and the 
five years from 2025 is greater than the £3 that customers support in more detail in section 4.2.1. 

In our July 2018 study, we also asked customers if they found the bill impact for 2020 to 2025 to be 
affordable. Following best practice, we tested the level of uninformed affordability at the start of the 
survey, by showing customers the bill profile with the impact of inflation and our outcome delivery 
incentives included. We then shared with them the same bill profile again after we had showed them 
the details of our plans, which is the informed score. The results showed that: 

¶ 70% of customers found our bill levels affordable. The figures were 73% among 
household customers and 63% for non-household customers. Overall, only 6% found the 
bill impact unaffordable. There were no groups of customers who said they found the 
proposed bill more unaffordable than others; and 

¶ after being shown the full details of our plans, customer promises and performance 
commitments, the affordability score rose to 76%. The figures were 78% among 
household customers and 70% for non-household customers. The number of customers 
who found the plan unaffordable fell to just 3%, with 17% saying they found it neither 
affordable nor unaffordable. 

In addition, on showing uninformed customers their combined water and sewerage bill for 2020 to 
2025, the number saying they found it unaffordable increased to: 

¶ 20% among household customers. Middle-aged customers in lower paid, unskilled jobs 
and those living in social housing and/or who are unemployed were significantly more 
likely to find their combined water and sewerage bill unaffordable; and 

¶ 15% among non-household customers. Businesses comprising four people or fewer 
were significantly more likely to find their combined water and sewerage bills 
unaffordable.  

In our March 2019 study, 67% of customers said they found our bill levels affordable, while 9% said 
they found them unaffordable. Across the 1,738 customers engaged with over our two acceptability 
studies, 73% thought our bill proposals over the period 2020 to 2025 were affordable, while only 
5.5% found them unaffordable. 

It is important that we continue to support customers who say they find their bills unaffordable. We 
will continue to focus our efforts on raising awareness of the financial support we offer through our 
Assure social tariff and other support schemes, as well as giving customers more flexibility around 
when and how they pay. We now know that customers who are more likely to find their combined 
water and sewerage bills unaffordable fall into one of our recently identified customer groups. This 
will help us to identify them and understand how we can best communicate with them and better 
support them over time. 
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In its initial assessment of our business plan, Ofwat challenged us on why we had not selected the 
ten-year bill profile that the highest number of customers supported. Our July 2018 study showed 
that the profile with the highest level of support had a transitional jump of £3 between 2024/25 and 
2025/26. 

In our March 2019 study, we again found that when customers were presented with a ten-year bill 
profile a noticeable number switched their preference away from a flat bill between 2020 and 2025, 
towards a smoothed bill profile when faced with a £5 transition jump in 2024/25. The main reason for 
this was that the smoothed profile option offered a more acceptable gradual increase from 2022/23 
compared with the £5 transition jump. Our follow-up engagement has clearly shown that a £3 
transition is the maximum that customers will support. We discuss this in more detail in section 4.2.1. 

We found a consistent message in our acceptability focus groups in July 2018 that customers expect 
their bills to go up. Throughout our engagement, we have also had a clear message from our 
customers that they want water bills that are fair, affordable and, more importantly, to be as stable 
as possible over time. Customers want certainty that their bills will not change noticeably from year 
to year as this helps them to better manage their household or business finances. It also gives them 
peace of mind. In addition, customers who are struggling financially said that even a small jump in 
their bills could lead to hardship. This is an important reason behind our commitment to keep 
ŎǳǎǘƻƳŜǊǎΩ ōƛƭƭǎ ŀǎ Ŧƭŀǘ ŀǎ ǇƻǎǎƛōƭŜ ƛƴ ǘƘŜ ŦǳǘǳǊŜΦ 

1.3.4 aŀƪƛƴƎ ƻǳǊ ƛƴǎƛƎƘǘ ŀƴŘ ŜƴƎŀƎŜƳŜƴǘ ǿƻǊƪ ΨōǳǎƛƴŜǎǎ ŀǎ ǳǎǳŀƭΩ 

We want to learn from the insight we gain from our customers. We also want to make sure our 
ongoing engagement is embedded within our business and continues to drive our decision making 
and business planning. To achieve this, we will need to have regular feedback from all our customers 
across both regions ς using whatever form of communication they prefer to engage with us. We have 
an ongoing commitment to continuously review all this feedback so we can understand how to best 
improve the experience our customers get from us. 

We will monitor how we perform at the key touch points customers have with us so we can 
understand trends and take action straight away if we spot any emerging problems. We want all 
areas of our business to easily understand and use the insights we gain from our ongoing customer 
engagement to monitor and improve our overall service performance. We already benefit from a 
good range of research tools and methodologies, and data from a variety of sources, including: 

¶ our customer experience surveys, which measure how satisfied customers who  
have contacted us are. This helps us to understand what we can do to improve our 
customer service; 

¶ our customer service trackerΣ ǿƘƛŎƘ ƳŜŀǎǳǊŜǎ ŎǳǎǘƻƳŜǊǎΩ ǇŜǊŎŜǇǘƛƻƴǎ ƻŦ ƻǳǊ ōǊŀƴŘ ŀƴŘ 
our performance against our current outcome delivery incentives; 

¶ the service incentive mechanism ς or SIM, which is designed to encourage us and the 
other companies in the sector to provide better customer service; 

¶ data from our contact centre; and 

¶ ΨǇƻǇ-ǳǇΩ web surveys. 
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²Ŝ ƪƴƻǿ ǘƘŀǘ ƻǳǊ ǇǊŜǾƛƻǳǎ ΨƻƴŜ ǎƛȊŜΣ Ŧƛǘǎ ŀƭƭΩ ŀǇǇǊƻŀŎƘ ǘƻ ŎǳǎǘƻƳŜǊ ŜƴƎŀƎŜƳŜƴǘ ƛǎ ƴƻ ƭƻƴƎŜǊ 
appropriate. Instead, we will focus on engaging with our customers using the channel through which 
they contacted us, or which works best for them, and measuring customer satisfaction at all touch 
points.  

We want to encourage two-way interaction and feedback with our customers. As part of this, we 
have set up a young customer group in our South Staffs region ς ƻǳǊ Ψ¸ƻǳƴƎ LƴƴƻǾŀǘƻǊǎΩ tŀƴŜƭΩΣ ǿƘŜǊŜ 
young people engage with us on a range of real-life business tasks and help shape the services we 
offer over the long term. By continuing to engage with future customers, we will be able to anticipate 
what services and communication channels they will want to use when they become bill payers. We 
know that our younger customers are placing particular emphasis on protecting the environment so 
we can ensure our plans are built around this priority. We have now committed to also setting up a 
¸ƻǳƴƎ LƴƴƻǾŀǘƻǊǎΩ tŀƴŜƭ ƛƴ ƻǳǊ /ŀƳōǊƛŘƎŜ ǊŜƎƛƻƴ ŘǳǊƛƴƎ 2019 to help come up with innovative ideas 
of how we can work with different customer segments to reduce water usage in their homes. 

In addition, we will continue to engage with customers at our DŜǾŜƭƻǇŜǊǎΩ Forums so that we can 
continue to improve the service we provide and enable them to discuss the challenges we need to 
address. And we are already in the process of setting up an online community panel to track 
customer priorities and give us more regular insight across a range of topics. This will help us to shape 
our future plans and let customers know what we are doing with their feedback to improve our 
service. We will also use the insight we gain from customers who visit our community hub, 
experience our education activities and the results of our WaterSmart trial to draw out insights on 
how to influence their attitudes and behaviours around using water wisely. 

²Ŝ ƪƴƻǿ ǘƘŀǘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎ ŀƴŘ Ŝxpectations will change over time. So, our engagement 
going forward will focus on monitoring: 

¶ how we are performing against our customer promises; 

¶ ŎǳǎǘƻƳŜǊǎΩ ǎŀǘƛǎŦŀŎǘƛƻƴ ŀǘ ǘƘŜ ƪŜȅ Ǉƻƛƴǘǎ ƻŦ ǘƘŜ ƛƴǘŜǊŀŎǘƛƻƴǎ ǘƘŜȅ ƘŀǾŜ ǿƛǘƘ ǳǎ ǳǎƛƴƎ  
a range of different channels, including online, email and text surveys; 

¶ the accessibility of our services for hard-to-reach customers; 

¶ the quality and impact of our education outreach and environmental activities;  

¶ data from our contact centre on the numbers of contacts and complaints; and 

¶ how we can evolve and embed our five customer segments into our business as  
usual activities. 

And we will: 

¶ continue to run large-scale studies in areas where we need to carry out follow-up work 
or new engagement so that we can keep improving ς for example, in the areas of 
customer supply pipe ownership;  

¶ research in depth our customersΩ views on how we should run our business given the 
challenges facing the sector around legitimacy and private ownership; and 

¶ continually revisit how our customŜǊǎΩ ŀǘǘƛǘǳŘŜǎ ŀƴŘ ƴŜŜŘǎ ŎƘŀƴƎŜ ƻǾŜǊ ǘƛƳŜ ǎƻ ǿŜ Ŏŀƴ 
offer relevant products that help them to engage more effectively with the services they 
receive from us. 

This approach will enable us to keep making water count for all our customers, now and in the future. 
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1.4 Delivering the outcomes our customers want 

1.4.1 Setting our outcomes and stretching performance commitments 

As well as helping us to really understand who our customers are and what they want us to deliver, 
our engagement, from the initial foundation research to them co-creating and shaping our plan, has 
helped us to develop a number of outcomes. These are the promises we have made to our customers 
on the services they want us to deliver. Our promises for the period 2020 to 2025 and beyond are as 
follows. 

 
How we are making water count ς our promises to our customers. 

¢ƻ ŜƴǎǳǊŜ ǿŜ Ƴŀƛƴǘŀƛƴ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǘǊǳǎǘ ƛƴ ǳǎΣ ƛǘ ƛǎ Ǿƛǘŀƭ ǘƘŀǘ ǿŜ ŘŜƭƛǾŜǊ ǘƘŜǎŜ ǇǊƻƳƛǎŜǎΦ {ƻΣ ǿŜ 
have developed 29 ΨǇŜǊŦƻǊƳŀƴŎŜ ŎƻƳƳƛǘƳŜƴǘǎΩΣ ǿƘƛŎƘ ŀǊŜ ǘƘŜ ŀǊŜŀǎ ƻǳǊ ŎǳǎǘƻƳŜǊǎ ƘŀǾŜ ǎŀƛŘ ǘƘŜy 
want to hold us to account. We have worked with customers to develop and set targets for each of 
these commitments (or ΨǇŜǊŦƻǊƳŀƴŎŜ ŎƻƳƳƛǘƳŜƴǘ ƭŜǾŜƭǎΩύ ǎƻ ǘƘŜȅ Ŏŀƴ ƳŜŀǎǳǊŜ ƻǳǊ ǇŜǊŦƻǊƳŀƴŎŜ ŀƴŘ 
see how we are doing. We will publish our progress in meeting these targets in an open and 
transparent way each year. We will also publish our performance each month on our sector-leading 
dashboard. 

We asked customers to help us co-create our performance commitments, so we could be sure we are 
delivering what they waƴǘΦ ²Ŝ ƘŀǾŜ ŀƭǎƻ ǊŜŎŜƛǾŜŘ ŎƘŀƭƭŜƴƎŜ ŦǊƻƳ ƻǳǊ .ƻŀǊŘ ǘƻ ōŜ ŀƴ ΨǳǇǇŜǊ ǉǳŀǊǘƛƭŜΩ 
performing company while remaining financially efficient and keeping our bills low. This means 
having a good understanding of: 
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¶ what our performance looks like in isolation and in context of the sector as a whole; 

¶ current sector-leading performance and where this could be in the period 2020 to 2025; 

¶ what we need to do now to get ourselves in the best position so that we can achieve all 
the targets our customers have said they want us to meet; and 

¶ what best practice looks like in other sectors and drawing on it to drive the sector 
forward. 

Ofwat has set ten performance commitments that are common to the whole sector. This is so that it 
can compare our performance relative to that of other water companies and make sure we continue 
to deliver ongoing service improvements for customers. Ofwat has also required us to develop a 
number of specific performance commitments on set themes, and additional new ones that relate to 
our particular operating circumstanceǎ ŀƴŘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǇǊƛƻǊƛǘƛŜǎ. In setting these performance 
commitments, we have considered: 

¶ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǾƛŜǿǎ ƻƴ Ƙƻǿ ŀƳōƛǘƛƻǳǎ ŀƴŘ ǎǘǊŜǘŎƘƛƴƎ ƻǳǊ ǇŜǊŦƻǊƳŀƴŎŜ ǎƘƻǳƭŘ ōŜΤ 

¶ hŦǿŀǘΩǎ Ǝuidance to us; 

¶ data and trends from across the sector; and 

¶ operational considerations about what we want to achieve ς and how we are going to 
achieve it. 

We have proposed performance commitment levels that are stretching, with reference to the upper 
quartile performance in the sector, where this information was available to us. Where this 
information was not available, we have proposed commitments that represent a step change in our 
ŎǳǊǊŜƴǘ ǇŜǊŦƻǊƳŀƴŎŜΣ ŀƴŘ ǿƘƛŎƘ ŀǊŜ ŀƭƛƎƴŜŘ ǘƻ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǇǊƛƻǊƛǘƛŜǎ ŀƴŘ our future strategy, 
ǿƘƛƭŜ ǘŀƪƛƴƎ ƛƴǘƻ ŀŎŎƻǳƴǘ ǘƘŜ Ŏƻǎǘ ƻŦ ŘŜƭƛǾŜǊȅ ŀƴŘ ǘƘŜ ƛƳǇŀŎǘ ǘƘƛǎ ŎƻǳƭŘ ƘŀǾŜ ƻƴ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ōƛƭƭǎΦ 

Appendix A26 and resubmission appendix RA07 set out our performance commitments in detail, 
including: 

¶ definitions; 

¶ comparative performance; 

¶ targets; and 

¶ incentives. 

1.4.2 Reflecting regional differences with our performance commitments 

As we have two operationally independent regions, we needed to consider how best to recognise the 
differences between them in our performance commitments and how we transparently report our 
performance during the price control period. We considered the options carefully and engaged with 
the Independent Customer Panel on this subject. 

We wanted to ensure we correctly reflected the nature of our combined business as it is now 
structured. Our financial and customer service (retail) functions are fully integrated, and customers 
receive a homogeneous service in these areas. While we have two regions, with two sets of 
customers, several aspects of our operational performance are also fully integrated at the 
management control level ς for example, water quality management and capital maintenance 
planning. Our customer engagement has also been consistent across both regions, although we have 
made sure to represent them and the demographic split within them robustly throughout the 
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process. But we continue to maintain independent water resource zones and because of this we 
continue to produce separate water resource management plans for each region.  

In arriving at our final package of performance commitments, we needed to make sure we did not 
undermine the centralisation of activities and management control that has occurred since the 
merger of Souths Staffs Water and Cambridge Water, as this has benefits for customers in terms of 
cost efficiency and best practice. We also wanted to be sure we had an appropriate number of 
performance commitments and financial incentives for a company of our size. But we wanted to 
continue to recognise separate performance where it was necessary to do so. As we continue to 
produce two water resources management plans, this meant developing separate performance 
commitments that reflect the differences between the two regions in terms of their: 

¶ water resources; 

¶ population growth; 

¶ leakage; and 

¶ overall water use characteristics. 

For these reasons, we have settled on regional performance commitments for leakage and average 
water use. These measures are common to all the water companies and link closely to our water 
resources planning process. 

1.4.3 Financial incentives on our performance commitments 

A number of our performance commitments will have financial impacts attached. This is a mechanism 
that incentivises us to deliver the promises we are making to our customers. Financial incentives take 
the form of: 

¶ penalties if we fail to meet our challenging targets; and 

¶ additional payments if we outperform and customers then benefit from a further 
improvement in our levels of service. 

We can only earn outperformance incentives if we go beyond the already very challenging targets we 
have set ourselves, and only in areas of performance where there are direct benefits to customers of 
an improvement in the service level. 

²Ŝ ǿŀƴǘŜŘ ǘƻ ōŜ ǎǳǊŜ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǾƛŜǿǎ ŀƴŘ ǇǊŜŦŜǊŜƴŎŜǎ ǿŜǊŜ ŀǘ ǘƘŜ ƘŜŀǊǘ ƻŦ ƻǳǊ ƛƴŎŜƴǘƛves. So, 
we have rooted our financial incentives strongly in our customer research findings, so that there is a 
direct link between what our customers told us they want and the incentive on us to deliver it. We 
have had to make some adjustments to ensure the incentives are appropriately balanced across our 
entire package of performance commitments, and to arrive at the range of financial impacts that 
Ofwat is looking for at the aggregate level. 

hŦǿŀǘΩǎ PR19 methodology indicates a range of between +/ҍ1% to +/ҍ3% of our total regulated 
equity value for financial incentives attached to performance commitments. Feedback from 
customers on the principle of incentives is still mixed, and the Independent Customer Panel and 
CCWater have raised concerns about the mechanism. We have proposed a range of approximately 
ҍ2.3% to +1.1% (five-year average). 
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1.4.4 How we will report our performance 

In the current period we have adopted a very clear way of reporting our performance commitments 
to customers. We will look to improve on this further in the next period. As well as our dashboard, we 
currently produce a performance report each year for customers, providing information on the things 
they care most about, including: 

¶ information about our operational activity in the year for each of our outcomes; 

¶ a targets and performance scorecard; 

¶ our key financial metrics, such as how much tax and dividends have been paid; 

¶ a diagram of our ownership structure; and 

¶ a customer-friendly statement about our assurance. 

This is in addition to the full annual performance report and accounts, and associated data tables that 
we produce for regulatory purposes each year. Our performance report summary has been really well 
received by customers and the Independent Customer Panel. We will continue to produce this 
summary for customers in the future. 

Our customers and other stakeholders also have access to a wide range of information on our 
regional performance from other sources, including:  

¶ our website; 

¶ regional information published by the Drinking Water Inspectorate and CCWater in their 
respective areas of interest; and 

¶ the Discover Water dashboard, which contains regionally separated information where 
appropriate. 

1.4.5 Summary information on our performance commitments 

In table 5 below, we outline the key information for our performance commitments, which includes: 

¶ a description of the performance commitment and the units of measure; 

¶ targets; 

¶ existing performance, if we have it; and 

¶ the financial incentive attached, if applicable. 

We have also added information about what we want to achieve is terms of our corporate, financial 
and operational resilience. This includes integrating the appropriate performance commitments with 
what we want to achieve in terms of embedding a resilience-focused culture and mind set within our 
business. (See chapter 2 for more detail on how we are embracing a resilience Ψƛƴ ǘƘŜ ǊƻǳƴŘΩ 
approach.) 

 

https://discoverwater.co.uk/
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Table 5 Summary of our performance commitments and targets for the period from 2020 to 2025 

Making 
water count 
ŦƻǊΧ 

Our 
commitment 

to our 
customers 

What we 
want to 
achieve 

Name and ID 
of our 

performance 
commitments 

Short description of our 
performance commitments 

Our expected 
performance level 

at 2019/20, if 
applicable 

The targets we will 
meet by 2024/25 

Under- 
perf. 

penalty 
rate 

Out- 
perf. 

payment 
rate 

Our core 
promises 

We will 
provide value 
for money 

We will 
maintain our 
ŎǳǎǘƻƳŜǊǎΩ 
trust in us 

Delivering 
services that are 
value for money  

Corporate 
resilience ς 
customer 
experience 

F2: Value for 
money 

The percentage satisfaction 
with our value for money, using 
a combination of our own 
tracker survey and a survey 
conducted by CCWater 

75% of customers 
satisfied 

85% of customers 
satisfied 

No incentive No 
incentive 

Making sure 
customers have 
a high level of 
trust in us 

Corporate 
resilience ς 
customer 
experience 

F1: Trust The level of trust that our 
customers have in us, using a 
combination of our own tracker 
survey and a survey conducted 
by CCWater 

8.05 out of 10 rating on 
customer trust survey 

8.3 out of 10 rating on 
customer trust survey 

No incentive No 
incentive 

Our customers 

We will offer a 
great 
customer 
experience 
and get your 
feedback to 
help us keep 
improving 

Great customer 
service to our 
household 
customers 

Operational 
resilience ς 
customer 
experience 

A1: Customer 
measure of 
experience 

Level of satisfaction of 
household customers 

Upper quartile for the 
sector on the current 
SIM metric 

Upper quartile for  
the sector on the new 
C-MeX metric 

The financial incentives 
have been specified by 
Ofwat at +12% to -6% of 
household retail revenue 

Great customer 
service to our 
business market 
suppliers 
(retailers) 

Operational 
resilience ς 
customer 
experience 

A3: Retailer 
measure of 
experience 

A measure of our performance 
as a wholesaler operating in the 
business market, incorporating 
the existing market and 
operational performance 
standards and a satisfaction 
measure 

Not applicable 93% of retailers 
satisfied we provide 
great customer service 

No incentive No 
incentive 

Great customer 
service to 
developers 

Operational 
resilience ς 
customer 
experience 

A2: Developer 
services 
measure of 
experience 

Level of satisfaction of 
developer services customers 

Not applicable Upper quartile for  
the sector on the new 
D-MeX metric 

The financial incentives 
have been specified by 
Ofwat at +2.5% to ҍ5% of 
developer services revenue 
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Making 
water count 
ŦƻǊΧ 

Our 
commitment 

to our 
customers 

What we 
want to 
achieve 

Name and ID 
of our 

performance 
commitments 

Short description of our 
performance commitments 

Our expected 
performance level 

at 2019/20, if 
applicable 

The targets we will 
meet by 2024/25 

Under- 
perf. 

penalty 
rate 

Out- 
perf. 

payment 
rate 

Our 
community 

We will offer 
you the right 
level of 
support as and 
when you 
need it and 
help you to 
learn to use 
water wisely 

Financial 
support for 
household 
customers 
struggling to 
pay their bills 

Corporate 
resilience ς 
customer 
experience 

B1: Financial 
support 

Number of residential 
customers that we help with 
their water bills, using our 
financial assistance schemes 
such as our social tariff, 
Charitable Trust, payment plans 
or other types of help 

31,000 household 
customers struggling to 
pay their bills are 
receiving financial 
support 

40,000 household 
customers struggling to 
pay their bills are 
receiving financial 
support 

£5.79 per 
customer 

No 
incentive 

Extra care 
support for 
customers who 
need assistance 

Corporate 
resilience ς 
customer 
experience 

B2: Extra care 
assistance 

Proportion of residential 
customers that are registered 
on the priority services register 
ǘƘŀǘ ǿŜ ƘŜƭǇ ǿƛǘƘ ƻǳǊ Ψextra 
ŎŀǊŜΩ additional support options 

Not applicable (we will 
start offering this 
service in 2020/21) 

5% of customers on 
our Priority Services 
Register receiving Extra 
Care support 

£32k per 1% No 
incentive 

Working with 
schools about 
the need to use 
water wisely 

Operational 
resilience ς 
environmental 
responsibility 

B3: Education 
activity 

Number of people who have 
received our education services 

1,800 people engaged 
with through our 
education outreach 
programme 

3,000 people engaged 
with through our 
education outreach 
programme 

£15 per 
person 
engaged 

£8 per 
person 
engaged 

Ensuring 
customers who 
need assistance 
are registered 
with us 

Corporate 
resilience ς 
customer 
experience 

B4: Priority 
Servicers 
Register 

Number of people on Priority 
Services Register and 
proportion validated every two 
years. 

5.3% of household 
customers registered 
on our Priority Services 
Register 

8% of household 
customers registered 
on our Priority Services 
Register and 90% 
checked once every 
two years 

No incentive No 
incentive 

Our service 

We will 
provide clean, 
high-quality 
and reliable 
water supplies 

Delivering 
upgraded water 
treatment 
works 

Operational 
resilience ς 
excellent water 
quality/secure 
and reliable 
supplies 

D8: Water 
treatment 
works delivery 
programme 

This measure supports our cost 
adjustment claim, protecting 
customers against non- and late 
delivery of our water treatment 
works upgrade programme and 
associated expenditure 

Not applicable Complete second-stage 
filtration at Seedy Mill 
by 31 March 2023 

Complete second-stage 
filtration at Hampton 
Loade by 31 March 
2024 

This is a 
composite 
incentive; 
see 
resubmission 
appendix 

No 
incentive 
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Making 
water count 
ŦƻǊΧ 

Our 
commitment 

to our 
customers 

What we 
want to 
achieve 

Name and ID 
of our 

performance 
commitments 

Short description of our 
performance commitments 

Our expected 
performance level 

at 2019/20, if 
applicable 

The targets we will 
meet by 2024/25 

Under- 
perf. 

penalty 
rate 

Out- 
perf. 

payment 
rate 

now and in 
the future 

Complete the strategic 
mains cleaning 
programme by 31 
March 2025 

RA07 for 
more detail 

Always meeting 
water quality 
standards 

Operational 
resilience ς 
excellent water 
quality 

D1: Compliance 
Risk Index 

Compliance with drinking water 
quality regulations, as 
measured using the Drinking 
²ŀǘŜǊ LƴǎǇŜŎǘƻǊŀǘŜΩǎ 
Compliance Risk Index (CRI) 
metric 

99.97% compliance 
with Drinking Water 
Inspectorate quality 
standards (measured 
through the Mean 
Zonal Compliance 
metric) 

100% compliance with 
Drinking Water 
Inspectorate quality 
standards (Compliance 
Risk Index) 

£69k per CRI 
point above 
1.5 points 
deadband 
and capped 
at 9.5 points 

No 
incentive 

Operational 
resilience ς 
excellent water 
quality 

D6: Customer 
contact about 
water quality 

The number of customer 
contacts we get each year 
about the appearance, taste 
and odour of water, or 
perceived illness 

1.23 contacts per 1,000 
population 

0.76 contacts per 1,000 
population 

£390k per  
1 contact per 
1,000 
population 

£390k per 
1 contact 
per 1,000 
population 

Making sure 
water always 
comes through 
ŎǳǎǘƻƳŜǊǎΩ ǘŀǇǎ 

Operational 
resilience ς 
secure and 
reliable supplies 

D2: Supply 
interruptions 

Average minutes of 
interruption each connected 
property experiences for 
interruptions of three hours or 
more 

Average supply 
interruptions of 7:00 
mm:ss per connected 
property 

Average supply 
interruptions of 03:58 
mm:ss per connected 
property 

£90k per  
1 minute, 
capped at 
14:36 mm:ss 

£90k per  
1 minute 

Operational 
resilience ς 
secure and 
reliable supplies 

D3: Risk of 
severe 
restrictions in a 
drought 

The percentage of customers at 
risk of severe supply restrictions 
in a 1 in 200-year drought 
scenario 

Zero customers at risk, 
assuming our water 
resources 
management plans are 
implemented 

Zero customers at risk, 
assuming our water 
resources 
management plans are 
implemented 

No incentive No 
incentive 
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Making 
water count 
ŦƻǊΧ 

Our 
commitment 

to our 
customers 

What we 
want to 
achieve 

Name and ID 
of our 

performance 
commitments 

Short description of our 
performance commitments 

Our expected 
performance level 

at 2019/20, if 
applicable 

The targets we will 
meet by 2024/25 

Under- 
perf. 

penalty 
rate 

Out- 
perf. 

payment 
rate 

Reducing the 
number of 
water 
production 
failures 

Operational 
resilience ς 
secure and 
reliable supplies 

D5: Unplanned 
outage 

Water production capacity lost 
through unplanned outage 

1.92% of our total 
capacity is unavailable 

1.7% of our total 
capacity is unavailable 

£547k per 
1% 

£362k per 
1% 

Finding and 
fixing visible 
leaks more 
quickly 

Operational 
resilience ς 
environmental 
responsibility/ 
secure and 
reliable supplies 

D7: Visible leak 
repair time 

The number of days that we 
take to repair 90% of visible 
leaks on our network, 
measured from the time the 
leak is found or reported 

Not applicable 90% of visible leaks 
repaired within four 
days 

£129k per  
1 day change 

£68k per  
1 day 
change 

Reducing the 
number of burst 
mains 

Operational 
resilience ς
secure and 
reliable supplies 

D4: Burst mains Number of burst mains 131 bursts per 1,000 
km of water mains 

120 bursts per 1,000 
km of water mains 

£19k per  
1 burst per 
1,000 km, 
capped at 
170 bursts 
per 1,000 km 

£19k per  
1 burst per 
1,000 km, 
capped at 
102 bursts 
per 1,000 
km 

Our 
environment 

We will 
protect the 
natural 
environment, 
reduce 
leakage and 

Reducing 
leakage levels  

Operational 
resilience ς 
environmental 
responsibility 

C1: Leakage ς 
South Staffs 
region 

Leakage level in the South 
Staffs supply region 

71.1 Ml/d (three-year 
average) 

56.5 Ml/d (three-year 
average) 

£139k per 
Ml/d 

£116k per 
Ml/d 

Operational 
resilience ς 
environmental 
responsibility 

C2: Leakage ς
Cambridge 
region 

Leakage level in the Cambridge 
supply region 

13.8 Ml/d (three-year 
average) 

11.9 Ml/d (three-year 
average) 

£202k per 
Ml/d 

£135k per 
Ml/d 
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Making 
water count 
ŦƻǊΧ 

Our 
commitment 

to our 
customers 

What we 
want to 
achieve 

Name and ID 
of our 

performance 
commitments 

Short description of our 
performance commitments 

Our expected 
performance level 

at 2019/20, if 
applicable 

The targets we will 
meet by 2024/25 

Under- 
perf. 

penalty 
rate 

Out- 
perf. 

payment 
rate 

support the 
building of 
water-efficient 
homes 

Reducing how 
much water 
each person 
uses 

Operational 
resilience ς 
environmental 
responsibility 

C3: Residential 
water 
consumption ς 
South Staffs 
region 

The average water 
consumption of household 
customers in the South Staffs 
supply region 

129.6 litres per person 
per day (l/p/d)  
(three-year average) 

128.33 litres per 
person per day (l/p/d)  
(three-year average) 

£169k per  
1 litre per 
person per 
day 

£125k per 
1 litre per 
person per 
day 

Operational 
resilience ς 
environmental 
responsibility 

C4: Residential 
water 
consumption ς 
Cambridge 
region 

The average water 
consumption of household 
customers in the Cambridge 
supply region 

143.66 litres per 
person per day (l/p/d)  
(three-year average) 

137.74 litres per 
person per day (l/p/d) 
(three-year average) 

£169k per  
1 litre per 
person per 
day 

£125k per 
1 litre per 
person per 
day 

Not taking too 
much water 
from 
environmentally 
sensitive sites 

Operational 
resilience ς 
environmental 
responsibility 

C5: 
Environmentally 
sensitive water 
abstraction 

Compliance with pre-defined 
water abstraction thresholds 
for our designated Abstraction 
Incentive Mechanism (AIM) 
sites 

Full compliance  
(score = 0) 

Full compliance  
(score =0) 

£98k per  
1 point 

£49k per  
1 point 

Protecting 
wildlife, trees, 
plants and 
water sources 

Operational 
resilience ς 
environmental 
responsibility 

C7: protecting 
wildlife, plants, 
habitats and 
catchments 

The area of land that we 
actively manage to protect 
wildlife, plants, habitats and 
catchments 

Protect 139 hectares of 
land to protect wildlife, 
trees and plants from 
damage 

Protect 690 hectares of 
environmentally-
sensitive sites 

£2.5k per 
hectare 

£1.25k per 
hectare 

Supporting 
water-efficient 
house building 

Operational 
resilience ς 
environmental 
responsibility 

C6: Supporting 
water efficient 
housebuilding 

The volume of water saved 
from new residential properties 
being built to HQM or BREEAM 
standards, and which meet 100 
l/p/d water efficiency level 

Not applicable 30.6 Ml of water saved 
through the building of 
water-efficient housing 

No incentive No 
incentive 

Reducing our 
carbon 
emissions 

Operational 
resilience ς
environmental 
responsibility 

C8: Carbon 
emissions 

The amount of operational 
carbon emissions from our 
operations, per connected 
property 

69 kg of carbon per 
connected property 

Reduce carbon 
emissions to 61 kg per 
connected property  

No incentive No 
incentive 
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Making 
water count 
ŦƻǊΧ 

Our 
commitment 

to our 
customers 

What we 
want to 
achieve 

Name and ID 
of our 

performance 
commitments 

Short description of our 
performance commitments 

Our expected 
performance level 

at 2019/20, if 
applicable 

The targets we will 
meet by 2024/25 

Under- 
perf. 

penalty 
rate 

Out- 
perf. 

payment 
rate 

Our business 

We will run an 
efficient 
business with 
happy 
employees, 
where our 
suppliers are 
treated fairly 

Making sure all 
our staff love 
their jobs 

Corporate 
resilience ς 
health, safety 
and security 

E3: Employee 
engagement 

Achievement of Investors in 
People accreditation and an 
annual employee survey 

Not applicable +10 net promoter 
score and achievement 
of Investors in People 
in 2020/21 

No incentive No 
incentive 

Treating our 
suppliers fairly 
and paying 
small businesses 
quickly 

Corporate 
resilience ς 
anticipate 
future evolution 

E4: Treating our 
suppliers fairly 

Signatory to the Department 
for Business, Energy and 
Industrial Strategy Prompt 
Payment Code; and ensuring 
we pay small businesses within 
30 days 

We currently pay all 
suppliers on the same 
terms, and our average 
is 51 days 

100% of suppliers with 
turnover less than  
£6.5 million paid within 
30 days 

No incentive No 
incentive 

Reducing our 
bad debt so 
customers do 
not pay more 
than they need 
to 

Financial 
resilience ς 
long-term 
financeability 

E1: Bad debt 
level 

The level of bad debt charge 
that we incur each year, 
expressed as percentage of 
total revenue 

3.39% of household 
revenue 

Reduce our bad debt 
to 2.75% of revenue 

No incentive No 
incentive 

Making sure our 
property 
records are up 
to date 

Financial 
resilience ς 
long-term 
financeability 

E2: Residential 
void properties 
and gap sites 

The proportion of residential 
voids we have validated and 
completion of gap site 
identification activity 

Not applicable All voids and gaps sites 
reviewed through a 
managed process 

£8.5k per 1% 
non-
validation 

No 
incentive 

Note: Ml/d = megalitres per day; a megalitre is one million litres. 
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1.5 Developing the best plan for our customers 

The stretching performance commitments set out above show that we are not standing still. Nor are 
we being complacent. We are continually challenging ourselves to find new and better ways of doing 
things ς using innovation to deliver the ambition and stretch our customers have said they want from 
us while making sure we continue to provide them with reliable and affordable water supplies. Over 
the lifetime of this plan, we will invest and spend £588 million (net total expenditure) in wholesale 
and household retail to provide the essential services our customers have said they want and expect 
ς more than we have ever done before. 

In the long term, we face a number of significant resource challenges across both regions, which, if 
left unchecked, could impact on our ability to deliver these services and mean we fail to meet our 
ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎΦ ¢ƘŜǎŜ ƛƴŎƭǳŘŜΥ 

¶ the need to invest in our Hampton Loade and Seedy Mill water treatment works in our 
South Staffs region, combined with a programme to clean up to 100 km of strategic 
trunk mains leaving both works to ensure we can continue to provide the high-quality 
water supplies our customers expect ς from source to tap, now and in the future; 

¶ regulatory pressures and the uncertainty around the volume of water we can take  
όƻǊ ΨŀōǎǘǊŀŎǘΩύ ŦǊƻƳ ǘƘŜ ŜƴǾƛǊƻƴƳŜƴǘ ǿƛǘƘƻǳǘ ŎŀǳǎƛƴƎ ŘŀƳŀƎŜ ǘƻ ǘƘŀǘ ŜƴǾƛǊƻƴƳŜƴǘ ς 
particularly in our Cambridge region; 

¶ the projected population growth and development in both regions over the long term, 
leading to more connections on our network of pipes ς and more pressure on the 
services we deliver;  

¶ the continued need to reduce leakage across our whole network, which we know is a 
really important issue for our customers; and 

¶ making sure we always provide additional help and support to those customers who 
need it. 

In addition, we need to consider the impact of climate change, with the potential for more extreme 
droughts, flooding or freeze/thaw events ς and the effect it could have on our water resources. There 
is more information on how we plan to address the long-term challenges we face in our water 
resources management plans.  

We also have to consider the geographic diversity of both regions and how this is reflected in our 
plan. In our South Staffs region, for example, about 60% of our water supply comes from two surface 
water sources ς the River Severn and Blithfield Reservoir. The remainder comes from 26 underground 
ς ƻǊ ΨgroundwaterΩ ς sources, situated mainly in the central and southern areas of the region. It is also 
one of the hilliest areas of the country, which can make it expensive for us to move water to where it 
ƛǎ ƴŜŜŘŜŘΦ !ǾŜǊŀƎŜ ŘŜƳŀƴŘ ƛƴ ǘƘŜ ǊŜƎƛƻƴ ƛǎ ŀōƻǳǘ нул Ƴƛƭƭƛƻƴ ƭƛǘǊŜǎ όƻǊ ΨƳŜƎŀƭƛǘǊŜǎΩύ ƻŦ ǿŀǘŜǊ ŀ Řŀȅ 
όaƭκŘύΤ ŘŜƳŀƴŘ ŀǘ ōǳǎȅ ƻǊ ΨǇŜŀƪΩ ǘƛƳŜǎ ƛǎ ŀōƻǳǘ плл aƭκŘΦ 

Our Cambridge region, on the other hand, has no surface water sources. Instead, the water comes 
solely from groundwater sources, which we take from boreholes sunk into the ground at 23 sites 
across the region. Average demand for water in the region is currently about 80 Ml/d; peak demand 
is about 105 Ml/d. 
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While the Environment Agency classes it as not seriously water stressed in itself, our Cambridge 
region is surrounded by an area of serious water stress26 (that is, there may not always be enough 
water to go round). So, making sure supplies are reliable and resilient over the long term is crucial for 
us ς and our customers. This is particularly important given the projected growth in the area. In 
November 2017, the National Infrastructure Commission published its report on the 
CambridgeҍMilton KeynesҍOxford Arc, which it estimates could deliver one million new homes and 
jobs in the area by 205027.  

 
Our South Staffs and Cambridge regions28. 

                                                           
26 Ψ²ŀǘŜǊ ǎǘǊŜǎǎŜŘ ŀǊŜŀǎ ς Ŧƛƴŀƭ ŎƭŀǎǎƛŦƛŎŀǘƛƻƴΩΣ 9ƴǾƛǊƻƴƳŜƴǘ !ƎŜƴŎȅ ŀƴŘ bŀǘǳǊŀƭ wŜǎƻǳǊŎŜǎ ²ŀƭŜǎΣ Wǳƭȅ нлмоΦ 
assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/244333/water-stressed-
classification-2013.pdf 
27 ΨtŀǊǘƴŜǊƛƴƎ ŦƻǊ tǊƻǎǇŜǊƛǘȅΥ ŀ ƴŜǿ ŘŜŀƭ ŦƻǊ ǘƘe Cambridge-Milton Keynes-hȄŦƻǊŘ !ǊŎΩΣ bŀǘƛƻƴŀƭ LƴŦǊŀǎǘǊǳŎǘǳǊŜ /ƻƳƳƛǎǎƛƻƴΣ 
November 2017. www.nic.org.uk/publications/partnering-prosperity-new-deal-cambridge-milton-keynes-oxford-arc/ 
28 Maps are not to scale. 

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/244333/water-stressed-classification-2013.pdf
https://www.nic.org.uk/publications/partnering-prosperity-new-deal-cambridge-milton-keynes-oxford-arc/
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/244333/water-stressed-classification-2013.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/244333/water-stressed-classification-2013.pdf
http://www.nic.org.uk/publications/partnering-prosperity-new-deal-cambridge-milton-keynes-oxford-arc/
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2. Delivering resilience in the round ς future proofing our 
business 

Summary 

Ours is a long-term business and one that is totally reliant on its assets ς be they above ground, 
below ground, our technology, our natural assets or our people. Ofwat has challenged us to 
demonstrate that we are resilient Ψƛƴ ǘƘŜ ǊƻǳƴŘΩΣ ǿƘƛŎƘ ƳŜŀƴǎ ƘŀǾƛƴƎ corporate, financial and 
operational resilience, and a culture within the business to ensure this is embedded in all our 
decision making. 

So, in putting together our plan for 2020 to 2025 we have completely reviewed our approach to 
resilience. This includes committing to developing an approach to resilience in the round that 
integrates risk identification and management and investment planning with our broader 
corporate, departmental and personal objectives. We are mindful of the need to demonstrate 
greater clarity around resilience maturity within our business and will continue to develop and 
implement any relevant controls, processes and systems to ensure we achieve this. 

We will also commit to being more transparent about how resilient we are as a business. This 
includes publishing information on our ŘŀǎƘōƻŀǊŘ ŀƴŘ ƛƴǘǊƻŘǳŎƛƴƎ ŀ ΨǇǊƻǘŜŎǘƛƴƎ ȅƻǳǊ ǎŜǊǾƛŎŜΩ 
section within our annual report to highlight our performance over the previous 12 months. We 
believe this approach will help us to further embed and formalise a culture of risk resilience, 
ownership and accountability among our people. 

And because we think resilience needs ς and benefits from ς innovative thinking, we will also 
combine and further develop our innovation processes. This, in turn, will enable us to embed a 
culture of change and innovation across the business. 

Underpinning and reinforcing our resilience framework is an innovative tool we developed with 
ƛƴŘǳǎǘǊȅ ŜȄǇŜǊǘǎΣ !ǊǳǇΣ ǘƘŀǘ ǿŜ Ŏŀƭƭ ƻǳǊ ΨǊŜǎƛƭƛŜƴŎŜ ƭŜƴǎΩΦ ¢Ƙƛǎ aligns a number of key business 
objectives with corporate, financial and operational resilience impacts, and has enabled us to 
consider and compare a range of investment options that add up to a best plan for our customers. 
We have also aligned the objectives within the resilience lens with the performance commitments 
we will deliver for customers over the period 2020 to 2025. 

We recognise that an important feature of a business that is resilient in the round is the ability to 
manage risks. Our aim is to ensure that that our risk management activities reduce the impact of 
risks to a level that is acceptable to customers and does not impact on our long-term financial 
viability. During 2018, we experienced two real-world scenarios ς the freeze/thaw event and the 
long, hot summer that followed it ς that tested the resilience of our processes and systems in very 
different ways. 

While we think both events demonstrated our overall resilience and provided reassurance that a 
number of our existing plans and processes are robust, we recognise that there is still room to 
improve. We are confident that the framework we are developing and the plans we are putting in 
place will ensure that our customers continue to receive resilient and reliable supplies now and 
over the long term. 
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In a long-term business such as ours, we are mindful of the important role our people and our assets 
Ǉƭŀȅ ƛƴ ŘŜƭƛǾŜǊƛƴƎ ŎƭŜŀƴΣ ǎŀŦŜ ǿŀǘŜǊ ǘƻ ŎǳǎǘƻƳŜǊǎΦ .ȅ ΨŀǎǎŜǘǎΩΣ ǿŜ ƳŜŀƴ ǘƘŜ equipment, buildings, land 
and components needed to enable us to do our job effectively and efficiently. These assets need to 
be resilient to a range of changing circumstances, such as extremes of weather or population growth. 
This is a matter of policy for the UK Government, which requires us to deliver resilient services29 now 
and in the future. 

¢ƘŜ ²ŀǘŜǊ !Ŏǘ нлмп ƎŀǾŜ hŦǿŀǘ ŀ Řǳǘȅ ǘƻ ΨŦǳǊǘƘŜǊΩ ǘƘŜ ǊŜǎƛƭƛŜƴŎŜ ƻōƧŜŎǘƛǾŜ ƛƴ 9ƴƎƭŀƴŘ ŀƴŘ ²ŀƭŜǎΦ Lǘ 
highlights the need for long-term resilience of water and wastewater systems and service provision 
when faced with increasing external stresses, such as environmental pressures and changes in 
consumer behaviour. It also highlights the need to promote long-term planning and investment, 
increase water efficiency and reduce the demand for water.30 

Ofwat defines resilience as: 

άΧ ǘƘŜ ŀōƛƭƛǘȅ ǘƻ ŎƻǇŜ ǿƛǘƘΣ ŀƴŘ ǊŜŎƻǾŜǊ ŦǊƻƳΣ ŘƛǎǊǳǇǘƛƻƴ ŀƴŘ ŀƴǘƛŎƛǇŀǘŜ ǘǊŜƴŘǎ ŀƴŘ ǾŀǊƛŀōƛƭƛǘȅ ƛƴ ƻǊŘŜǊ 
ǘƻ Ƴŀƛƴǘŀƛƴ ǎŜǊǾƛŎŜǎ ŦƻǊ ǇŜƻǇƭŜ ŀƴŘ ǇǊƻǘŜŎǘ ǘƘŜ ƴŀǘǳǊŀƭ ŜƴǾƛǊƻƴƳŜƴǘ ƴƻǿ ŀƴŘ ƛƴ ǘƘŜ ŦǳǘǳǊŜΦέ31 

And in its PR19 methodologyΣ ƛǘ ǎŀƛŘ ǘƘŀǘ ǿŀǘŜǊ ŎƻƳǇŀƴƛŜǎ ǎƘƻǳƭŘ ŎƻƴǎƛŘŜǊ ǊŜǎƛƭƛŜƴŎŜ Ψƛƴ ǘƘŜ ǊƻǳƴŘΩΣ 
when delivering services to customers. This means us having: 

¶ corporate resilience, which is the ability of our governance, accountability and 
assurance processes to avoid, cope with and recover from disruption of all types, and to 
anticipate trends and the variability of our business operations. We outline this in 
section 2.2 below and discuss it in more detail in section 8.4; 

¶ financial resilience, which is about our ability to avoid, cope with and recover from any 
disruption to our finances now and over the long term. We outline this in section 2.2 
below and discuss it in more detail in section 8.1; and 

¶ operational resilience, which is the ability of our infrastructure ς and the skills needed to 
operate that infrastructure ς to avoid, cope with and recover from disruption to any 
aspect of our performance and ensure we continue to deliver the secure and reliable 
supplies our customers expect. We outline this in section 2.3 below and discuss it in 
more detail in section 5.3. 

It also means making sure we formalise the culture across our business to ensure these components 
of resilience in the round are further embedded in all our decision making. This covers everything that 
we do ς from the high-level, strategic decisions taken by Board about how our business is run and the 
financial oversight of the Audit Committee, to the decisions our field-based teams take, for example, 
to ensure a leaking pipe is repaired first time so that it does not impact on the service we deliver to 
customers. It also means committing to implement a framework that demonstrates an integrated 
ŀǇǇǊƻŀŎƘ ǘƻ ǊŜǎƛƭƛŜƴŎŜ ƛƴ ǘƘŜ ǊƻǳƴŘ όǘƘŀǘ ƛǎΣ ŀ ΨǎȅǎǘŜƳǎ-ōŀǎŜŘ ŀǇǇǊƻŀŎƘΩύ that more closely aligns 

                                                           
29 Ψ/ǊŜŀǘƛƴƎ ŀ ƎǊŜŀǘ ǇƭŀŎŜ ŦƻǊ ƭƛǾƛƴƎΥ 9ƴŀōƭƛƴƎ ǊŜǎƛƭƛŜƴŎŜ ƛƴ ǘƘŜ ǿŀǘŜǊ ǎŜŎǘƻǊΩΣ 5ŜŦǊŀΣ aŀǊŎƘ нлмсΦ 
assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/504681/resilience-water-
sector.pdf 
30 The Water Act 2014. www.legislation.gov.uk/ukpga/2014/21/contents/enacted 
31 ΨwŜǎƛƭƛŜƴŎŜ ƛƴ ǘƘŜ ǊƻǳƴŘΥ .ǳƛƭŘƛƴƎ ǊŜǎƛƭƛŜƴŎŜ ŦƻǊ ǘƘŜ ŦǳǘǳǊŜΩΣ hŦǿŀǘΣ {ŜǇǘŜƳōŜǊ нлмтΦ 
www.ofwat.gov.uk/publication/resilience-in-the-round/ 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/504681/resilience-water-sector.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/504681/resilience-water-sector.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/504681/resilience-water-sector.pdf
http://www.legislation.gov.uk/ukpga/2014/21/contents/enacted
http://www.ofwat.gov.uk/publication/resilience-in-the-round/


Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

86 

corporate, departmental and personal objectives with our performance commitments and balances 
this against our business risks. We discuss this in more detail below. 

Customer expectations for resilient services 

We talked to customers about their thoughts on resilience ς we found ǘƘŀǘ ǘŀƭƪƛƴƎ ŀōƻǳǘ ΨŦǳǘǳǊŜ 
ǇǊƻƻŦƛƴƎΩ ǿŀǎ ŀ ƳƻǊŜ ǳƴŘŜǊǎǘŀƴŘŀōƭŜ ŎƻƴŎŜǇǘ ŦƻǊ ǘƘŜƳΦ /ǳǎǘƻƳŜǊǎ ƘŀŘ ǎǘǊƻƴƎ ǾƛŜǿǎ ƻƴ ǘƘŜ ƴŜŜŘ 
for investment to ensure operational resilience, as illustrated by the quote below from our 
engagement. 

άL ŜȄǇŜŎǘ ǿŀǘŜǊ ǘƻ ŀƭǿŀȅǎ ōŜ ŀǾŀilable. I do understand the potential for unplanned emergency 
interruptions, although I expect these to be minimal and very quickly resolved. I also expect any 
well-run company to balance efficient costs of operation and long-term investment to maintain 
expected standards of service ς this is basic good housekeeping. And finally, I believe the 
minimising of water leakage to be a major target ς this is waste of a valuable product as well as an 
ŜƴǾƛǊƻƴƳŜƴǘŀƭ ƛƳǇŀŎǘ ƛǎǎǳŜ ŀƴŘ ŘŜƳƻƴǎǘǊŀǘŜǎ ŀ ŎƻƳǇŀƴȅΩǎ ŀǘǘƛǘǳŘŜ to long-term asset 
ƳŀƴŀƎŜƳŜƴǘέ ς household customer, South Staffs region. 

2.1 Developing our approach to resilience in the round 

As part of our approach to developing our resilience framework, and in response to the feedback we 
received from Ofwat in its initial assessment of our business plan, we will integrate the processes we 
already have in place for identifying and managing όƻǊ ΨƳƛǘƛƎŀǘƛƴƎΩύ strategic business risks with our 
corporate, departmental and personal objectives. Where appropriate, we will also align these with 
ǘƘŜ ΨŘŜǎƛǊŜŘ ǎǘŀǘŜǎΩ ƻŦ ƻǳǊ ǊŜǎƛƭƛŜƴŎŜ ƭŜƴǎ όǎŜŜ ǇŀƎŜ 88 below) ς which are the statements we consider 
best reflect a resilient organisation ς and the commitments we have made to our customers about 
our performance. In doing this, we will create a clear line of sight and embed the concept of resilience 
in the round in all our business as usual activities. Below we illustrate what we already have in place 
in terms of our approach. 

 
Our resilience framework. 
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But we are also mindful of what we need to do to enhance our organisational resilience and develop 
a comprehensive framework that demonstrates an integrated approach to resilience in the round as 
required by Ofwat. While we already have a number of resilience-orientated procedures and controls 
in place, we accept that we need greater integration and clarity around resilience maturity within our 
business. We welcome the opportunity to develop and implement a comprehensive action plan that 
ǿƛƭƭ ƳŜŜǘ hŦǿŀǘΩǎ Ǌequirements and demonstrate to our customers that we are resilient in the round 
over the long term. 

This approach will help to encourage and embed a more holistic and ongoing bottom-up and top-
down resilience improvement process within our business. We will continue to develop and 
implement any controls, processes and systems to ensure we mitigate any identified risks to the 
business, and that resilience metrics are monitored and targets achieved. 

Safeguarding water resources and maintaining an excellent experience for customers are at the 
forefront of our resilience solutions and schemes over the period 2020 to 2025. We continue to 
proactively address the challenges we face as a water company, such as climate change, the 
availability of water resources and ŎǳǎǘƻƳŜǊǎΩ ŘŜƳŀƴŘǎ ŦƻǊ ǘƘŜ ǎŜǊǾƛŎŜ ǘƘŜȅ ǊŜŎŜƛǾŜ ŦǊƻƳ ǳǎΦ .ǳǘ ǿŜ 
are also mindful of the balance we must strike between customer affordability and acceptance, and 
the value and benefit we attach to our overall resilience. 

2.1.1 Using the resilience lens and maturity matrix to reinforce our framework 

¦ƴŘŜǊǇƛƴƴƛƴƎ ŀƴŘ ǊŜƛƴŦƻǊŎƛƴƎ ƻǳǊ ǊŜǎƛƭƛŜƴŎŜ ŦǊŀƳŜǿƻǊƪ ƛǎ ƻǳǊ ΨǊŜǎƛƭƛŜƴŎŜ ƭŜƴǎΩΦ ²Ŝ ŘŜǾŜƭƻǇŜŘ ǘƘƛǎ 
innovative tool with the support of industry experts, Arup, drawing on best practice and learnings 
from across the sector (see appendix A27 for more detail). In developing this tool, we held a number 
of internal workshops where we looked beyond the operational aspects of resilience. We ensured all 
parts of the business were represented at these workshops to give us a rounded view of thoughts, 
ideas and opinions. 

The resilience lens represents a number of key business objectives, which broadly align with the 
customer promises set out on page 82, and a selection of desired states. It has enabled us to consider 
and compare a range of investment options that add up to the best plan for our customers and our 
business, and that will allow us to assess our progress in delivering these from the perspective of how 
resilient we are. 

²Ŝ ǘƘŜƴ ŘŜǾŜƭƻǇŜŘ ŀ ΨƳŀǘǳǊƛǘȅ ƳŀǘǊƛȄΩ and assigned levels of development across each desired state. 
Using feedback from our internal workshops, we assigned these options a score from one to four, 
with the lowest score given to the options that have a low impact on our resilience and the highest 
score given to those with the largest impact.  

For example, in terms of the reliability of the water we supply to customers, we have given ourselves 
a score of three, but in 2024/25 we think our score will be four because of the work we will be 
carrying out to implement a smart network. Similarly, we think our leakage score will move from a 
two to a four because of the work we will be doing to meet our stretching leakage targets in both our 
South Staffs and Cambridge regions, including using innovative, sector-leading technology to fix leaks. 
We discuss this in more detail in section 6.2.2.1. 
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We have aligned the resilience lens objectives with the corporate, financial and operational resilience 
impacts to the business, as well as to customers and other external stakeholders. We have also 
stress-tested our resilience lens for robustness. This has given us confidence that we have looked at 
resilience in the round across all our operations. We see our resilience lens as a key tool at our 
disposal ς and in conveying our approach to managing resilience in the round. We set out our 
resilience lens and maturity matrix below. We have reflected the scores from our maturity matrix in 
the resilience lens. 

 
Our resilience lens. We have assigned a score to business objectives and a selection of desired states; the higher the score, 
the greater the impact on our resilience. 
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Table 6a Maturity matrix* 

What we 
want to 
achieve 

Desired state Level of maturity 

1 ς Limited application 2 ς Low level of maturity 3 ς Medium level of maturity 4 ς High level of maturity 

  Where we have not yet 
demonstrated resilient working, 
but are considering it for the future 

Where we understand resilient 
working, but only apply it within 
isolated cases 

Where we demonstrate an 
understanding of resilience and 
can demonstrate its adoption 
within most of our activities 

Where we fully integrate resilient 
working into all our operational 
processes 

Customer 
experience 

Excellent insight and 
communications 
with customers and 
communities 

Company has a very limited 
understanding of customer views 
and segmentation, and 
communications are generic and 
standard.  

Standard communications 
technology only.  

Minimal formal company 
participation in community. 

Company has carried out some 
detailed customer research and 
has broad understanding of 
different customer segments.  

Communication is targeted to a 
small degree with some limited 
community engagement.  

Minimal use of new technology in 
limited circumstances. 

Limited business as usual insight. 

Company is informed by some 
detailed customer research, with 
segmentation and tailoring of 
activities to community needs.  

Community participation is in place 
with a few local community 
contacts.  

New technology is widely used at a 
generic level. 

Integrated business as usual insight 
in decision making. 

Company has a robust and well-
informed strategy for customer 
and community engagement, and 
wide-scale participation and 
mutually beneficial collaboration 
based on extensive customer 
research, segmentation, 
community contacts and targeted 
communications.  

New technology is deployed as 
normal and targeted to meet 
customer segmentation 
preferences. 

Multi-channel approach that draws 
on behavioural science techniques 
to provide an effective customer 
experience. 

High levels of trust 
and affordable 
service for all 

Moderate levels of trust and value 
for money scores on all surveys. 

Affordable bills.  

Moderate levels of trust and value 
for money scores on all surveys. 

Affordable bills. 

Some evidence of segmentation 
and vulnerable customer 
engagement. 

High levels of trust and value for 
money scores on all surveys. 

Affordable bills ς future customers 
fully engaged and future bill 
levels/scenarios tested. 

Strong evidence of segmentation 
and vulnerable customer 
engagement. 

High levels of trust and value for 
money scores on all surveys. 

Affordable bills ς future customers 
fully engaged and future bill 
levels/scenarios tested. 

Strong evidence of segmentation 
and vulnerable customer 
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What we 
want to 
achieve 

Desired state Level of maturity 

1 ς Limited application 2 ς Low level of maturity 3 ς Medium level of maturity 4 ς High level of maturity 

  Where we have not yet 
demonstrated resilient working, 
but are considering it for the future 

Where we understand resilient 
working, but only apply it within 
isolated cases 

Where we demonstrate an 
understanding of resilience and 
can demonstrate its adoption 
within most of our activities 

Where we fully integrate resilient 
working into all our operational 
processes 

Some evidence of co-creation in 
decision making. 

engagement, including transient 
vulnerable customers. 

Strong evidence of co-creation in 
decision making. 

Delivering excellent 
service 

Lower quartile customer 
satisfaction performance. 

Poor customer systems, our people 
not particularly well trained or 
knowledgeable. Systems inhibit 
sense of responsibility and 
ownership from our people. Poor 
company culture and morale. 

ΨOne size, fits allΩ service offering, 
no delineation of offering based on 
need. 

Single channel of engagement with 
customers. 

Middle quartile customer 
satisfaction performance. 

Reasonable customer systems, our 
people are relatively well trained 
and knowledgeable. Company 
culture focused on delivering good 
customer service. 

Minor modifications to a Ψone size, 
fits allΩ service offering. 

A series of conventional channels 
with little innovation. 

Upper to mid-quartile customer 
satisfaction performance. 

Reasonably motivated and 
knowledgeable people, who have 
some ownership of issues. 
Customer systems in place are 
moderately effective. Company 
culture focused on delivering good 
customer service. 

Tailoring of the service offering to 
ŎǳǎǘƻƳŜǊǎΩ ƎŜƴŜǊƛŎ ƴŜŜŘǎΦ 

Limited range of contemporary 
engagement channels reaching the 
full breadth of customers. 

Top quartile customer satisfaction 
performance. 

Effective systems that encourage 
ownership, responsibility and 
engagement from across the 
whole supply chain. Our people are 
well trained and motivated, with 
great company culture and morale. 

Service offering is tailored to 
ŎǳǎǘƻƳŜǊǎΩ ǎǇŜŎƛŦƛŎ ƴŜŜŘǎΦ 

Extensive range of contemporary 
engagement channels reaching the 
full breadth of customers. 

Excellent 
water quality 

Understand and 
able to influence 
catchment activities, 
including early 
warning of raw 
water quality 
deterioration 

Basic qualitative understanding of 
existing catchment activities and 
their impact on water quality.  

Limited or poor relationships with 
land users. 

Manual, interval-based water 
quality monitoring.  

Water quality monitors have a 
limited number of parameters, 

Good qualitative understanding of 
existing catchment activities and 
impact of potential changes in use.  

Developing relationship with land 
users.  

Manual, interval-based water 
quality monitoring with some 
limited automated systems. 

Good understanding of existing 
catchment activities and their 
impact on water quality.  

Good relationship with land users, 
with some initiatives in place.  

Some limited automated 
responses in place.  

Good understanding and ability to 
quantify financial benefits of 
changed catchment activities.  

Great relationship with land users 
and a number of advanced 
initiatives in place.  

Automated response to alert. 
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What we 
want to 
achieve 

Desired state Level of maturity 

1 ς Limited application 2 ς Low level of maturity 3 ς Medium level of maturity 4 ς High level of maturity 

  Where we have not yet 
demonstrated resilient working, 
but are considering it for the future 

Where we understand resilient 
working, but only apply it within 
isolated cases 

Where we demonstrate an 
understanding of resilience and 
can demonstrate its adoption 
within most of our activities 

Where we fully integrate resilient 
working into all our operational 
processes 

modest sensitivity and are 
unreliable.  

Surface water quality monitoring 
only. 

Water quality monitors have a few 
parameters, modest sensitivity and 
are fairly reliable.  

Surface water quality monitoring 
only. 

Modern, reliable, multi-parameter, 
sensitive online monitoring for 
surface water. 

Groundwater quality is considered 
and basic aquifer monitoring in 
place.  

Some limited quantification of 
financial benefits of changed 
catchment activities. 

Modern, reliable, multi-parameter, 
sensitive online monitoring for 
surface water. 

Ongoing research into emerging 
technologies for monitoring.  

Appropriate and selective 
monitoring of groundwater quality 
in upstream aquifer. 

Robust treatment 
processes delivering 
excellent water 
quality 

Unacceptable risk of water quality 
failure from treatment works.  

Limited scope to shut down. 

No alternative supplies. 

Manageable level of risk of water 
quality failure from treatment 
works. 

Limited scope to shut down. 

No alternative supplies. 

Manageable level of risk of water 
quality failure from treatment 
works, with monitoring in place. 

Limited scope to shut down. 

Limited alternative supplies. 

Manageable level of risk of water 
quality failure from treatment 
works, with enhanced monitoring 
in place. 

Able to manage shut down 
process. 

Range of viable alternative 
supplies. 

Distribution and 
network water 
quality risks known 
and managed 

No consideration of risks. 

No risk assessment or 
management plan.  

Water quality impacts on 
customers not considered in the 
operations. 

Risks assessed for limited number 
of service reservoirs and 
distribution system discolouration. 

Limited management plan. 

Limited understanding on how 
operations affect water quality, 
leading to reactive management of 
issues. 

Risks assessed for most service 
reservoirs, trunk mains and 
distribution system discolouration.  

Management plans in place for 
ensuring maintenance of water 
quality. 

Good understanding on how 
operations affect the variability of 
water quality and managed 
proactively. 

Risks assessed for all service 
reservoirs, trunk mains and 
distribution system discolouration, 
and comprehensive management 
plan implemented and regularly 
tested.  

Management plans in place, and 
routinely tested to ensure water 
quality is maintained. 
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What we 
want to 
achieve 

Desired state Level of maturity 

1 ς Limited application 2 ς Low level of maturity 3 ς Medium level of maturity 4 ς High level of maturity 

  Where we have not yet 
demonstrated resilient working, 
but are considering it for the future 

Where we understand resilient 
working, but only apply it within 
isolated cases 

Where we demonstrate an 
understanding of resilience and 
can demonstrate its adoption 
within most of our activities 

Where we fully integrate resilient 
working into all our operational 
processes 

Thorough understanding on how 
operations affect the variability of 
water quality and managed 
proactively. 

Maintenance of a flexible network 
enable water quality to be 
maintained at all times. 

Safeguarding 
excellent water 
quality through the 
distribution system 
ǘƻ ŎǳǎǘƻƳŜǊǎΩ ǘŀǇǎ 

No consideration of risks. 

No risk assessment or 
management plan in place. 

No customer education 
programme.  

No plumbosolvency treatment. 

Consideration of risk assessment.  

Management plan in place. 

Limited customer education 
programme. 

Optimised plumbosolvency 
treatment across all sources. 

Targeted lead pipe replacement of 
a small number of the most 
vulnerable customers. 

Consideration of risk assessment.  

Management plan in place.  

Targeted customer education 
programme.  

Optimised plumbosolvency 
treatment across all sources. 

Targeted lead pipe replacement for 
most vulnerable customers. 

Best practice risk assessment.  

Best practice management plan in 
place. 

Leading customer education 
programme.  

Optimised plumbosolvency 
treatment across all sources. 

Removal of all lead within our 
supply system. 

Leading best practice to remove all 
products that could cause a 
detriment to water quality from 
the market. 

Secure and 
reliable 
supplies 

Reliability: a 
consistent supply 
that can withstand 
events 

Small disturbances cause major 
disruptions, high level of 
unplanned outage and an 
inconsistent supply/output. 

Reactive system only, with lots of 
unexpected variations. 

Some understanding of future 
potential events that could occur, 
but still reactive. 

Fairly slow recovery from 
unexpected events, with each 
requiring bespoke solutions. 

Moderate understanding of future 
potential events, with some limited 
proactive contingency plans in 
place.  

Reasonable recovery from 
unexpected events. 

Small disturbances cause little to 
no disruption, with minimal outage 
and a consistent supply/output.  

Proactive operation with well-
rehearsed contingency plans in 
place for a range of potential 
events and rapid recovery.  
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What we 
want to 
achieve 

Desired state Level of maturity 

1 ς Limited application 2 ς Low level of maturity 3 ς Medium level of maturity 4 ς High level of maturity 

  Where we have not yet 
demonstrated resilient working, 
but are considering it for the future 

Where we understand resilient 
working, but only apply it within 
isolated cases 

Where we demonstrate an 
understanding of resilience and 
can demonstrate its adoption 
within most of our activities 

Where we fully integrate resilient 
working into all our operational 
processes 

Limited asset health measures in 
place. 

Poor asset health. 

Moderate understanding of asset-
related risks, with moderate asset 
health.  

Minimal understanding of external 
influences. 

Decent understanding of asset-
related risks, good asset health.  

Reasonable understanding of 
external influences. 

Comprehensive understanding of 
asset-related risks, with excellent 
asset health. 

Comprehensive understanding of 
external influences on system with 
communication/education in place 
to influence/minimise risk. 

All customers have an alternative 
supply. 

Flexibility: the ability 
to reconfigure and 
operate system in 
different ways 

Limited scope for reconfiguration 
of entire supply system in the 
event of loss of major source. 

No scope for deployable assets to 
be taken out of supply. 

Unknown number of customers 
reliant on a single source. 

Modest ability to reverse flows or 
reconfigure supply system. 

Critical assets well defined and can 
all be taken out for short periods 
without a noticeable effect. 

Significant number of customers 
reliant on a single source. 

Large-scale flow reversals possible 
in key areas. 

Some scope for reconfiguring the 
system to release locked-up 
deployable output.  

Critical assets are well defined and 
can be taken out for extended 
periods with little effect, with plans 
in place and occasionally exercised. 

Active programme to gradually 
reduce customers at risk by 
reducing the number of customers 
reliant on a single source. 

Highly interconnected network 
with numerous supply sources and 
routes to the customer, and the 
ability to re-zone in the event of a 
major loss of supply. 

Control systems allow automatic 
reconfiguration in near real time. 
Impacts of network connectivity 
and flows very well understood.  

All critical assets can be taken out 
for significant periods of time and 
no one is affected at any point 
throughout the year.  

Well-established and proactive 
culture with well-practised 
reconfiguration plans. 
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What we 
want to 
achieve 

Desired state Level of maturity 

1 ς Limited application 2 ς Low level of maturity 3 ς Medium level of maturity 4 ς High level of maturity 

  Where we have not yet 
demonstrated resilient working, 
but are considering it for the future 

Where we understand resilient 
working, but only apply it within 
isolated cases 

Where we demonstrate an 
understanding of resilience and 
can demonstrate its adoption 
within most of our activities 

Where we fully integrate resilient 
working into all our operational 
processes 

Diversity: the 
system is designed 
to have a variety of 
unconnected 
sources and routes 
to customers 

Reliance on few connected major 
water sources only for majority of 
supply to all customers.  

Limited alternative source options. 

Limited strategic storage. 

No significant bulk imports. 

Reliance on few major water 
sources for most of the supply to 
customers. 

Some alternative source options 
from other appropriate geographic 
or source types.  

Modest strategic storage.  

Modest volumes of bulk import 
available. 

Reliance on several major water 
sources for most supplies to 
customers.  

Several geographic and 
appropriate source types available, 
with considerations of economic 
and practical implications. 

Reasonable strategic storage.  

Reasonably large bulk imports 
available.  

All water supply zones have more 
than one source of supply 
available.  

High degree of diversity in 
appropriate source types and 
geographic locations, with robust 
economic and practical 
considerations and plans in place.  

Considerable strategic storage. 

Well-established trades and bulk 
imports available, and network 
routinely tested to manage 
introduction. 

No single points of failure in supply 
system. 

Environmental 
responsibility 

Company has 
appropriate 
programmes in 
place for customer 
education and 
behavioural change 

Company has few behavioural 
change initiatives and limited 
education programmes in place.  

No formal measurement of value 
of engagement/education 
programmes. Little understanding 
of costs.  

Few, small and emerging 
behavioural change initiatives in 
place, although benefits are not 
yet quantified. 

Costs of delivery are approximate 
and not allocated to specific 
activities or initiatives. 

Company has a broad strategy for 
customer education and 
community engagement, with a 
few behavioural change initiatives 
in place. 

Behavioural change measures are 
in development, with some 
benefits being measured. Costs of 
delivery programmes are 
understood. 

Company has a robust and well-
informed strategy for customer 
education and wide-scale 
behavioural change. 

Behavioural change measures are 
in place and show tangible benefits 
delivered. 

Costs of delivery programmes are 
well understood and prioritised to 
deliver maximum benefit. 
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What we 
want to 
achieve 

Desired state Level of maturity 

1 ς Limited application 2 ς Low level of maturity 3 ς Medium level of maturity 4 ς High level of maturity 

  Where we have not yet 
demonstrated resilient working, 
but are considering it for the future 

Where we understand resilient 
working, but only apply it within 
isolated cases 

Where we demonstrate an 
understanding of resilience and 
can demonstrate its adoption 
within most of our activities 

Where we fully integrate resilient 
working into all our operational 
processes 

Active and 
formalised carbon 
management 
strategy to account 
for and minimise 
carbon emissions 

Carbon is accounted for, but in an 
unstructured manner with no clear 
strategy and does not influence 
any decision making. 

Operational carbon is accounted 
for in a structured manner. 
Reduction is considered within the 
company but driven by cost 
considerations only. 

Consistent carbon accounting for 
all operational and some 
embodied (embedded) carbon.  

Carbon reduction plan is applied 
and is occasionally used in periodic 
investment decision making only. 

In-depth understanding and 
accounting for both operational 
and embodied carbon. 

Consistent and effective carbon 
accounting process that influences 
decision-making process on a 
regular, strategic and tactical basis. 

Low levels of 
leakage generally, 
and especially 
responsive to visible 
leaks 

Lots of visible leakage and a slow 
response to wastage. Repairs 
prioritised purely on economics. 

Reasonably high level of visible 
leakage and a relatively slow 
response time. 

Public reputation is deemed 
important, but cost is still 
preferential. 

Relatively low levels of visible 
leakage and a relatively quick 
response to any waste reported. 

Public reputation and visibility 
deemed equally as important as 
economics. 

Extremely low levels of leakage 
and a rapid response to any waste 
reported. 

Greater weighting on public 
reputation and visibility rather 
than on economics. 

Frontier position. 

Long-term 
financeability 

A financeable 
business 
understanding 
robust stress tests 

Limited awareness of key financial 
credit metrics across the business.  

No stress testing carried out. 

Limited awareness of key financial 
credit metrics across the business.  

Stress testing carried out on actual 
structure. 

High levels of awareness and 
understanding of how key credit 
metrics work. 

Stress testing carried out on both 
notional and actual structures. 

All key metrics above known 
trigger points ς for both actual and 
notional structure. 

High levels of awareness and 
understanding of how key credit 
metrics work. 

Stress testing carried out on both 
notional and actual structures. 

All key metrics above known 
trigger points ς for both actual and 
notional structure. 

Future investment periods 
thoroughly tested. 
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What we 
want to 
achieve 

Desired state Level of maturity 

1 ς Limited application 2 ς Low level of maturity 3 ς Medium level of maturity 4 ς High level of maturity 

  Where we have not yet 
demonstrated resilient working, 
but are considering it for the future 

Where we understand resilient 
working, but only apply it within 
isolated cases 

Where we demonstrate an 
understanding of resilience and 
can demonstrate its adoption 
within most of our activities 

Where we fully integrate resilient 
working into all our operational 
processes 

Anticipate 
future 
evolution 

Advanced 
knowledge of 
potential regulation 
changes 

Limited view of impending 
environmental regulation changes 
and potential future reforms.  

Limited transactional involvement 
with the Environment Agency.  

Very reactive to impositions, not 
proactively shaping regulatory 
bodies to achieve balanced 
outcomes. 

Reactive, short-term view of 
regulatory reforms. 

Relative transactional involvement 
with the regulator, no ability to 
influence the Environment Agency. 

More proactive, longer-term view 
of impending regulatory change. 

Reasonable relationship with the 
Environment Agency, but a limited 
influence on the regulator. 

Some response plans in place.  

Proactively engaged in all 
consultations. 

Well-established relationship with 
the Environment Agency at a 
strategic and tactical level, and 
proactive long-term thinking.  

Relationship with the regulator at 
national and local level, with the 
ability to influence direction. 

Clear road map of impending 
regulatory reforms.  

Well-developed response plan. 

Proactively engaged, and shaping 
reform and strategy. 

Proactive sector 
shaper 

No consideration of impacts of a 
changing market place.  

Minimal foresight and little 
thought about new challenges or 
future reforms.  

Limited, short-term relationship 
with regulator. 

Impacts of a changing market are 
considered.  

Some consideration of new 
challenges and future reforms. 

Responsible relationship with 
Ofwat, but a limited ability to 
influence the regulator. 

Reasonably good foresight into 
potential future challenges and 
reforms.  

Some plans in place, with basic 
business models to deploy. 

Reasonable relationship with 
Ofwat, but a limited ability to 
influence the regulator. 

Good understanding of the effects 
and influence of a changing market 
place with an understanding of 
timescale and company impact.  

Well-established relationship with 
Ofwat, and ability to influence at a 
strategic and tactical level. 
Proactive long-term thinking. 

Well-informed views of possible 
new challenges and future 
reforms. 

Well thought through business 
models, good insight and foresight 
with systems ready to deploy when 
situations change. 
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What we 
want to 
achieve 

Desired state Level of maturity 

1 ς Limited application 2 ς Low level of maturity 3 ς Medium level of maturity 4 ς High level of maturity 

  Where we have not yet 
demonstrated resilient working, 
but are considering it for the future 

Where we understand resilient 
working, but only apply it within 
isolated cases 

Where we demonstrate an 
understanding of resilience and 
can demonstrate its adoption 
within most of our activities 

Where we fully integrate resilient 
working into all our operational 
processes 

Health, safety 
and security 

A mature approach 
to security 

An immature safety management 
system is in place. 

No visible leadership ς no policies 
or vision documented.  

Safety matters only communicated 
at an incident. 

No awareness or processes 
documented for cyber security ς 
with little understanding of the 
risks. 

An integrated management system 
is in place. 

Clearly articulated vision and 
policies. 

Communication typically delivered 
as Ψone to manyΩΦ 

Relative awareness of cyber, with 
awareness briefings delivered to all 
our people. 

An integrated management system 
is in place ς with managers taking 
action when poor practices are 
bought to their attention. 

Everyone understands the vision 
and policies. 

Communication is a two-way 
interactive discussion, with our 
people having the opportunity to 
test understanding.  

Beginning to implement these 
layers into a cyber security 
approach. Good understanding of 
the risks of potential cyber attacks. 

Everyone taking a proactive 
approach to support the health 
and safety culture. 

Everyone believes and is 
committed to the vision and 
policies. 

Commitment to health and safety, 
its strategic importance and the 
drive for continuous improvement 
are recurring themes integrated 
into all communication. 

Good knowledge, maturity and 
implementation of the five key 
layers of cyber security ς identify, 
protect, detect , respond and 
recover. 

Safe working 
environment and 
culture 

Basic compliance with health and 
safety legislation. 

Protective equipment and clothing 
is provided. 

More advanced health and safety 
plan for all company sites. 

Better training and communication 
to ensure our people are informed.  

Risks are explained to our people 
and a competent person identified 
who is responsible for each risk. 

Clear health and safety plan 
covering our people and the public 
for all company sites. 

All workplace incidents and near 
misses are reported and recorded. 

All our people are given 
appropriate health and safety 
training necessary to their job. 

Noticeable decrease in the number 
of RIDDOR (Reporting of Injuries, 
Diseases and Dangerous 

Best practice health and safety 
procedures adopted; focus from 
the top to the bottom of the 
organisation on creating and 
maintaining a positive culture and 
behaviours with respect to health, 
safety and wellbeing. 

Regular safety audits and 
inspections from which actions are 
monitored, tracked and closed out. 
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What we 
want to 
achieve 

Desired state Level of maturity 

1 ς Limited application 2 ς Low level of maturity 3 ς Medium level of maturity 4 ς High level of maturity 

  Where we have not yet 
demonstrated resilient working, 
but are considering it for the future 

Where we understand resilient 
working, but only apply it within 
isolated cases 

Where we demonstrate an 
understanding of resilience and 
can demonstrate its adoption 
within most of our activities 

Where we fully integrate resilient 
working into all our operational 
processes 

Occurrences Regulations 2013) 
reportable incidents.  

Our people have access to 
occupational health advisors, and 
advice and counselling. 

There is a focus developing on 
public health and wellbeing. 

There is a focus on Ψsafety firstΩ, 
with regular presentations and 
refreshers. 

Regular staff surveys to monitor, 
track and action staff culture and 
behaviours. 

Zero RIDDOR incidents. 

Fully compliant with best practice 
across the sector. 

Risk elicitation. 

Good level of self-assurance. 

Culture. 

Sector-leading health and 
wellbeing of our people, 
contractors and customers 

Accident Injury rate compared in 
and out of sector. 

Knowledge share. 

* Shaded areas relate to our view of where we will be by 2024/25 and correspond with scores on the resilience lens. 
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Both the resilience lens and maturity matrix have evolved as a result of the workshops and reviews 
we carried out across the business. We have also refined the resilience lens outcomes and desired 
states as a result of the customer engagement we carried out and the co-creation of investment 
options. This took the resilience lens and the maturity matrix beyond the work we had initially carried 
out with Arup, which was based on the evidence we had available at the time. In table 6b below, we 
set out two examples of how and why some ƻŦ ǘƘŜ ǎŎƻǊŜǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ǇŜǊƛƻŘ ōŜǘǿŜŜƴ !ǊǳǇΩǎ 
initial work and when we submitted our business plan to Ofwat in September 2018. 

Table 6b Evolution of our maturity matrix scores 

Business outcome 
and desired state 

Maturity 
score 

change* 

Reason(s) for maturity score change 

Customer 
experience 

Excellent insight and 
communication with 
customers and 
communities**  

From 1 to 3 ¶ We have lŀǳƴŎƘŜŘ ǘƘŜ ¸ƻǳƴƎ LƴƴƻǾŀǘƻǊǎΩ tŀƴŜƭ ƛƴ ƻǳǊ {ƻǳǘƘ {ǘŀŦŦǎ ǊŜƎƛƻƴΦ 

¶ We have launched our primary school education outreach programme 
and have started to shape a secondary school programme with our Young 
InnovatoǊǎΩ tŀƴŜƭΦ 

¶ We have engaged with more than 3,000 household customers to 
understand what a world-class customer experience should be. This led 
to a number of initiatives, including our Alexa voice-activated service, our 
Ψreport a leakΩ service, improved complaint resolution times and a wider 
range of bill payment options. 

¶ Our ΨhŀǊŘ ǘƻ ǊŜŀŎƘΩ ŜƴƎŀƎŜƳŜƴǘ ǇǊƻƎǊŀƳƳŜ ǿƛǘƘ ǾǳƭƴŜǊŀōƭŜ ŎǳǎǘƻƳŜǊǎ 
has helped shape our extra care support package. 

¶ We opened our community hub and used our media vehicle to educate 
customers about using water wisely, and to provide targeted financial 
and other support. 

¶ We used our WaterSmart trial to encourage customers to think more 
carefully about their water use. 

¶ We are carrying out ongoing engagement with non-household retailers 
and developer services customers. 

Secure and reliable 
supplies 

Reliability: a 
consistent supply 
that can withstand 
events 

From 1 to 3 ¶ During the freeze/thaw even in March 2018 only 0.18% of our customers 
experienced supply interruptions of more than four hours ς placing us in 
the top half of the sector in terms of our performanceϞ. 

¶ We installed ς or will have finished installing by the end of the current 
planning period ς enhanced disinfection at six groundwater sources 
within our South Staffs region. We have also completely refurbished 
another groundwater sources and installed a new treatment plant. 

¶ We have introduced detailed non-infrastructure asset health assessments 
and elicitation workshops across the business. 

¶ We have carried out asset criticality studies and supply zone analysis. 

* Maturity scores that increased by more than one unit in the time between Arup producing its original report for us in April 
2017 and when we submitted our business plan to Ofwat in September 2018. 

** Arup defined this desired ǎǘŀǘŜ ŀǎ άIƛƎƘ-ǉǳŀƭƛǘȅ ŜƴƎŀƎŜƳŜƴǘ ŀƴŘ ŎƻƳƳǳƴƛŎŀǘƛƻƴ ǿƛǘƘ ŎǳǎǘƻƳŜǊǎ ŀƴŘ ŎƻƳƳǳƴƛǘƛŜǎέΦ ²Ŝ 
amended this in our business plan submission. 

Ϟ Ψhǳǘ ƛƴ ǘƘŜ ŎƻƭŘΥ ²ŀǘŜǊ ŎƻƳǇŀƴƛŜǎΩ ǊŜǎǇƻƴǎŜ ǘƻ ǘƘŜ Ψ.Ŝŀǎǘ ŦǊƻƳ ǘƘŜ 9ŀǎǘΩΣ hŦǿŀǘΣ WǳƴŜ нлмуΦ 
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Our resilience lens will continue to evolve as we develop our framework that demonstrates an 
integrated approach to resilience in the round and the action plan for implementing it. As part of this, 
we will commit being more transparent about how resilient we are as a business ς that is, we are 
ƎƻƛƴƎ ǘƻ ΨǘƘƛƴƪ ǊŜǎƛƭƛŜƴŎŜΩ going forward. 

This includes publishing information on our dashboard about those measures that relate specifically 
to our corporate, financial and operational ǊŜǎƛƭƛŜƴŎŜ ŀƴŘ ƛƴǘǊƻŘǳŎƛƴƎ ŀ ΨǇǊƻǘŜŎǘƛƴƎ ȅƻǳǊ ǎŜǊǾƛŎŜΩ 
section within our annual report to highlight our performance over the previous 12 months. As well 
as demonstrating our resilience to customers and other stakeholders, we think this will also help us to 
embed the idea of being resilient in the round into our business as usual activities.  

2.2 Ensuring corporate and financial resilience 

2.2.1 Identifying and managing strategic business risks 

We ς and our Board ς recognise that risks exist that can impact both on our customers and our 
business. As a result, our approach to risk reflects our position as a regulated monopoly water 
company providing an essential public service. It also reflects the need for us to be resilient in the 
round now and over the long term. We accept that not all risks can be managed in their entirety, but 
our aim is to ensure that our risk management activities reduce their overall estimated impact to a 
level that is considered acceptable to our customers and does not impact on either our long-term 
viability or our resilience as a business. 

As part of our current risk management process, every six months our Executive team formally 
reviews key business risks as documented by senior managers and our Group Internal Audit function. 
It also reviews risks routinely ahead of this at an operational and individual project level. The 
Executive team considers the risks of the whole business and the proposed actions that are designed 
to reduce those risks to an acceptable level. These risks are then presented to the Audit Committee 
for review, challenge and comment, with any agreed actions passed to the relevant senior manager, 
and any significant issues escalated to the Board. 

The aims of our risk management process are to: 

¶ ensure that the Executive team is able to identify and prioritise all key business risks; 

¶ implement appropriate procedures and controls to mitigate risks to an acceptable level; 

¶ enable senior managers to highlight, document, prioritise and execute any identified 
actions; and 

¶ provide a bottom-up and top-down holistic approach to assessing and addressing 
business risks and our resilience capabilities. 

We assess and score each identified risk against two factors: the overall impact on the business and 
our customers, and the probability (or likelihood) of the risk occurring. We also consider the 
estimated impact of the consequences of the risk on our assets, and also on other less quantitative 
factors such as the loss of customer trust and the impact on our reputation and brand. 

  



Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

101 

²Ŝ ǳǎŜ ŀ ǎǘŀƴŘŀǊŘ Ψр Ȅ рΩ Ǌƛǎƪ ƳŀǘǊƛȄ ǘƻ ŘŜǘŜǊƳƛƴŜ ƻǳǊ ƻǾŜǊŀƭƭ Ǌƛsk rating. The score between 1 (our 
lowest risk) and 25 (our highest risk) allows us to focus our attention on the most important risks 
rather than those that are of less significance and that may be more easily controlled. This means that 
given the nature of our high-level risk management process, the potential risk mitigations we identify 
are not constrained in terms of how difficult they are to resolve, the relative cost to the business or 
their impact on our resilience. 

Where the assessment of the risk score changes between the six-monthly assessments, this is 
highlighted to the Executive Team and the Audit Committee, with recommended actions. The overall 
risk assessment level is agreed by the Finance Director to ensure consistent risk scores. 

2.2.2 Reviewing our key strategic risks 

For the 2017/18 financial year, senior managers carried out an assessment of business risks, both 
before and after taking into account the effect of any internal procedures, systems and controls. We 
set out the key risks in table 7 below, detailing what they mean for us, the impact they have on a 
number of different business scenarios32 and the actions we are taking to manage the impacts and 
any change in risk. 

For each identified business risk, we have to address questions around what the risk means for us and 
for our resilience in the round, and how we are managing that risk. To assess the impact and value of 
any mitigation investment, systems, procedures and controls, we review the risk ratings and profiles, 
and record any changes or movements in the risks. We are continuing to embed risk management 
practices at a local level to ensure out mitigation approaches align more closely with departmental 
and personal objectives and key performance indicators (KPIs). This will help us to embed resilience in 
the round more effectively as part of our business culture. 

When we stress-tested our financial resilience as part of the business planning process, we 
considered certain assumptions and a number of scenarios. In modelling these scenarios, we also 
took the business risks outlined above into account. See section 8.1 for more detail on our 
financeability. 

 

                                                           
32 Table 7 referǎ ǘƻ ƻǳǊ wƻw9 ǎŎŜƴŀǊƛƻǎΦ Ψwƻw9Ω ƛǎ ǘƘŜ ǊŜǘǳǊƴ ƻƴ ǊŜƎǳƭŀǘŜŘ ŜǉǳƛǘȅΣ ǿƘƛŎƘ ƛǎ ŀ ƳŜŀǎǳǊŜ hŦǿŀǘ ǳǎŜǎ ǘƻ ŀǎǎŜǎǎ ǘƘŜ 
ƛƳǇŀŎǘ ƻƴ ǊŜƎǳƭŀǘƛƻƴ ŀƴŘ ǇǊƛŎŜ ŎƻƴǘǊƻƭǎ ƻƴ ǿŀǘŜǊ ŎƻƳǇŀƴƛŜǎΩ ǇŜǊŦƻǊƳŀƴŎŜ ŀƴŘ returns.  
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Table 7 Our key business risks 

What is the 
risk? 

RoRE 
scenarios 
impacted 

What does it mean for us? How are we managing the risk? 

The strategic 
and regulatory 
challenges for 
our business 
plan for 2020 to 
2025 

Outcome 
delivery 
incentives 
(ODIs), totex, 
household retail 
costs, financing, 
C-Mex, D-Mex 

There are a number of strategic and regulatory challenges in our business 
plan, including: 

¶ water resources, water quality and network resilience; 

¶ achieving at least a 15% leakage reduction; 

¶ delivering against challenging performance commitments; 

¶ rewards and penalties creating possible volatility in customerǎΩ bills; 

¶ cost of customer debt; 

¶ embedded debt; 

¶ improving customer service to developers; 

¶ achieving a successful determination; and 

¶ financing large capital expenditure with a low weighted average cost 
of capital. 

The business plan programme is being led by a dedicated project team, 
business managers and a steering group with in-depth Board engagement 
at every stage and an independent specialist assurance partner closely 
involved. As part of the process we are: 

¶ carrying out a high level of customer engagement, capturing all 
insights to shape our plan. The Independent Customer Panel plays a 
key role in this process; 

¶ fǳƭƭȅ ǳǘƛƭƛǎƛƴƎ ŎǳǎǘƻƳŜǊ ΨǿƛƭƭƛƴƎƴŜǎǎ ǘƻ ǇŀȅΩ data along with other 
customer insight to develop our totex programme; 

¶ engaging specialist skilled resource in the fields of customer 
engagement and report presentation; 

¶ liaising with advisors in respect of mitigating the impact of the 
relatively high cost of embedded index-linked debt; 

¶ applying lessons learned from the 2015 to 2020 business plan process 
ensuring that our submission is proactively developed and fully 
compliant; 

¶ stress testing financial metrics against severe plausible and realistic 
scenarios; and 

¶ increasing the scope for external assurance partners. 

Water quality 
failures 

ODIs, totex In delivering the highest quality water our Hampton Loade and Seedy Mill 
water treatment works have historically suffered from some water quality 
and compliance issues. Further failures could result in: 

¶ not delivering the consistently high quality water our customers 
demand; 

¶ public health safeguarding measures such as boil orders, or removing 
assets from supply resulting in customer service impacts; 

¶ regulatory pressure; 

¶ adverse public relations affecting trust and confidence; and 

¶ significant cost. 

Significant work has been carried out at both treatment works to mitigate 
risks, including: 

¶ carrying out extensive internal and external reviews; 

¶ installing an additional ultraviolet (UV) treatment process at 
Hampton Loade and Seedy Mill; and 

¶ engaging with regulators in terms of our long term plans for both our 
major treatment works. 
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What is the 
risk? 

RoRE 
scenarios 
impacted 

What does it mean for us? How are we managing the risk? 

Health and 
safety 

Totex Risks associated with health and safety include: 

¶ injury and fatality to our people and others; 

¶ non-compliance prosecutions; 

¶ external investigations; and 

¶ employer brand and reputational damage. 

In a continued drive to improve accident rates and reduce risk we are: 

¶ continuing to drive a culture that puts health and safety first; 

¶ fully utilising the Group Incident and Accident Database; 

¶ demanding prompt hazard identification and reporting; 

¶ conducting health and safety strategic working groups; and 

¶ carrying out senior management and Director site and work audits 

We have an aspirational goal of achieving a zero injury workplace. 

Systems 
availability and 
cyber security 

Totex, 
household retail 
costs, ODIs, 
financing,  
C-MeX, D-MeX 

The loss of critical IT infrastructure could have a major business impact 
with risk around: 

¶ cyber attacks, resulting in external failures (loss of communication 
links, power or Internet), system failures (failure of hardware or 
software and reduced performance) and issues with data integrity 
(including loss or corruption); and 

¶ lack of access to technical skills 

Group and company Information Security Steering Groups work together 
to focus on protecting the business and drive improvements through: 

¶ the creation of an Information Security Control team; 

¶ delivering a strategy to improve resilience, security and agility; 

¶ our IT services provider receiving ISO 27001 certification; 

¶ updates of all server software to current levels; 

¶ continued engagement in national and international industry forums; 

¶ provision of information security awareness training; and 

¶ involvement in an Network Information Security (NIS) pilot 
programme. 

Data security 
and privacy 

Totex, 
household 
retail, C-Mex,  
D-MeX 

The ǎŜŎǳǊƛǘȅ ƻŦ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŀƴŘ our peoplesΩ Řŀǘŀ Ƙŀǎ ŀƭǿŀȅǎ ōŜŜƴ ŀ 
key area of focus with risk around: 

¶ loss of or restricted access to data leading to a lack of trust from our 
customers or our people and reputational damage; 

¶ compliance with the required GDPR regulations around the increased 
data protection for individuals, and avoidance of penalties or 
reputational damage; and 

¶ continued emphasis from Ofwat on the need for confidence and 
assurance in data we provide in our submissions. 

To understand and drive compliance in this area, we have: 

¶ enacted a GDPR project that has delivered phase one and we will 
closely monitor compliance going forward; and 

¶ rolled out training on GDPR and data security for all our people 
alongside a company-wide communication campaign. 
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What is the 
risk? 

RoRE 
scenarios 
impacted 

What does it mean for us? How are we managing the risk? 

The reliability 
and resilience of 
our assets 

Totex, ODIs The reliability and resilience of our assets could cause risks around: 

¶ our delivery capacity for investments; 

¶ unforeseen additional expenditure required; and 

¶ us not achieving the required outcome delivery incentives for secure 
and reliable supplies. 

We are considering our long-term plans in the wider context of managing 
and maintaining our assets and supply capabilities. From these we have: 

¶ carried out significant investment expenditure on UV plants at 
Hampton Loade and Seedy Mill; 

¶ accommodated significant expenditure on non-infrastructure assets, 
specifically our water treatment works, by reducing planned 
expenditure on underground assets and in other areas with limited 
risk deterioration in the service these assets provide; and 

¶ established preferred portfolios for our business plan, with 
preparatory activity to be carried out before 2020. 

Our ability to manage these risks is dependent on securing an appropriate 
level of totex to enable us to maintain our assets. 

Leakage Totex, ODIs Leakage plays a significant part in our supply/demand position. It has been 
defined as high priority by our customers and Ofwat, with the specific risks 
being around: 

¶ poor performance having a negative impact on our reputation; 

¶ the need to deliver at least a 15% leakage reduction commitment by 
2025; and  

¶ failure to deliver on our outcome delivery incentives, leading to 
penalty scenarios and fines from Ofwat. 

Because our leakage performance is such a significant issue, we: 

¶ report our current performance and forecast the leakage position in 
both regions to our Board each month; 

¶ continue to invest in additional leakage resource across both regions; 

¶ strive to be innovative in our detection methods; 

¶ have produced detailed long-term water resources management 
plans (WRMPs); and 

¶ have approved further investment in network monitoring sensors 
and other technology. 

Regulatory 
environment 

Totex, ODIs, 
wholesale 
revenue, 
financing 

Risks within the regulatory environment include but are not limited to: 

¶ us not meeting our outcome delivery incentives or the required 
disclosures and assurance within the Company Monitoring 
Framework; 

¶ increased developer activity and costs affecting contributions;  

¶ our gearing position relative to OfwatΩǎ expectations; 

¶ meeting changing regulatory expectations, particularly regarding 
governance; and 

¶ making sure our annual charges comply with our legal obligations. 

To mitigate and manage the risk in the regulatory environment we have: 

¶ established an outcome delivery incentive monitoring system that we 
report to our Board each month; 

¶ published an assessment of our risks, strengths and weaknesses for 
consultation; 

¶ engaged with Ofwat on developer contributions, gearing 
expectations and governance; and 

¶ followed the charging rules set out in our Instrument of 
Appointment. 



Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

105 

What is the 
risk? 

RoRE 
scenarios 
impacted 

What does it mean for us? How are we managing the risk? 

Changing 
customer 
expectations 
and 
requirements 

C-MeX, 
household retail 
costs 

The impact of changing customer requirements may lead to: 

¶ a failure to meet customer expectations; 

¶ a failure to comply with non-household market rules; 

¶ a reduction in our SIM scores (the main measure of customer service) 
and poor performance regarding complaints; and 

¶ increased levels of customer debt. 

In mitigating this risk, we have: 

¶ operated in a compliant manner within the non-household market; 

¶ made further investment to improve customer service; 

¶ considered our SIM at weekly meetings and at monthly Executive 
Steering group meetings; 

¶ revised our governance and reporting structure in debt management, 
and proposed investment in new systems in this area; and 

¶ significantly increased our customer engagement with oversight 
provided by the Independent Customer Panel. 

The future 
direction of the 
water sector 

ODIs, R-MeX, 
totex 

The direction of the water sector in the future has resulted in changes to 
processes and operational structures within our business that could give 
rise to risks around: 

¶ non-compliance with market rules and requirements; 

¶ changes to our wholesale operations to ensure we remain efficient; 
and 

¶ changes to our household retail operations to ensure we remain 
efficient. 

We have changed our business processes to fit with market requirements 
and have: 

¶ introduced a Wholesale Portal and Wholesale Service Desk; 

¶ delivered training to key people within the business on the required 
processes and delivery timeframes; 

¶ put service measures in place, which we monitor each week; and 

¶ identified that similar approaches need to be taken as new business 
process changes are identified, delivered and put into day-to-day 
operation across our wholesale and retail services. 

Reforms that 
could affect the 
long-term 
availability of 
some of our 
water resources 

Totex, ODIs Including reforms currently being proposed to the upstream market and to 
abstraction licences, the key risks for us in this area are:  

¶ abstraction licences being capped at recent actual usage levels; 

¶ reductions in ǾƻƭǳƳŜǎ ƻŦ ǿŀǘŜǊ ǘƘŀǘ Ŏŀƴ ōŜ ǘŀƪŜƴ όΨŀōǎǘǊŀŎǘŜŘΩύ ŦǊƻƳ 
certain water sources; 

¶ pressure on groundwater body status; 

¶ population growth; 

¶ revised Environment Agency policy for renewing time-limited 
abstraction licences; and 

¶ requirements from our drought plans. 

To mitigate this and feed into our business planning process, we are: 

¶ Keeping up to date with consultations on upstream market and 
abstraction reform, including attending relevant workshops and 
seminars; 

¶ engaging and working with the Environment Agency on sustainable 
abstractions; 

¶ completing a full range of demand management, resources and 
trading options as part of our long term planning; and 

¶ maintaining robust plans for water resources and drought 
management. 
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What is the 
risk? 

RoRE 
scenarios 
impacted 

What does it mean for us? How are we managing the risk? 

Financial risk ODIs, household 
retail revenues, 
totex, 
household retail 
costs, financing, 
C-MeX, D-Mex 

We currently face a number of financial risks based around: 

¶ wholesale revenue restrictions; 

¶ the ODI risk and reward mechanism; 

¶ increasing power costs; 

¶ a required reduction in household retail costs; 

¶ operating within the requirements of the market; and 

¶ a high level of fixed-cost embedded debt. 

To mitigate our financial risk, we have: 

¶ a strong focus on, and a culture of, cost control; 

¶ ensured we are using outcome delivery incentives as operational 
decision-making tools and monitoring them at Board level each 
month; 

¶ generated a longer-term strategic view on power costs, with a project 
around use of gas powered generation approved by our Board; 

¶ reduced our retail costs in line with expectations; 

¶ acquired key knowledge on level playing field expectations, 
maintaining good relationships with external retailers and the market 
representatives; 

¶ committed to submitting a strong business plan, with full customer 
support; and 

¶ engaged with external advisors. 

Meeting our 
environmental 
requirements 

ODIs We have a number of environmental obligations and reputational 
outcomes with which we have to comply, including: 

¶ our customer expectations; 

¶ the Water Industry National Environment Programme (WINEP); 

¶ our catchment management obligations for the current period (2015 
to 2020); 

¶ adherence to and renewal of our abstraction licences; 

¶ minimising pollution incidents from mains flushing and burst main 
events; 

¶ maintaining efficient levels of per capita consumption; and 

¶ the need to look after our environment. 

To ensure we deliver our environmental obligations we are: 

¶ engaging with customers and other stakeholders and responding to 
their expectations; 

¶ continuing to work on delivering WINEP; 

¶ engaging with farmers around pesticide use, working jointly with 
Severn Trent Water in the River Severn catchment, and working to 
align our catchment management proposals for groundwater sources 
to Drinking Water Inspectorate expectations and develop proposals 
for our business plan; 

¶ regularly monitoring abstraction licence usage; 

¶ taking sample discharges to give early warning of potential pollution 
failure; 

¶ monitoring water efficiency and biodiversity through monthly 
reporting of our outcome delivery incentives; and 

¶ measuring biodiversity and carbon against our outcome delivery 
incentives. 
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What is the 
risk? 

RoRE 
scenarios 
impacted 

What does it mean for us? How are we managing the risk? 

Brexit Totex, ODIs There are operational risks in both our South Staffs and Cambridge regions 
around Brexit, including the potential for limited supply of chemicals, 
critical component parts and higher prices. This has the potential to impact 
our operations, including our ability to produce water and operate our 
assets and the network. There are also secondary effects around potential 
food/medication shortages, which could impact on our ability to staff our 
locations. 

We have prioritised the risks in order of significance, as follows. 

¶ Maintaining chemical supplies. 

¶ Sourcing critical component parts/spares. 

¶ Fuel and generators. 

¶ Secondary effects. 

We are concerned about our limited ability to stockpile chemicals because 
of the limited storage available and the stability of the chemicals if they are 
held for long periods of time. This may result in higher costs to the 
business. 

We are working collaboratively with Defra and Water UK to mitigate risks 
where this is possible, based on the reasonable worst case scenario 
presented by Defra. This includes sharing data about stock levels, 
operational consumptions and supplier/delivery routes from the EU. Defra 
is acting as a conduit to the UK Government to ensure critical supplies are 
prioritised should there be disruption in exports from the EU. 

We have created a Steering Group, which meets each week, to discuss 
risks and agree actions. We have liaised with our suppliers and identified 
the biggest risk items, including critical components and stores items, with 
a view to increasing stocks to suitable levels to mitigate the potential risk. 

²Ŝ ƘŀǾŜ ǎǘƻŎƪǇƛƭŜŘ ǎƛȄ ƳƻƴǘƘǎΩ ǿƻǊǘƘ ƻŦ ŎǊƛǘƛŎŀƭ ǎǳǇǇƭƛŜǎ ŀƴŘ ǘƘǊŜŜ 
ƳƻƴǘƘǎΩ ǿƻǊǘƘ ƻŦ ƭƻǿ-risk spares. We have also arranged with suppliers to 
stockpile the most critical chemicals. 

We are noting and monitoring the cost impact of any Brexit-related 
activity. 
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2.3 Ensuring operational resilience 

Being resilient in the round ƛǎ ǎƻƳŜǘƘƛƴƎ ǿŜ ǘŀƪŜ ǾŜǊȅ ǎŜǊƛƻǳǎƭȅΦ ²Ŝ ƪƴƻǿ ǘƘŀǘ ŀǎ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ 
expectations about the experience they receive from us continues to rise, so the level of service 
failures they will tolerate will fall. During 2018 we experienced two real-world scenarios that have 
tested the resilience ς in the form of our responsiveness and recovery ς of our processes and systems 
in very different ways. 

At the beginning of March 2018, following a period of sustained freezing temperatures, we 
ŜȄǇŜǊƛŜƴŎŜŘ ŀ ŦǊŜŜȊŜκǘƘŀǿ ŜǾŜƴǘ ƪƴƻǿƴ Ŏƻƭƭƻǉǳƛŀƭƭȅ ŀǎ ǘƘŜ Ψ.Ŝŀǎǘ ŦǊƻƳ ǘƘŜ 9ŀǎǘΩΦ ¢Ƙƛǎ ǊŜǎǳƭǘŜŘ ƛƴ ŀƴ 
increase in leaks, both within our network and within the properties of our household and non-
household customers. This significant increase in leakage resulted in greater demand for water on our 
network, which in turn led to a reduction in the volume of water in our service reservoirs below levels 
we considered sufficient to maintain adequate supplies to customers. To cope with this, we 
responded quickly and reduced the pressure on our network, which enabled us to maintain supplies 
to our customers across both regions. 

Following this event, we updated our winter contingency plans to include: 

¶ more proactive communication with customers about preparing for winter. This 
included providing free pipe lagging kits to our customers over the winter period 
2018/19; 

¶ more proactive communication with our supply chain; 

¶ using pre-determined mechanisms to identify and support vulnerable customers; 

¶ offering support to hospitals and care facilities that do not have appropriate response 
plans in place; 

¶ reviewing our Priority Services Register and refreshing our contacts in local government 
and Parliament; 

¶ isolating supplies to avoid leaks in unoccupied properties; 

¶ maintaining a 24/7 social media presence during the event; 

¶ identifying bottled water distribution locations; and 

¶ reviewing the number of 4x4s within our fleet of vehicles. 
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And in summer 2018, we experienced 
a prolonged period of hot, dry 
weather, with rainfall levels 
considerably lower than average. 
Throughout this dry spell we 
monitored our water supplies 
carefully, so that we could be sure we 
were able to meet demand 
effectively. As part of this, we 
prioritised leakage and allocated 
additional resources to fixing leaks on 
our network. We also used a range of 
channels to communicate with 
customers about the need to use 
water wisely. This included using our 
ƳŜŘƛŀ ǾŜƘƛŎƭŜ ŀƴŘ ƻǳǊ Ψ²ŀǘŜǊ 
²ŀǊǊƛƻǊǎΩ ǘƻ ǘŀƭƪ ǘƻ ŎǳǎǘƻƳŜǊǎ ŀōƻǳǘ 
ways to save water and give away 
water efficiency devices.  

While we think both events demonstrated the overall resilience of our network, there is no room for 
complacency and lessons we can learn ς particularly if the effects of climate change mean that 
extreme weather like this becomes more common. Because we are committed to resilience in the 
round, in developing our plan, we have completely reviewed our approach to defining, quantifying 
and presenting resilience. 

2.3.1 Adopting a resilient investment approach ς the decision-making 
framework 

To address these operational and business challenges, we have adopted a different and innovative 
approach to that taken with previous business plan submissions. We have taken a more holistic view 
of the long-term supply capabilities of our network, talking with and listening to our customers to 
understand what they really want ς and what they can afford to pay. We have done this for two 
reasons. 

¶ ²Ŝ ǊŜŎƻƎƴƛǎŜ ǘƘŜ ƛƳǇƻǊǘŀƴŎŜ ƻŦ ƭƻƻƪƛƴƎ ōŜȅƻƴŘ hŦǿŀǘΩǎ ŦƛǾŜ-year regulatory cycle and 
considering both our immediate and long-term planning and investment needs. 

¶ Using more co-creation, we want to identify whether there are alternative approaches 
that might help our customers now ς and our customers in the future, who will benefit 
from the long-term investment that everyone pays for in their bills. 

So, we have reviewed and evaluated all our existing operations across the water resources in both 
regions. We appointed Arup to help us develop a robust and flexible decision-making framework that 
would guide our long-term planning strategy, and help us select the optimum portfolio of investment 
options that form the basis of this plan. 

¢ƘǊŜŜ ƻŦ ƻǳǊ Ψ²ŀǘŜǊ ²ŀǊǊƛƻǊǎΩ ǘŀƪƛƴƎ ƻǳǊ ƳŜǎǎŀƎŜǎ ŀōƻǳǘ ǳǎƛƴƎ ǿŀǘŜǊ 
wisely on the road during the prolonged dry spell in summer 2018. 
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We also followed water sector best practice by taking into 
account guidance from UKWLwΣ ǘƘŜ ǿŀǘŜǊ ǎŜŎǘƻǊΩǎ Ƴŀƛƴ 
ǊŜǎŜŀǊŎƘ ōƻŘȅΣ ƻƴ ŘŜŎƛǎƛƻƴ ƳŀƪƛƴƎ ŦƻǊ ŎƻƳǇŀƴƛŜǎΩ ƭƻƴƎ-
term water resources management plans33. 

We wanted a framework that enabled the full range of 
options available to us to be compared against each other 
so that we could select the best combination for our 
customers and our circumstances ς now and in the future. 
As such, our approach has enabled us to consider a wide 
range of options, which we identified through internal 
engagement with our people and external engagement 
with other key stakeholders, in the areas of: 

¶ water resources and water trading ς that is, considering all our water sources and 
making arrangements with neighbouring companies to ensure reliable supplies to 
customers can always be maintained; 

¶ demand management, which includes things like reducing leakage on our network, and 
educating and informing our customers about the benefits of switching to a water meter 
and the need to use water wisely; 

¶ refurbishing or rebuilding our major assets, such as storage reservoirs and water 
treatment works; and 

¶ groundwater, which is the water we take from our boreholes in both regions. 

We have also used credible, leading 
independent experts to collaborate with 
us and each other to help shape our 
plans. This was so we could be sure we 
were taking a rounded view that 
represents the best plan for customers ς 
and one that is robust, flexible and 
responsive to their changing needs and 
requirements over time. Looking at our 
operations in this way has enabled us to 
identify the best mix of options going 
forward, and ensure we are making 
water count by continuing to meet all 
ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎ ŀƴŘ ŜȄǇŜŎǘŀǘƛƻƴǎΦ 

Throughout the process, we engaged continually with all our key stakeholders ς including customers, 
regulators, neighbouring water companies and the Independent Customer Panel ς to ensure a robust 
and transparent approach. 

We set out the main stages of the decision-making framework below. 

                                                           
33 Ψ²wat нлмф aŜǘƘƻŘǎ ς Decision Making Process and Risk Based Planning DǳƛŘŀƴŎŜΩΣ ¦Y²LR, May 2016. 

ά²Ŝ ǘƘƛƴƪ ƻǳǊ ōǳǎƛƴŜǎǎ Ǉƭŀƴ  
is ambitious and stretching. 
LǘΩǎ ŀōƻǳǘ ƳŀƪƛƴƎ ǿŀǘŜǊ  
count ς for our customers, our 
communities, the 
environment, our business and 
our people ς now and in the 
ŦǳǘǳǊŜέ ς Caroline Cooper, 
Director of Asset Management 
and Regulation 

We worked with Artesia on demand management, including leakage; 
Atkins on reviewing options for our water treatment works; Arup on 
resilience and decision making; and Hartley McMaster on the 
analytics to support our decision making. 
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Our decision-making framework. 
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Our decision-ƳŀƪƛƴƎ ŦǊŀƳŜǿƻǊƪ ƳƻǾŜǎ ŀǿŀȅ ŦǊƻƳ ŀ ΨƻƴŜ ǎƛȊŜΣ Ŧƛǘǎ ŀƭƭΩ ŀǇǇǊƻŀŎƘ ŀƴŘ recognises that 
least-cost investment options are not the only ones we should consider. This represents a step 
change for us. It has meant combining our approach to how we manage our assets with our long-
term water resources management plans to give us a clear line of sight between our preferred plan 
and the services our customers expect us to deliver. 

As such, it is a more innovative, leading-edge approach that represents a move towards considering 
all our assets in the round, through our core objective scoring against our: 

¶ ŎǳǎǘƻƳŜǊǎΩ ǇǊŜŦŜǊŜƴŎŜǎΤ 

¶ operational resilience; 

¶ environmental sustainability and deliverability; and 

¶ totex requirements. 

Although it is fairly difficult to quantify these core objectives, as a result of our extensive engagement 
with stakeholders, we recognise that they are crucial to making a robust decision. Our decision-
making framework allows us to effectively and consistently capture a wide range of investment 
solutions and appraise them against these core objectives in terms of: 

¶ their operational resilience, to ensure a stable, high-quality water supply for customers 
now and over the long term. This includes: 

- flexibility, to ensure an integrated network that enables us to switch easily 
between different water sources as and when required; 

- reliability, to ensure our critical assets are available as and when they are  
needed; and 

- diversity, so that we have enough water sources available to help us deal with 
a range of different drought scenarios; 

¶ their environmental sustainability, to minimise the impact of our business on the 
environment;  

¶ their deliverability ς that is, how easy the option is to deliver and over what period  
of time; and 

¶ customer preference, to ensure we are delivering what our customers have said they 
want, and which we have checked against other data sources so that we can be sure our 
engagement process has been transparent and robust. 

The outputs from the decision-making framework feed into an innovative, multi-criteria analysis 
(MCA) model, developed in conjunction with specialist management consultancy Hartley McMaster. 
It is this step between capturing and scoring investment solutions in our decision-making framework 
and deciding on a final investment portfolio that takes us further than the cost-benefit analysis we 
have used with previous business plan submissions. We think the complexity of the model and the 
way that we have applied it in an adaptive and responsive way is at the leading edge of the sector. 
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!ƭƛƎƴŜŘ ǿƛǘƘ hŦǿŀǘΩǎ ǇǊŜŦŜǊǊŜŘ ƳŜǘƘƻŘ ƻŦ ŎƻƴǎƛŘŜǊƛƴƎ ΨǊŜŀƭ ƻǇǘƛƻƴǎΩ ƛƴ ƭƻƴƎ-term resource planning, 
ƻǳǊ ŀǇǇǊƻŀŎƘ Ŧƻƭƭƻǿǎ ¦Y²LwΩǎ ƎǳƛŘŀƴŎŜ34 in terms of being the most effective and appropriate 
method of decision making for the scale and complexity of the challenges facing us. This dual 
approach has given us the capability to enable customers to co-create and shape our plan. We then 
triangulated this with further customer insight, including priorities and willingness to pay data, so that 
ǿŜ ŎƻǳƭŘ ōŜ ǎǳǊŜ ǘƘŜ Ŧƛƴŀƭ ǇƻǊǘŦƻƭƛƻ ƻŦ ƛƴǾŜǎǘƳŜƴǘǎ ŀŘŘǎ ǳǇ ǘƻ ŀ ΨōŜǎǘΩ plan for our customers. 

It is this clear line of sight from customer engagement through to output investment portfolios that 
has been at the core of our approach. And it is demonstrated both in the process of generating 
planning options and within our complex modelling capability to understand the final selection of 
investments we are putting forward in our plan. 

Our MCA model incorporates qualitative and quantitative stakeholder appraisals of the investment 
options across the broad range of core objectives described above. It also evaluates how effectively 
they deliver in the short and long term. We do not consider it appropriate to constrain our analysis to 
5 years or even 25 years. Instead, we have taken a much longer view of the challenges we may face in 
terms of water quality, changes in demand and climate change. 

This led us to ask ourselves the following questions. 

¶ How do we ensure we meet our future demand requirements for water across a range 
of different scenarios35? 

¶ How do we make sure we are minimising water quality risks across our network? 

¶ How do we ensure the robustness of our decisions ς and what they will deliver for our 
customers ς now and in the future? 

The advantage of using an MCA model is that it allows us to assess and evaluate trade-offs between 
investment options across competing objectives while considering a wide range of scenarios to 
ensure we are being flexible in our ability to adapt to a changing future. This is a key component of 
real options analysis. 

To give a sense of the range and scale of our analysis, we have considered more than 1,000 different 
investment options over an 80-year timeframe ς ultimately equating to about two million potential 
options (taking start times and different demand scenarios into account) to feed into our model. 

2.3.2 Making the right investment choices 

We had two key parameters that any modelled output had to deliver against. These were: 

  

                                                           
34 Ψ²wat нлмф aŜǘƘƻŘǎ ς 5ŜŎƛǎƛƻƴ aŀƪƛƴƎ tǊƻŎŜǎǎ ŀƴŘ wƛǎƪ .ŀǎŜŘ tƭŀƴƴƛƴƎ ƎǳƛŘŀƴŎŜΩΣ ¦Y²LwΣ aŀȅ нлмсΦ 
35 We consider our future demand for water against three scenarios ς ΨƴƻǊƳŀƭ ȅŜŀǊ ŀƴƴǳŀƭ ŀǾŜǊŀƎŜΩΣ ΨŘǊȅ ȅŜŀǊ ŀƴƴǳŀƭ 
ŀǾŜǊŀƎŜΩ ŀƴŘ ΨŘǊȅ ȅŜŀǊ ŎǊƛǘƛŎŀƭ ǇŜǊƛƻŘΩΦ ¢ƘŜ ƴƻǊƳŀƭ ȅŜŀǊ ŀƴƴǳŀƭ ŀǾŜǊŀƎŜ ƛǎ ǘƘŜ ǘƻǘŀƭ ŘŜƳŀƴŘ ŦƻǊ ǿŀǘŜǊ ƛƴ ŀ ȅŜŀǊ όƳŜŀǎǳǊŜŘ ƛƴ 
millions of litres) with normal or average weather patterns. The dry year annual average is the average level of demand for 
ǿŀǘŜǊ ƻǾŜǊ ƻƴŜ ȅŜŀǊΦ Lǘ ƛǎ ŀ ΨŘǊȅ ȅŜŀǊΩ ǿƘŜƴ ŘŜƳŀƴŘ ŀǾŜǊŀƎŜǎ ŀǊŜ ƘƛƎƘŜǊ ǘƘŀƴ ƛƴ ŀ ƴƻǊƳŀƭ ȅŜŀǊ ōŜŎŀǳǎŜ ǘƘŜ ǿŜŀǘƘŜǊ Ƙŀǎ 
encouraged more people to do things like water their gardens, use paddling pools or take more showers. The dry year critical 
period is usually in the summer and is related to the weather. It refers to the peak volume of water used for the activities 
outlined for the dry year annual average ratio. 
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¶ ǘƘŜ ƭŜǾŜƭ ƻŦ ŘŜǇƭƻȅŀōƭŜ ƻǳǘǇǳǘ ŦǊƻƳ ǎǳǇǇƭȅ ǎƻǳǊŎŜǎΦ ¢ƘŜ ΨŘŜǇƭƻȅŀōƭŜ ƻǳǘǇǳǘΩ ƛǎ ǘƘŜ 
volume of water we can access under the worst historic drought conditions for both 
regions36; and 

¶ our ability to provide the resource at the required quality. 

These parameters were a firm constraint for any of our model runs. So we could be sure we made the 
right investment decision, we also challenged our base case assumptions around demand, resource 
availability and drought scenarios when modelling potential future extremes. This enabled us to 
understand how different the future would need to be to change our plans. For example, when we 
looked at groundwater levels in our Cambridge region, our model suggested that bringing previously 
abandoned sites back into supply would provide the required additional resource. We discuss this in 
more detail in appendix A29. 

By using the core objective scores for resilience, customer preference and deliverability, we were 
further able to stress test our plans. In doing this, we included a number of revised options so we 
ŎƻǳƭŘ ōŜ ǎǳǊŜ ƻǳǊ ǇǊŜŦŜǊǊŜŘ Ǉƭŀƴ ǿŀǎ ǊŜǎƛƭƛŜƴǘ ŀƴŘ ǊŜŦƭŜŎǘŜŘ ŎǳǎǘƻƳŜǊǎΩ ǇǊƛƻǊƛǘƛŜǎΦ ²Ŝ ŀlso included an 
additional water trade and reinstated a number of underground water sources to improve our 
operational resilience. And we increased our demand management options as we know from our 
engagement and co-creation that our customers have a strong preference for such approaches. See 
appendix A29 and A33 for more detail. 

This gave us a preferred portfolio of investment options to take forward for 2020 to 2025 and 
beyond, which we outlined at the start of this plan. We then tested and reviewed these options 
rigorously with key stakeholders so they could understand the outputs clearly. This included carrying 
out extensive and in-depth scrutiny with our Board, the Independent Customer Panel and a dedicated 
sub-group of the Panel. 

To enable us to effectively demonstrate the outputs of our multi-criteria approach, we developed 
parallel co-ordinate plots that display the relative impact of a range of portfolios upon each of the 
modelled objectives described above. They allowed us to compare the outputs of each of the 
modelled scenarios and interrogate the portfolios to understand the individual investment options 
that were driving the best balance across the objectives. We ran many different scenarios and 
sensitivity checks on these outputs. The summary plot in figure 3 below illustrates a range of output 
ǇƻǊǘŦƻƭƛƻǎ ŀƴŘ ǘƘŜƛǊ ŘŜƭƛǾŜǊȅ ŀƎŀƛƴǎǘ ǘƘŜ ŎƻǊŜ ƻōƧŜŎǘƛǾŜǎΦ ²Ŝ ŎƻƴǎƛŘŜǊ ǘƘŜ ΨhǇǘƛƳƛǎŜŘ tǊŜŦŜǊǊŜŘΩ 
portfolio is one that represents delivery of our long-term resilience, at a relatively low cost, and that 
is scored highly by customers in terms of their preferences. There is more information on these 
outputs in our cost adjustment claim (see appendix A33).  

  

                                                           
36 5ŜǇƭƻȅŀōƭŜ ƻǳǘǇǳǘ όƻǊ Ω5hΩύ ƛǎ ŀƭǎo constrained by a number of other factors, including the volume of water we can legally 
take from the environment, the quality of that water, the treatment processes we use and how we move water round our 
network. Specifically, our level of service deployable output is based on those historic droughts where we require additional 
measures to manage our water resources, and the likelihood of us needing to introduce restrictions on how much water 
customers can use. 



Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

115 

Figure 3 Parallel co-ordinate plot: multi-criteria analysis output portfolios 

 

We also tested the key elements of our final investment portfolio with customers so that we could be 
sure it properly reflected their priorities. We received overwhelming support from our customers for 
our plans, with an acceptability score of 83%. 

2.3.3 Taking a combined approach 

So far, we have described our strategic, top-Řƻǿƴ ŀǇǇǊƻŀŎƘ ǘƻ ƳŀƪƛƴƎ ǎǳǊŜ ǿŜ ƳŜŜǘ ŎǳǎǘƻƳŜǊǎΩ 
future demand for water. Because we wanted to be sure we had sufficient expenditure to provide 
the services customers expect, we also used a granular, bottom-up approach to assess all our assets. 
This complements our decision-making framework and multi-criteria analysis. It also enables us to 
assess business as usual expenditure through a more traditional cost-benefit analysis approach using 
our LƴǾŜǎǘƳŜƴǘ hǇǘƛƳƛǎŀǘƛƻƴ ǘƻƻƭ ŀƴŘ ŀƭƛƎƴ ǘƘƛǎ ǿƛǘƘ ŎǳǎǘƻƳŜǊǎΩ ǇǊƛƻǊƛǘƛŜǎΦ ¢Ƙƛǎ Ƙŀǎ ƎƛǾŜƴ ǳǎ ŀ ǊƻōǳǎǘΣ 
rounded and consistent view of where we need to invest across our regions and our business. 

Our Investment Optimisation tool enables us to take a balanced and transparent approach to 
identifying options for investment by providing a common platform to appraise: 

¶ estimated costs; 

¶ estimated benefits to customers; 

¶ timings of the investment; and 

¶ estimated uncertainty around need and costings. 

Crucially, it incorporates customer preference for our investment choices by using willingness to pay 
data in valuing the benefits of investment against key service measures such as water quality and 
ƛƴǘŜǊǊǳǇǘƛƻƴǎ ǘƻ ǎǳǇǇƭȅΦ ²Ŝ ŀǊŜ ƳƛƴŘŦǳƭ ƻŦ hŦǿŀǘΩǎ ŎƘŀƭƭŜƴƎŜ ŀǊƻǳƴŘ ǘƘŜ ǳǎŜ ƻf willingness to pay at 
PR14. So, as we discussed in section 1.3.3.2 above, we have triangulated the final values with other 
customer engagement, including day-to-day insight. 
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To ensure a robust approach, we have applied an appropriate level of governance to the process. We 
did this by: 

¶ using historical levels of service in our assessments of investment need; 

¶ documenting our assumptions when estimating service impact, which were reviewed 
internally and assured externally; 

¶ using our document management system to ensure consistency of data; and 

¶ engaging with the Independent Customer Panel, taking into account its input and 
challenge. 

We discuss the outputs of this analysis, combined with those of our multi-criteria analysis in more 
detail in appendix A29. 

We are confident that the breadth and scale of the work we have carried out to develop our plans 
will ensure our customers continue to receive resilient and reliable water supplies now and over the 
long term. The following chapters contain the specifics of our plan. In addition, the Independent 
Customer Panel have gone into real depth to challenge the engagement and the assumptions with 
our plans. 
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3. Putting customers at the heart of our plan 

Summary 

We recognise that our customers want a positive service experience based on flexibility and choice. 
We also recognise that they want us to be easy and straightforward to deal with. So, we will spend 
nearly £12 million a year between 2020 and 2025 to provide our customers with the most efficient, 
innovative technology-enabled services, giving them the opportunity to access services how and 
whenever they want.  

We also know that our customers are individuals and want to be dealt with as such, and so we are 
tailoring help and support in a way that best suits their requirements. With so many customers to 
serve, technology is an important enabler for this. We are the first company in the sector to 
implement an artificial intelligence-driven debt management system, identifying customers as 
individuals, enabling us to focus our attention and resources on those customers who need the most 
support, but doing it efficiently. Embedded use of third-party data also enables early intervention for 
customers who experience a change in circumstances. 

But segmentation can also play an important role as well. We have carried out a thorough 
segmentation exercise and identified five distinct groups within our customer base. This has created 
a platform from which to offer tailored approaches such as water conservation messages and 
different bill presentations. Some customers want to understand more and interact more with us and 
others want us to be silent unless there is a problem to fix. Both desires are equally legitimate. 

We will continue to broaden our digital offering, including mobile apps and further voice-activated 
capability, to help us deliver solutions for many but also for specific groups, such as the visually 
impaired. We will build further on our existing offshore capability to increase cost efficiency. We are 
clear that digital solutions are not the only ones we should consider. So, we have developed an 
experience that allows our customers to contact us through any number of channels, including email, 
our website and in person at our community hub or in their own homes. We see our community hub 
as a way of reinforcing our presence in the communities we serve and raising our profile with our 
customers. It is an important initiative and we will build upon it. 

In another first for the sector, we are delivering full functional separation of our household retail and 
wholesale activities. This will drive a greater focus on our customers by increasing transparency, 
clarifying roles and responsibilities and in doing so driving performance improvements for customers. 
We believe that adopting a mind-set that customers can shop around in a monopoly business is a 
positive thing and we are doing this. All our customers are important to us. So, we are introducing a 
performaƴŎŜ ŎƻƳƳƛǘƳŜƴǘ ŦƻǊ нлнл ǘƻ нлнр ǘƘŀǘ ǿƛƭƭ ƳŜŀǎǳǊŜ ōǳǎƛƴŜǎǎ ǊŜǘŀƛƭŜǊǎΩ ǎŀǘƛǎŦŀŎǘƛƻƴ ƛƴ ǳǎ ŀǎ 
a wholesaler ς R-MeX. They have told us clearly that this means doing the basics well by always 
providing good efficient service and having clear escalation processes which in turn enables them to 
operate effectively in a market that demands tight control of costs. 

We have also made a step change in our approach to how we deal with developers over the past two 
years. We particularly want to work with and support those developers whose priorities align with 
ours in terms of building more water-efficient homes. We are keen to embrace competition within 
the developer services market and have created a level playing field by giving customers the 
information they need to choose the services that best serve their particular circumstances. This 
includes introducing ŀ ΨŎƻǎǘ ǇŜǊ ǇƭƻǘΩ ŀǇǇǊƻŀŎƘ ǘƻ ǇǊƛŎƛƴƎΣ ǿƘƛŎƘ ƛǎ ŀƭƛƎƴŜŘ ŀŎǊƻǎǎ ƻǳǊ {ƻǳǘƘ {ǘŀŦŦǎ ŀƴŘ 
Cambridge regions. This will help developers to work out the costs of their projects more precisely. 
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3.1 Making water count ς our promise to our customers 

 

3.2 Delivering great customer service to our household customers 

3.2.1 Developing our approach to delivering a great experience for our 
household customers 

We recognise that our customers want a positive service experience based on flexibility and choice. 
So, we want to be an organisation that delivers far more than just a service to our customers. Rather, 
we will provide them with the most efficient, technology-enabled services in the sector, which they 
can access how and whenever they want. We know this is what a lot of our customers expect of us 
most of the time. It is also a very efficient way to provide a service. 

But we also know that some customers find the idea of digital self-service or using a call centre 
challenging, or that it does not suit their needs. So, at the same time, we will use the efficiency we 
gain from this to provide highly tailored and, where wanted, face-to-face services to our customers. 
In doing so, we want to be recognised as the sector leader in our approach to working with 
vulnerable customers. 
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For example, our data shows that while a billing call takes 
about four minutes on average, a customer visit to our 
community hub takes about 25 minutes and a home visit 
takes about 45 minutes, excluding travel time. In purely 
economic terms, these service channels are hard to justify, 
but as a provider of an essential public service we need to 
consider all these things in a broader context. We are 
committed to developing and maintaining these crucial 
face-to-face services alongside our digital platforms and 
trading efficiency gains from one to support the other. 

We want to deliver a positive experience for our 
customers, which recognises that they demand individuality, flexibility and choice. More importantly, 
we want the way they deal with us to be easy and straightforward. So, we have redesigned our 
processes around our customers, which has resulted in a significant improvement in the experience 
they have with us. This includes: 

¶ setting up a team to deal specifically with customers in our Cambridge region ς 
recognising the tailoring of our service they prefer; 

¶ proactively contacting customers who might otherwise face higher bills because of a 
sudden increase in water usage, for example, to discuss options around payment; 

¶ improving our existing communication channels and introducing others, such as Twitter 
and Facebook, for our customers; and 

¶ changing the tone and style of all our customer communications, trialling tailored 
communications to different customer groups and measuring their responses. 

We have also focused our attention on keeping customers informed during any work we carry out 
and have invested in customer service training across our business. As a result of the hard work and 
commitment of our people, in 2017/18 we achieved a combined Service Incentive Mechanism (SIM) 
score that ranks us fourth in the sector, compared with 2016/17 where we ranked tenth overall. 

We have also seen a reduction in complaints of 36% in our South Staffs region and 38% in our 
Cambridge region over the past year. Complaints in our South Staffs region are now at their lowest-
ever level ς and are one of the lowest in the sector. In addition, we have significantly reduced the 
number of days it takes to resolve written customer complaints from an average of nine days in 2017 
year to an average of five days in 2018. This is set in the context of the normal measure for the sector, 
which is ten days. We are confident this performance puts us in a strong position to deliver our 
stretching and ambitious plan for the future. We are committed to driving these performance 
levels further. 

In parallel, we have reduced our retail costs through a combination of: 

¶ closing our Cambridge regional call centre; 

¶ consolidation onto one billing platform; 

¶ increased use of offshore services and web self-service;  

¶ simplifying our management structure; and 

¶ bought-in cost efficiencies. 

άwetail must go beyond 
delivering a service ς it must 
deliver a meaningful 
experience for our customers 
that is tailored to their 
ƛƴŘƛǾƛŘǳŀƭ ŎƛǊŎǳƳǎǘŀƴŎŜǎέ ς 
Gordon Morrison, PR19 Lead, 
Household Retail Services 
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At the same time, this change has enabled us to increases our opening hours and improve the 
resilience of our operation. For example, we have deliberately invested more in our field-based 
support workers and in building a digital team. Our comparative analysis shows that in terms of retail 
cost efficiency, we are in ς or around ς upper quartile. 

3.2.1.1 Customer segmentation 

In addition, we have sought to really understand who our customers are and have carried out 
extensive engagement with them. Through this process, we have identified five key customer groups, 
ƻǊ ΨǎŜƎƳŜƴǘǎΩΣ ǿƘƛŎƘ ǿŜ ǎǳƳƳŀǊƛǎŜ ƛƴ table 8 below. While we have a mandate to serve all our 
customers, regardless of their circumstances, this does not mean we have to provide one service 
experience. Retailers have used segmentation for a long time to deepen the understanding they have 
of their customers and tailor offerings accordingly. We have embraced this technique and are 
confident our customers will benefit from it over the coming period. 

Table 8 Our key customer groups 

Customer 
segment 

Description of segment What relationship they want from us 

A Very time pressed, juggling all their commitments. 
As a result, do not think much about their water 
and do not want their time wasted. Often online. 

Want us to make it quick and easy for them to 
manage their account, how much water they use 
and any interactions with us. Use of digital channels 
is very important. 

B Highly engaged with how much water they use and 
their wider communities. Expect a very high level of 
service from companies they use. Want a personal 
relationship. 

Looking for us to provide lots of support to help 
them save water and be an active part of improving 
the environment and the communities they live in. 

C Often financially pressured and time pressed. Like 
being online and using social media. 

Looking most for support with ways to help them 
save money on their water bill and making it easy 
for them to manage their account. 

D Highly engaged and using the latest technology. 
Managing their lives online. Switched on to saving 
water. 

Looking for services that allow them to save water 
and money. Use of digital channels is very 
important. 

E Highly engaged with technology and their network 
of family and friends. Admit to not thinking much 
about their water usage. 

Looking for us to offer a value-for-money, reliable 
service. 

All these groups are equally legitimate, and while we recognise the customers within them have 
similar attributes, we are keen to treat them as individuals and tailor our offerings to their specific 
circumstances.  

So, to illustrate, we researched a range of service propositions with our customers. We found that, 
for example, Group Bs were motivated more by propositions that recognised environmentally-
focused actions, with more than 70% saying they found a number of these ideas appealing or very 
appealing while our Group Cs were primarily concerned with whether or not our services could save 
them money. See appendix A16 for more details. 
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3.2.1.2 Considering other sectors, geographies and materials 

Our thinking has also been sƘŀǇŜŘ ōȅ ƭƻƻƪƛƴƎ ŀǘ ΨōŜǎǘ ƛƴ ŎƭŀǎǎΩ ƛƴ ƻǘƘŜǊ ǎŜŎǘƻǊǎ ŀƴŘ ŎƻǳƴǘǊƛŜǎΦ We 
engaged with a renowned futurist, Mark Dowd, ǘƻ ƘŜƭǇ ǳǎ ōŜǘǘŜǊ ǳƴŘŜǊǎǘŀƴŘ ƳƻǊŜ ŀōƻǳǘ ΨŘƛǎǊǳǇǘƻǊΩ 
businesses and think more strategically about how customer expectations are likely to be shaped in 
the years ahead. In addition, we looked at wide variety of case studies, customer satisfaction reports 
and customer stories, and visited a number of different organisations where we spoke with 
employees of all levels. 

In some cases, we have begun already to implement change. 

¶ The growth of voice-activated assistantsΣ ǎǳŎƘ ŀǎ !ƳŀȊƻƴΩǎ 9ŎƘƻΣ ŜƴŎƻǳǊŀƎŜŘ ǳǎ ǘƻ 
explore the potential of these devices. Through engagement with our customers, 
particularly those with visual impairment, we have created and delivered what we 
believe to be the most comprehensive Alexa skill in the utilities sector. It enables 
customers to understand, for example, when their next bill payment is due or why their 
water may have an unusual colour. This allows customers to take action easily without 
necessarily needing to contact us directly. We discuss the potential for this work in more 
detail in section 3.2.2.2.  

¶ We have developed a similar capability to that used by West Midlands Fire Service, 
ǇǊƻǾƛŘƛƴƎ ŀ ƭƛƴƪ ǘƻ ŎǳǎǘƻƳŜǊǎΩ ǇƘƻƴes so that they can easily report leaks. This aligns 
with customers telling us that they want us to be easy to deal with. As well as giving us 
the exact location of the leak straight away, it gives customers the opportunity to upload 
a photograph. And it enables us to keep customers up to date with information about 
how repairs are progressing. 

¶ Lƴ ŀŘŘƛǘƛƻƴΣ ǿŜ ƘŀǾŜ ŎƻƴǎƛŘŜǊŜŘ ŎƻƳǇŀƴƛŜǎ ƭƛƪŜ !ƳŀȊƻƴ ŀƴŘ ¦ōŜǊΣ ǿƘƛŎƘ ǳǘƛƭƛǎŜ ǘƘŜ ΨƎƛƎΩ 
economy through self-employed community-based workers. We are using this capability 
to offer work to individuals who want this sort of flexibility and have already trialled it 
in our South Staffs region with tasks like ad hoc meter reads in rural areas, targeted void 
inspections and field-based photo surveying activities. As well as providing additional 
support to field-based teams in particular, we think the flexibility of this approach will 
enable us to deploy our resources more efficiently, keeping our highest skilled people 
focused on the most complicated tasks for customers. 

One of the reference points we have used ƛǎ tǿ/Ωǎ ǊŜǇƻǊǘ ŦƻǊ hŦǿŀǘ ƻƴ retail service efficiency 
benchmarking37. We have taken some of the examples and added to them based on our visits to 
companies within the energy and financial services sector to create a combined best practice matrix. 
This covers: 

¶ prevention; 

¶ tailoring debt journeys; 

¶ billing; 

¶ communications; 

¶ metrics; 

¶ payments; 

¶ consequences; 

                                                           
37 ΨwŜǘŀƛƭ {ŜǊǾƛŎŜ 9ŦŦƛŎƛŜƴŎȅ .ŜƴŎƘƳŀǊƪƛƴƎΩΣ PwC, September 2017. www.ofwat.gov.uk/wp-
content/uploads/2017/10/250717-Ofwat-Retail-Services-Efficiency-12.pdf 

https://www.ofwat.gov.uk/wp-content/uploads/2017/10/250717-Ofwat-Retail-Services-Efficiency-12.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2017/10/250717-Ofwat-Retail-Services-Efficiency-12.pdf
http://www.ofwat.gov.uk/wp-content/uploads/2017/10/250717-Ofwat-Retail-Services-Efficiency-12.pdf
http://www.ofwat.gov.uk/wp-content/uploads/2017/10/250717-Ofwat-Retail-Services-Efficiency-12.pdf
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¶ support schemes; 

¶ culture; 

¶ data; and 

¶ aged debt. 

¢ƘŜ ƳŀǘǊƛȄ ŘŜǎŎǊƛōŜǎ ǘƘŜ ŎǳǊǊŜƴǘ Ψŀǎ ƛǎΩ ŎŀǇŀōƛƭƛǘȅ ŀƴŘ ŘŜǎŎǊƛōŜǎ ǘƘŜ Ψǘƻ ōŜΩ ŘŜǎƛǊŜŘ ŎŀǇŀōƛƭƛǘy through 
51 specific actions. Our plans for 2020 to 2025 address these points. We are already working towards 
them. 

3.2.1.3 Wholesale service experience 

We recognise that many of our customer interactions happen in the field or in relation to the 
ŎǳǎǘƻƳŜǊΩǎ ŜȄǇŜǊƛŜƴŎŜ ƻŦ ǘƘŜ ǿŀǘŜǊ ǿŜ ǇǊƻǾƛŘŜ ǘƘŜƳ. These are our wholesale activities and they can 
be vital in shaping ŎǳǎǘƻƳŜǊǎΩ views of us as a business. With this in mind, we have already delivered 
a number of changes and will continue to make further progress before 2020. For example, we have 
appointed a Head of Wholesale Customer Service, whose team is responsible for the continuous 
review of processes and performance across our wholesale business. In addition, we have introduced 
a process of proactive customer satisfaction calls for recently completed work. This information 
enables the teams that carried out the works to understand the root cause behind any issues raised 
ŀƴŘ ǊŜŎǘƛŦȅ ǘƘŜƳ ǉǳƛŎƪƭȅ ōŜŦƻǊŜ ǿŜ ƭƻǎŜ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ǘǊǳǎǘΦ ¢Ƙƛǎ Ƙŀǎ ŀƭǎƻ ŜƴƘŀƴŎŜŘ ǘƘŜ ŘȅƴŀƳƛŎ 
between performance review and improvement. 

We have already seen a number of tangible benefits as a result of introducing these changes, 
including: 

¶ an internal service delivery process that focuses primarily on the experience customers 
have with us; 

¶ a greater understanding among our people of customer service. To date, 320 of our 
people have received customer service training ς for example, on supporting vulnerable 
customers. We have used innovative role-playing exercises based on real-life scenarios 
to deliver this training; and 

¶ an overall improvement in 2017/18 in our SIM score and a corresponding reduction in 
complaints, which we discussed in more detail in section 1.2.3. 

So we have been carefully considering our future customer service offering. We have used varied 
research technique and segmentation. We looked at other vertical markets and other countries and 
we have consulted with experts. Most importantly perhaps, we have begun to implement change 
right now to benefit customers and are already seeing the benefits of this. But there is much more to 
do for our household customers and we have created three interconnected work streams ς customer 
support, customer service and retail development ς to help us deliver what they want.  

3.2.2 Our plans for the period 2020 to 2025 and beyond 

3.2.2.1 Customer support 

We will ensure we always provide the right level of support for our customers. This is set within the 
wider context of rising consumer debt within society. For example, Fitch Ratings, the credit rating 
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agency, warns that consumer debt is rising by a rate of 10% a year38. In addition, official figures from 
the UK Government show that Council Tax arrears increased by 12% between 2012 and 201739, while 
personal debt increased by more than £920 per UK adult between May 2017 and May 201840. We are 
mindful of the impact of these and other pressures on household incomes, and know we have 
customers who may require additional help or support for financial or other reasons. This means 
offering a range of support measures which recognise that: 

¶ being visible, trusted and present in the local community is important; 

¶ ŜŀŎƘ ŎǳǎǘƻƳŜǊ ƛǎ ŀƴ ƛƴŘƛǾƛŘǳŀƭΣ ǿƘƛŎƘ ƳŜŀƴǎ ǳǎƛƴƎ ΨŜȄǘǊŀ ŎŀǊŜΩ ǘŜŀƳǎ ǘƻ ǘŀƛƭƻǊ ǘƘŜ 
support they receive from us to their specific circumstances; 

¶ customers can use the communication channel ς or range of channels ς that best suits 
them, such as face-to-face visits, phone calls, email, social media, voice-activated 
technology or apps; 

¶ customers may need a number of payment options available to them that are flexible 
and easy to understand; 

¶ data is used in smart ways, and shared with different partners and agencies; 

¶ help and support that is available from third parties is easily signposted and accessible; and 

¶ technology is used in an innovative way ς but does not stop us delivering a personal 
service or make us harder to deal with. 

Ultimately, we want to be recognised as the leading provider of outstanding customer and 
community-driven care in the sector, putting us at the heart of the communities we serve. So, as well 
ŀǎ hŦǿŀǘΩǎ ŎǳǎǘƻƳŜǊ ŜȄǇŜǊƛŜƴŎŜ ƳŜŀǎǳǊŜ όƪƴƻǿƴ ŀǎ ΨC-aŜ·ΩύΣ ǿŜ ǿƛƭƭ ƘŀǾŜ ŀ ŎƻƳƳƛǘƳŜƴǘ ŦƻǊ ǘƘŜ 
period 2020 to 2025 to ensure 40,000 customers who are struggling to pay their bills are receiving 
financial support ς whether this is through our Assure social tariff or receiving help from our 
Charitable Trust, for example. Central to this is the work we are doing on affordability and 
vulnerability, along with our approach to community engagement, which we discuss in more detail in 
section 4.3.2. 

We will also have a commitment to ensure that 5% of customers on our Priority Service Register are 
receiving the full benefits of our extra care support package. This is an innovative, bespoke package 
that will offer a range of tailored services to customers. We discuss this in more detail in section 
4.3.3.2. And we will commit to check the validity of our data by making sure that any customer on our 
Priority Services Register with a priority 1 code (for example, because they are on dialysis) will be 
contacted once a year from 2020/21. All other customers will be contacted every two years. 

The main thing for us here is to recognise all customers as individuals, tailoring help and support in a 
ǿŀȅ ǘƘŀǘ ōŜǎǘ ǎǳƛǘǎ ǘƘŜƛǊ ǇŀǊǘƛŎǳƭŀǊ ǊŜǉǳƛǊŜƳŜƴǘǎΦ Lǘ ŀƭǎƻ ƳŜŀƴǎ ǊŜŎƻƎƴƛǎƛƴƎ ǘƘŀǘ ŎǳǎǘƻƳŜǊǎΩ ǇŜǊǎƻƴŀƭ 
situations may be the result of a temporary change in circumstance, such as redundancy or the birth 
of a baby. So, as part of this, we have developed connections with organisations that work with 
certain groups of customers, such as ΨCƻǊŎŜǎ ŦƻǊ ²ŀǊƳǘƘΩ41, offering services like flexible payment 
prompts. 

                                                           
38 Ψ¢ƘŜ ²ŜŜƪΩΣ ф aŀȅ нлмуΦ 
39 Swift Money, 24 October 2017. 
40 The Money Charity, July 2018. 
41 ΨCƻǊŎŜǎ ŦƻǊ ²ŀǊƳǘƘΩ ƻŦŦŜǊǎ ŜƴŜǊƎȅ ŀŘǾƛŎŜ ǘƻ ǎŜǊǾƛŎŜ ǇŜǊǎƻƴƴŜƭ ŀƴŘ ǘƘŜƛǊ ŦŀƳƛƭƛŜǎΦ {Ŝǘ ǳǇ ōȅ bŀǘƛƻƴŀƭ 9ƴŜǊƎȅ !ŎǘƛƻƴΣ ǘƘŜ 
campaign aims to reduce the risk and minimise the impact of fuel poverty on former and current members of the armed 
forces. www.nea.org.uk/forcesforwarmth/ 

http://www.nea.org.uk/forcesforwarmth/
http://www.nea.org.uk/forcesforwarmth/
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We have also looked at the way Scottish Power deals with customers in debt by sending text message 
reminders and links to payment systems as a way of reducing customer effort. This has influenced our 
own decisions on debt management, where we have trialled the capability so that we can be sure it 
delivers for our own customers. Early feedback on this has been positive. And we have considered the 
British Gas approach, with its highly-trained teams and sub-groups of experts for the most complex 
cases. So, we are enhancing the level of support given to, and received from, people across our 
organisation, making sure we have the right skills in place to meet the demands of customers now 
and iƴ ǘƘŜ ŦǳǘǳǊŜΦ ²Ŝ ŀǊŜ ŎŀƭƭƛƴƎ ǘƘƛǎ ƻǳǊ ΨŜȄǘǊŀ ŎŀǊŜΩ ǇŀŎƪŀƎŜ ŀƴŘ ǿŜ ŘƛǎŎǳǎǎ ƛǘ ƛƴ ƳƻǊŜ ŘŜǘŀƛƭ ƛƴ 
section 4.3.3.2. 

We are continuing to work closely with our credit reference agency partners as well as our own 
segmentation and data analysis to ensure we are making better use of our data ς and enriching it 
with additional data. This will help us to better identify those to whom we should provide immediate 
support. It will also enable us to derive: 

¶ residency status, using three independent sources of data (rather than the sector 
standard of two data sources) ς putting us in a sector-leading position; 

¶ vulnerability markers, which include information about bankruptcy, for example; 

¶ ǎŎƻǊŜ ōŀƴŘǎΣ ǿƘƛŎƘ ŘŜǘŜǊƳƛƴŜ ŀ ŎǳǎǘƻƳŜǊΩǎ ŀōƛƭƛǘȅ ǘƻ ǇŀȅΤ 

¶ asset bands, which take into account things like credit card limits and secured loans,  
for example; and 

¶ previous collection history. 

This will make our billing processes more accurate, both in terms of our current customers and also 
for those households where we have been unable to identify a current occupier or, indeed, any 
connected water supply. We are building on our existing capability in this area. It will also help us to 
deliver more modern and responsive revenue collection strategies and enable us to reliably identify 
those customers who are most able to pay and proactively support those who need more help. It 
means we are moving ŀǿŀȅ ŦǊƻƳ ŀ ΨƻƴŜ ǎƛȊŜΣ Ŧƛǘǎ ŀƭƭΩ ŀǇǇǊƻŀŎƘ ǘƻ ŀ ƳƻǊŜ ǘŀƛƭƻǊŜŘ ŀƴŘ ŜŦŦƛŎƛŜƴǘ ǊŀƴƎŜ 
of customer-friendly solutions.  

Our openness to innovation has continued with our new debt management system. We have carried 
out an extensive review of the systems currently available because we wanted something that truly 
broke new ground. So, in another first for the sector, we are implementing a debt management 
solution that embeds artificial intelligence (AI) to create highly-tailored, individual customer journeys 
for debt management. More importantly, the AI will identify early changes in customer behaviours, 
which can indicate more wide-ranging financial problems and enable us to proactively support these 
customers before they fall into debt. 

Our new debt management system will allow us to develop real-time collection strategies, using a 
number of customer behaviour traits. The management information we will have access to will give 
us a detailed picture of debt management reported, for example, by strategy, age or vulnerability. 
And because it will enable real-time, constant monitoring, it means we will be able to proactively 
tailor our responses to individual customer circumstances. 
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In addition, taking into account the things we have learned from best practice and our own research, 
ǿŜ ǿƛƭƭ ƻŦŦŜǊ ƻǳǊ ŎǳǎǘƻƳŜǊǎ ŀ ŦŀǊ ƎǊŜŀǘŜǊ ǊŀƴƎŜ ƻŦ ǇŀȅƳŜƴǘ ƻǇǘƛƻƴǎΣ ƛƴŎƭǳŘƛƴƎ Ψŀƴȅ ŘŀȅΩ ŘƛǊŜŎǘ ŘŜōƛǘǎ 
and micropayments. This reflects the changing face of modern employment and the variable nature 
ƻŦ ǎƻƳŜ ƻŦ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜŀǊƴƛƴƎ ǇŀǘǘŜǊƴǎΦ These changes will see our revenue collection 
percentages increase, resulting in lower bad debt and our early years cash revenues increase by more 
than £1 million. We will benefit from the efficiencies gained by early collection of revenues and pass 
these benefits on to our customers. 

We think shifting our focus in this way will transform the customer journey. It will also enable 
customers to receive help and support from us in a way that works best for them, and that meets 
their needs rather than ours. In this way, we can develop and drive sustainable ways of helping 
customers to get out of debt ς and, more importantly, stay out of debt. 

Our customer support commitments 

We will: 

¶ support 40,000 customers who are struggling to pay their bills; 

¶ grow our Priority Services Register from 38,000 in 2019/20 to 60,000 customers by 
2024/25. This is more than 8% of households across both regions; 

¶ provide a fully bespoke extra care support package to around 2,000 Priority Service 
Register customers each year; 

¶ implement a new artificial intelligence-driven debt management system, which will go live 
in 2019, to collect debt more effectively and efficiently through bespoke customer 
journeys; 

¶ embed new third party data services into our debt collection processes to improve 
targeting and pick up on early distress signs; and 

¶ use test-to-pay technology for certain customers as a reminder when their payments  
are due. 

We want to break the cycle of debt by providing tailored help and support to customers, along with a range of payment 
options so that they can pay in the way that best suits their individual circumstances. 
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3.2.2.2 Customer service 

For us, delivering tailored, personalised services for our customers includes using leading-edge digital 
approaches. We are using our ongoing customer engagement and insight to understand and adapt 
ǘƘŜ ǎŜǊǾƛŎŜǎ ǿŜ ŘŜƭƛǾŜǊΣ ǊŜŦƭŜŎǘƛƴƎ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŎƘŀƴƎƛƴƎ ƴŜŜŘǎΦ ²Ŝ ǿŀƴǘ ƻǳǊ ŎǳǎǘƻƳŜǊǎ ǘƻ ŎƘƻƻǎŜ 
the journey that best suits their circumstances at any particular time ς and respond immediately to 
those changes. For example, they have told us that they want us to: 

¶ make it easy to resolve any issues ς and to do this quickly; 

¶ keep them updated, using the communication channel of their choice; 

¶ ensure they only deal with one person so that they do not have to explain their situation 
over and over again; 

¶ make sure our people are engaged and understand individual issues; and 

¶ be professional and take responsibility. 

Technology will also play an increasing role in supporting and communicating with customers during 
supply incidents. During the freeze/thaw event, for example, we effectively used traditional voice 
channels alongside social media and text messages to keep customers informed. Moving forward, we 
will enhance this capability further, improving our responsiveness and resilience in terms of incident 
recovery for customers. 

Our customer segmentation work will also provide an important step forward in providing a more 
tailored service. Before 2020, we will introduce our segments to all our service staff. We will also fit 
our segments against our current customer database. Finally, we will pilot tailored communications 
around bill formats, metering campaigns and other communication activities to test the success of 
the segments in terms of customer reaction and responsiveness.  

Gartner, the leading research and advisory company, predicts that by 2019 more than half of all 
mobile digital searches will be voice or visual searches42. In addition, we understand that websites will 
increasingly need to be voice and visual search compliant to optimise user experience. So, we have 
already launched our initial voice-ŀŎǘƛǾŀǘŜŘ ƻŦŦŜǊƛƴƎ ƻƴ !ƳŀȊƻƴΩǎ 9ŎƘƻ ŘŜǾƛŎŜΦ Our research suggests 
that by the end of 2018, 23% of our customers owned some form of voice-activated assistant. And if 
ownership in this country follows the pattern currently seen in the United States of America, then we 
can expect this number to rise dramatically to 75%43 by 2020. 

                                                           
42 DŀǊǘƴŜǊΣ Ψ¢ƻǇ ǇǊŜŘƛŎǘƛƻƴǎΥ ǇŀŎŜ ȅƻǳǊǎŜƭŦ ŦƻǊ ǎŀƴƛǘȅΩǎ ǎŀƪŜΩΣ рҍ9 November 2017. 
43 Gartner, voicebot.ai/2017/04/14/gartner-predicts-75-us-households-will-smart-speakers-2020/. 

https://voicebot.ai/2017/04/14/gartner-predicts-75-us-households-will-smart-speakers-2020/
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Our initial analysis suggests that 63% of interactions are from customers who want to find out their 
account balance, with 7% using it to submit an automated meter reading. We will expand this 
capability, enabling customers to switch from Alexa into a live Wi-Fi phone call with our contact 
centre should they wish ς for example, in the event that a meter read submitted through Alexa is 
rejected. This new channel shift feature will increase the benefits of the Alexa technology 
considerably.  

And we will do this efficiently, expanding our existing offshore capability, where appropriate, to 
handle 80% of our non-voice transactions, such as email enquiries, by 2020/25 ς an increase on the 
current level of 63%. We will also expand our offshore scope to include some management 
information work, as well as some aspects of our financial reporting. Our long-term strategy is that 
where we can automate our non-voice activities using technology such as bots, then we will do so ς 
provided the end customer experience is good. Together, these efficiencies will help to fund more 
face-to-face customer interactions and enable the people in our contact centre to also take more 
time with customers where needed. 

²Ŝ ŀǊŜ ŎƻƴŦƛŘŜƴǘ ǘƘƛǎ ǿƛƭƭ ŎƻƴǘǊƛōǳǘŜ ǘƻ ŀ ǎƘƛŦǘ ōȅ нлнр ƛƴ ŎǳǎǘƻƳŜǊǎΩ ǇǊŜŦŜǊŜƴŎŜǎ ŦƻǊ ǘƘŜ ŎƘannels in 
which they communicate with us. We are predicting that the number of customers calling us will 
reduce by 30%, while the number of transactions taking place using self-serve channels will increase 



Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

128 

by more than 60%. This includes capability to make payments, ask for an account balance and notify 
us of a change in address ς three of the five most common customer reasons for contacting us.  

We know that there is much more we can do to bring about the innovative service delivery that our 
customers expect through transforming our approach to digital technology. This includes, for 
example, using AI to enable a completely automated, online engagement for customers who are 
eager to engage with us in this way, and using automated processes to report and pinpoint leaks. 

In addition, it includes customers using our online capability when they move home, enabling them to 
carry out the process at a time that best suits them. As well as making things easier for our 
customers, it will also minimise the number of void properties on our system. And, as we have 
described earlier, when a customer reports a leak, we can send a link to their device that has the 
capability to use grid references and pinpoint the exact location of that leak. It also gives the 
customer the chance to send us a photo of the leak so that we can respond appropriately and use our 
resources effectively. 

It also includes things like offering our customers the ability to track jobs online so that they know 
when an engineer is due to visit ς increasing the transparency of the services we offer. And it includes 
making more use of bots, which are software applications designed to perform straightforward, 
repetitive tasks, to enhance the customer experience. Research suggests that 69% of customers 
prefer chatbots for quick communications or straightforward issues. Indeed, while these are a 
relatively recent innovation, research suggests that 15% of all consumers have engaged with a 
chatbot over the past year44. 

Through our segmentation work, we also know that when asked about contact preferences against a 
series of scenarios, our customers said they wanted to be able to communicate with us through 
numerous channels. All but one segment wanted electronic channel capability. This reflects what is 
happening in wider society. For example, the number of smartphones continues to grow ς and by 
2022, it is expected that almost 54 million people in the UK will own one45.  

We also know that different groups of customers want to engage with us in different ways and our 
work in this area is about us understanding how best we can target our products and services. For 
example, based on feedback from our customer research, we are developing our mobile app 
capability. We are doing this work over several phases as the levels ƻŦ ŎƻƳǇƭŜȄƛǘȅ ŀƴŘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ 
requirements increase. The first phase will enable our customers to carry out a number of functions 
to make their lives easier by allowing them to access services at a time that suits them. This includes, 
but is not limited to: 

¶ updating their personal details on our system; 

¶ receiving copy bills; 

¶ paying their bills; and 

¶ submitting meter reads. 

Our app will also allow customers to use certain functionality without having to log in each time. 
While we recognise there are times when additional security is appropriate, our customers have told 

                                                           
44 State of chatbots research, 2018. 
45 Statista ς the Statistics Portal. 
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us they prefer to stay logged in so that they have the easiest experience with us. As well as being 
intuitive, the clear design of our user interface means that it is easy for our customers to navigate. 

One area where we have already started to trial alternative delivery thinking is on the models for 
different services. We are mindful of the legitimate concerns that some consumers have with this 
approach, but have considered how the model could best inform our thinking. So, we identified that 
we have a number of low-skilled tasks that we are using more highly skilled ς and expensive ς 
ŜƴƎƛƴŜŜǊǎ ǘƻ ǇŜǊŦƻǊƳΦ ¢Ƙƛǎ ƛƴ ǘǳǊƴ ǿŀǎ ƛƳǇŀŎǘƛƴƎ ƻƴ ƻǳǊ ŀōƛƭƛǘȅ ǘƻ ƳŜŜǘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎ 
in terms of more high-skilled tasks, as well as improving our overall resilience. 

By identifying a number of tasks that required little or no specialised equipment or training, we are 
ōǳƛƭŘƛƴƎ ŀ ǘŀǎƪ ΨǿƻǊƪ ōƻƻƪΩ ǘƘŀǘ ǿƛƭƭ ōŜ ŀǾŀƛƭŀōƭŜ ǘƘǊƻǳƎƘ ŀƴ ƻƴƭƛƴŜ ǇƻǊǘŀƭΦ ¢Ƙƛǎ ŀƭƭƻǿǎ ΨƳŜƳōŜǊǎΩ ǘƻ 
join and see what work we are offering. We pay these people for the tasks they carry out, which vary 
from routine meter reads, delivering leaflets through to taking photos for surveys. Each person who 
wishes to participate will need to demonstrate certain key competencies through online training 
assessments, such as Health and Safety. We will provide any equipment needed. We may also use 
this new approach to offer part-time work to highly-skilled members of staff who have retired from 
full-time work and now wish to work flexibly. While this will have particular benefits for customers in 
the more rural parts of our South Staffs and Cambridge regions, it will also deliver efficiencies for all 
customers. 

All this digital expansion has consequences for our existing contact centre. While we predict volumes 
of calls will reduce we believe complexity of customer interaction will increase. So we will 
ΨǇǊƻŦŜǎǎƛƻƴŀƭƛǎŜΩ our contact centre, with our people offering more support for customers who 
contact us with a range of more complex problems46. This shift in emphasis will result in our people 
providing a wider range of support and advice for customers in distress with higher-volume, more 
transactional contacts being conducted mainly through self-service or digital channels. This means 
making sure our people can empathise with different customers in different situations. 

To demonstrate our commitment to customer service excellence and continuous improvement, we 
are currently working with our contact cenǘǊŜ ǘƻ ƻōǘŀƛƴ ǘƘŜ LƴǎǘƛǘǳǘŜ ƻŦ /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜΩǎ 
ServiceMark accreditation. Achieving this recognised national customer service standard will validate 
our dedication to providing the highest levels of customer service. 

Our customer service commitments 

We will: 

¶ implement tailored communication strategies based on our five customer segments; 

¶ expand our current Alexa voice assistant functionality and add Google Home; 

¶ launch Android and IOS apps by 2019. 

¶ complete 80% of our non-voice customer service transactions offshore; 

¶ see a 30% reduction in telephone contacts and a 60% increase in online self-service; 

¶ increase online functionality to include move in/move out, leakage reporting and job 
tracking; 

¶ implement chatbot technology across a number of customer-facing processes; and 

¶ obtain Institute of Customer Service ServiceMark accreditation. 

                                                           
46 ΨaŀƛƴǘŀƛƴƛƴƎ ǘƘŜ ƘǳƳŀƴ ǘƻǳŎƘ ƛƴ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜΥ ²Ƙŀǘ ȅƻǳǊ ŎǳǎǘƻƳŜǊǎ ǿŀƴǘ ƛƴ ŀ ǿƻǊƭŘ Ŧǳƭƭ ƻŦ ŎƻƴǘŀŎǘ ŎƘŀƴƴŜƭǎΩΣ 9ŎƘƻ 
Managed Services, December 2015. 
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3.2.2.3 Retail development 

Our retail development programme is also a very good example of us thinking differently. We have 
considered carefully the non-household water retail market, which opened in April 2017, and which is 
already driving new thinking in terms of both service and efficiency. It is has also clarified the 
respective roles of retailers and wholesalers, which in turn is driving mutual accountability. We think 
these are positive changes. We understand that the future potential for a retail market for household 
customers is uncertain. Ofwat has stated its view clearly that there could be benefits for customers, 
with an indicative value of £6 per household47. While we are not specifically validating this, we 
believe there are benefits to our customers from this new model that can be accessed without the 
market being open. 

hƴŜ ŜȄŀƳǇƭŜ ƛǎ ƛƴ ǿƘŀǘ ǿŜ Ŏŀƭƭ ƻǳǊ ΨƳŜǘŜǊ ǘƻ ŎŀǎƘΩ ŀǇǇǊƻŀŎƘΣ ǿƘŜǊŜ ǘƘŜ ǊŜǉǳƛǊŜƳŜƴǘ ǘƻ ƻǇǘƛƳƛǎŜ 
meter reading, billing accuracy and revenue collection is crucial in the new market. This also 
encourages a quick resolution of billing disputes. We have also seen that through the new market 
there are real benefits in setting clear performance expectations through a market code for 
wholesalers and retailers. Customers in turn will ultimately benefit from the clarity this provides. 

So, in July 2018 we put in place the building blocks to functionally separate our retail and wholesale 
activities for household customers. This will create a retail arm for our household customer business 
and mirror the model we would adopt should the household retail market open for competition. We 
are the first company in the sector to do this in this way.  

Our retail story. 

                                                           
47 Ψ/ƻǎǘǎ ŀƴŘ ōŜƴŜŦƛǘǎ ƻŦ ƛƴǘǊƻŘǳŎƛƴƎ ŎƻƳǇŜǘƛǘƛƻƴ ǘƻ ǊŜǎƛŘŜƴǘƛŀƭ ŎǳǎǘƻƳŜǊǎ ƛƴ 9ƴƎƭŀƴŘΩΣ hŦǿŀǘΣ {ŜǇǘember 2016. 
www.ofwat.gov.uk/publication/costs-benefits-introducing-competition-residential-customers-england/ 

https://www.ofwat.gov.uk/publication/costs-benefits-introducing-competition-residential-customers-england/
http://www.ofwat.gov.uk/publication/costs-benefits-introducing-competition-residential-customers-england/
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And, as highlighted above, we will improve our cash collection performance. We will structure our 
retail finances so that we simulate the working capital implications of operating as a separate retail 
ōǳǎƛƴŜǎǎ ǿƛǘƘƻǳǘ ŀŎŎŜǎǎ ǘƻ ǘƘŜ ǿƘƻƭŜǎŀƭŜǊΩǎ ŦƛƴŀƴŎƛŀƭ ǊŜǎƻǳǊŎŜǎΦ ²Ŝ ǿƛƭƭ ƛƴŎƭǳŘŜ ƛƴ ǘƘŜ ǎƛƳǳƭŀǘƛƻƴ ǘƘŜ 
ǇŀȅƳŜƴǘ ƻŦ ǘƘŜ ǿƘƻƭŜǎŀƭŜǊΩǎ ŎƘŀǊƎŜǎΦ ¢Ƙƛǎ ǿƛƭƭ ŜƴǎǳǊŜ ǘƘŜ ǊŜǘŀƛƭ ǘŜŀƳ ƛǎ ŦƻŎǳǎŜŘ ƻƴ ŜŦŦƛŎƛŜnt meter 
reading, speed of cash receipting and also in resolving customer bill queries quickly. This is a 
transformation in the way we operate today and we believe it will be of real benefit over time as the 
new way of thinking takes root. 

We will have this new model fully in place for the start of 2020/21. As a first step, we have co-located 
our in-house Retail Customer Service team within our outsourced contact centre to enable us to work 
more effectively as a retail business. Separating our retail and wholesale activities will create a 
sharper focus on the role each one plays in delivering excellent services to customers and make them 
mutually accountable to one another. In addition, we know the current business processes, flows of 
data and measurement of performance between our wholesale and retail activities are incomplete 
and lacking in transparency. 

It will also create a distinct and focused retail culture within our business. Our household retail team 
ǿƛƭƭ ŜŦŦŜŎǘƛǾŜƭȅ ōŜŎƻƳŜ ƻǳǊ ΨŎǳǎǘƻƳŜǊ ŎƘŀƳǇƛƻƴǎΩΣ challenging the wholesale business to provide a 
service that will meet ς and exceed ς ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎΦ !ǘ ǘƘŜ ǎŀƳŜ ǘƛƳŜΣ ƛǘ ǿƛƭƭ ŜƴŀōƭŜ 
the wholesale business to constructively challenge the way in which queries, tasks and data are 
generated and managed by the retail business. All of this will be managed through an enlarged 
interface point, which we call our Wholesale Service Desk. 

We will introduce new Board governance arrangements around our household retail activities. This is 
so that we can consider our household retail performance at Board level and more clearly understand 
the interaction between retail and wholesale activities, especially where they drive the customer 
experience. Finally, we will share the results of this change with our regulators and water company 
peers so that it can be of wider benefit to the sector as a whole. 

3.2.3 Benefits to customers of our approach 

Our approach to delivering a great customer experience for our household customers has a number 
of benefits. 

¶ It is a more tailored, personalised approach than we have adopted in the past ς and one 
that treats customers as individuals. 

¶ Lǘ ƛǎ ŦƭŜȄƛōƭŜΣ ŜƴŀōƭƛƴƎ ǳǎ ǘƻ ǊŜŀŎǘ ǘƻ ŎƘŀƴƎŜǎ ƛƴ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ǇŜǊǎƻƴŀƭ ŎƛǊŎǳƳǎǘŀƴŎŜǎ 
quickly and responsively. 

¶ It makes more effective use of digital technology and platforms to deliver better services 
to customers. This is something upon which we will increasingly focus our attention. 

¶ It is stimulating thinking within the business that could lead us in different directions, 
enabling us to develop new and innovative services. 

¶ It is raising awareness of our business in the communities we serve and reinforcing our 
identity as a reliable and trusted local company. 

¶ Consolidating our systems will drive greater efficiencies within our business, reducing 
our costs overall. 

¶ It will deliver a great customer experience for the long term. 
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We are also hoping to bring the benefits of the opening of the non-household water retail market 
(see below) into the household customer space. Ultimately, it is about our customers having trust in 
us and feeling valued by us in return. These are areas where they will be able to hold us to account in 
terms of our performance each year. 

3.3 Delivering great customer service to our business market 
suppliers 

On 1 April 2017, the new retail water market opened in England. This allows all eligible non-
household customers to switch supplier. The aim of the retail market is to drive competition and 
innovation, delivering lower bills, improved customer service and more tailored services for 
customers. There are 42,500 non-household customers that are eligible to switch supplier across our 
South Staffs and Cambridge regions. 

The retail market in England is operated by Market Operator Services Ltd (MOSL), which is owned by 
the trading parties that operate in the market. MOSL estimates the retail market could generate a net 
benefit of £200 million to the UK economy48Φ ah{[Ωǎ ǊƻƭŜ ƛǎ ǘƻ ǇǊƻǾƛŘŜ ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ ŀƴŘ 
governance services and the infrastructure to enable non-household customers to switch supplier. It 
has also built the central IT systems for the retail market. 

3.3.1 Developing our approach to delivering for our business market suppliers 

Since the retail market opened there have been significant changes in the way traditional water 
companies operate. The activities of taking water from the environment, treatment, distribution and 
ƳŀƛƴǘŀƛƴƛƴƎ ǘƘŜ ǇƛǇŜ ƴŜǘǿƻǊƪ όǘƘŜ ΨǳǇǎǘǊŜŀƳΩ ŀŎǘƛǾƛǘƛŜǎύ ǊŜƳŀƛƴ ǘƘŜ ǊŜǎǇƻƴǎƛōƛƭƛǘȅ ƻŦ ǘƘŜ ǿƘƻƭŜǎŀƭŜ 
ŎƻƳǇŀƴȅ όǘƘŜ ΨǿƘƻƭŜǎŀƭŜǊΩύΦ hǘƘŜǊ ƪŜȅ ŀŎǘƛǾƛǘƛŜǎ όǘƘŜ ΨŘƻǿƴǎǘǊŜŀƳΩ ŀŎǘƛǾƛǘƛŜǎύ ƘŀǾŜ ǘǊŀƴǎŦŜǊǊŜŘ ǘƻ 
business market suppliers (or ΨǊŜǘŀƛƭŜǊǎΩύ ƻǇŜǊŀǘƛƴƎ ƛƴ ǘƘŜ ƳŀǊƪŜǘΦ ¢ƘŜǎŜ ŀŎǘƛǾƛǘƛŜǎ ƛƴŎƭǳŘŜΥ 

¶ meter reading; 

¶ customer billing; and 

¶ customer service (including enquiries and complaints). 

We summarise how the market works below. 

                                                           
48 MOSL website, www.mosl.co.uk.  

http://www.mosl.co.uk/


Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

133 

How the non-household water retail market in England works. 

When the retail market opened in 2017, we transferred our non-household retail operations and 
related assets to SSWB Ltd, a fellow company within the South Staffordshire Plc group, and exited the 
non-household retail market. Our parent company subsequently entered into a joint venture with 
Pennon Group, the owner of South West Water, to create a larger retail organisation within the 
market. 

As we discussed in section 3.2.2.3 above, the new retail market is generating a cultural change within 
our business ς encouraging ever-closer collaboration between business service partners, including 
our contact centre, to deliver the required outcomes for retailers and their end customers. 

3.3.2 Our plans for the period 2020 to 2025 and beyond 

We currently have agreements in place with 22 retailers. We provide services to all these 
organisations on a fair and equitable basis to support both their specific activity within the market 
ŀƴŘ ǘƘŜ ƳŀǊƪŜǘΩǎ ƻǾŜǊŀƭƭ ƻōƧŜŎǘƛǾŜǎΦ 

Within the retail market, there are currently two sets of KPIs. These are: 

¶ operating performance standards, which measure the time taken to deliver a retail 
work request compared with a specified service level. These standards include activities 
such as replacing a faulty customer meter; and 

¶ market performance standards, which measure the time taken to update the market 
compared with a specified service level. These standards include activities such as 
updating details in the market following a meter replacement. 
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Since the retail market opened, our focus has been on delivering performance improvements in both 
these areas to support our retailers. We want to make their interactions with us easy and 
straightforward ς we know from the specific engagement we have carried out with retailers that 
when they ask us for something, they want it delivered within the service level agreement without 
any further intervention. See appendix A4 for more detail. 

So, we will introduce a performance commitment for the 
ǇŜǊƛƻŘ нлнл ǘƻ нлнрΣ ǿƘƛŎƘ ǿŜ ŀǊŜ ŎŀƭƭƛƴƎ Ψw-aŜ·ΩΦ ¢Ƙƛǎ ƛǎ 
ŀ ƳŜŀǎǳǊŜ ƻŦ ǊŜǘŀƛƭŜǊǎΩ ǎŀǘƛǎŦŀŎǘƛƻƴ ƛƴ ƻǳǊ ǇŜǊŦƻǊƳŀƴŎŜ ŀǎ ŀ 
wholesaler operating in the retail market. It has been co-
created with them so we can be sure it supports their 
requirements. We will use the existing operating 
performance standards and market performance 
standards as the basis of R-MeX and combine them with 
our own yearly retailer satisfaction survey. We will use the 
following metrics to derive R-MeX. 

¶ Operating performance standards ς 33%. 

¶ Market performance standards ς 33%. 

¶ Retailer satisfaction survey ς 33%. 

We will collect the satisfaction element of the measure from our day-to-day insight as a wholesaler in 
ǘƘŜ ǊŜǘŀƛƭ ƳŀǊƪŜǘ ŀƴŘ ōȅ ǳǎƛƴƎ ΨǎǇƻǘΩ ǎǳǊǾŜȅǎ ς for example, if we receive a complaint from a non-
household customer. 

We also want to make sure that we are doing the right things for retailers at the right time. We have 
focused our attention and resources to date on testing our processes and thinking. Essentially, it is 
about doing the basics well and always providing good customer service to retailers. It is also about 
driving more efficiencies internally. This is enabling us to take a more long-term approach ς 
particularly in terms of developing a blueprint for a competitive market for household customers in 
the future. 

3.3.3 Benefits to business market suppliers of our approach 

Our approach to delivering great customer service to retailers has the following benefits. 

¶ We have a dedicated team that understands the needs of retailers and communicates 
with them efficiently and effectively. 

¶ Our approach is straightforward and our communications are clear and consistent, 
which means retailers get the information they need when they ask for it. 

¶ Our new R-MeX measure is about driving improvements in our performance so that we 
can deliver the services our retailers want. We have set ourselves a target of 93% of 
retailers being satisfied we have provided them with good service. We want to challenge 
ourselves ς and other wholesalers ς to improve and drive the sector forward. 

άCǊƻƳ my experience, South 
Staffs are the easiest 
wholesaler to interact with. 
The team are very good ς 
from the off they wanted to 
build a good relationship with 
us. Communication with them 
ƛǎ ƎƻƻŘέ ς Business market 
customer 
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3.4 Delivering great customer service to developers 

We understand that each building development is unique. To that end, we have a dedicated 
Developer Services team, which guides and supports developers of all sizes through the process of 
gaining a new water supply. It also advises developers on the design, pricing and construction of new 
water mains and connections regardless of the scale of the development. So, if a development 
requires a new water main, the developer can ask us to install the pipework and connect it to the 
ƴŜǘǿƻǊƪΦ ²Ŝ Ŏŀƭƭ ǘƘƛǎ ΨǊŜǉǳƛǎƛǘƛƻƴΩΦ 

3.4.1 Building a new approach to developer services 

We began the current planning period with lower quartile performance of 78% when compared with 
the rest of the sector. This comparison is made against measures published by Water UK and Ofwat. 
This was not a level of performance that we thought was acceptable. So, we have made a step 
change in our approach to the way in which we deal with developers. This has included bringing in 
new skills with experience of the construction surveying and retail sectors. 

As a business, we are learning how to build and maintain 
effective relationships with these important customers, 
now and over the long term. To support this, we have 
launched our DeveloperǎΩ CƻǊǳƳǎΣ ǿƘƛŎƘ have significantly 
enhanced the working relationships and are pivotal to the 
continued development of the services we offer. In 
addition, our collaborative work with Fair Water 
Connections has been really effective and has ensured all 
stakeholders are engaged as our processes develop. 

Our engagement with our DeveloperǎΩ Forums to date has 
confirmed that customers want: 

¶ information that is easy to access through a straightforward website or portal;  

¶ early engagement to enable more effective pre-planning and preparation; 

¶ better communications ς particularly in the form of face-to-face site meetings; 

¶ an account management approach, with a consistent chain of communication with 
someone who has detailed knowledge of the sector; and 

¶ ŀ ΨǎŜƭŦ-ǎŜǊǾŜΩ approach to save time and resources. 

We are pleased that the changes we have made to date have delivered a significant improvement 
and we are able to report levels of service for the first quarter of 2018 at 99.6%. This places us in the 
upper quartile when compared with the rest of the sector.  

But, we are not complacent; we will continue to build on this improvement to ensure we satisfy the 
expectations set by ourselves, customers and Ofwat in delivering a relationship that is mutually 
beneficial and sustainable in the future.  

  

άWe are committed to being a 
sector-leading performer in 
the water sector by providing 
our customers with great 
service levels and open 
ŎƻƳǇŜǘƛǘƛƻƴ ŎƘƻƛŎŜǎέ ς 
Andrew Lobley, Director of 
Operations 
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In its PR19 methodology, Ofwat introduced D-MeX, which is a composite performance commitment 
comprising performance measurement against service level agreements and an independent survey 
of developers, new appointees (NAVs) and self-lay providers (SLPs). This new sector-wide 
performance measure will also carry a financial reward or penalty, depending on our performance. 
We welcome this measure and will embrace the challenge it presents. We will also deliver the 
systems and procesǎŜǎ ǘƘŀǘ ŎƻƴǎƛǎǘŜƴǘƭȅ ŜȄŎŜŜŘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎΦ 

The framework in which our Developer Services team operates is set by Ofwat, which oversees the 
charges we set for things like new connections to our network and bulk water supply agreements 
that we set up with other organisations. In December 2016, it published its principles-based charges 
scheme rules49, which it updated in December 2018. One of the aims of these rules is to promote fair 
and equitable treatment for all developers.  

Lƴ нлмтΣ ŀƴŘ ǘŀƪƛƴƎ hŦǿŀǘΩǎ ŎƘŀǊƎŜǎ ǎŎƘŜƳŜ ǊǳƭŜǎ ƛƴǘƻ ŀŎŎƻǳƴǘΣ ǿŜ ŎƻƴǎǳƭǘŜŘ ǿƛǘƘ ǘƘŜ ŎƻƴǎǘǊǳŎǘƛƻƴ 
industry and other key stakeholders on our developer services charges. This engagement helped us to 
increase our understanding of the needs of different types of developers, such as: 

¶ small builders, which may build only one or two properties a year; 

¶ large developers; 

¶ developers that specialise in building industrial and commercial properties; 

¶ SLPs;  

¶ NAVs; and 

¶ retailers. 

We are putting in place a transparent and tailored 
approach for developers that we will continue to develop 
over the period 2020 to 2025 and beyond ς we are calling 
this our ΨƻƴŜ ǘŜŀƳΣ ƻƴŜ ǇǊƻŎŜǎǎΣ ƻƴŜ ǎŜǊǾƛŎŜΩ approach. 
We are also keen to embrace competition within the 
developer services market and have already created a 
level playing field by giving customers the information they 
need to choose the services that best suit their particular 
circumstances. 

We have listened to our customers, and as a result of this engagement, on 1 April 2018 we 
ƛƴǘǊƻŘǳŎŜŘ ŀ ΨŎƻǎǘ ǇŜǊ ǇƭƻǘΩ approach to pricing, which should help developers to work out the costs 
of their projects more precisely. This will help to deliver the continued transparency and certainty 
developers said they wanted from us. 

One of the biggest changes for us with this work has been to align the charges across our South Staffs 
and Cambridge regions. We have done this for reasons of transparency and consistency. Following 
consultation at our Developer Forum in November 2017, we have also simplified our processes by 
introducing a single application form, primarily to help those developers that have previously found 
our processes complex and confusing. 

                                                           
49 Ψ/ƘŀǊƎŜǎ ǎŎƘŜƳŜ ǊǳƭŜǎΩΣ hŦǿŀǘΣ 5ŜŎŜƳōŜǊ нлмсΦ www.ofwat.gov.uk/publication/charges-scheme-rules/ 

ά¢ƘŜ ǇǊƻŎŜǎǎ ƛǎ ƴƻǿ ŜŀǎƛŜǊΦ Lǘ 
speeds up our life in that we 
can give an unconditional 
offer while waiting for South 
Staffs Water to verify those 
Ŏƻǎǘǎέ ς New appointee 

https://www.ofwat.gov.uk/publication/charges-scheme-rules/
https://www.ofwat.gov.uk/publication/charges-scheme-rules/
http://www.ofwat.gov.uk/publication/charges-scheme-rules/
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3.4.2 Our plans for the period 2020 to 2025 and beyond 

Tƻ ŜƴǎǳǊŜ ǿŜ ŎƻƴǎƛǎǘŜƴǘƭȅ ŘŜƭƛǾŜǊ ƻƴ ƻǳǊ ƻǿƴ ŀƴŘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎ, we are implementing 
a number of initiatives, including: 

¶ ǘƘŜ ŎƻƴǘƛƴǳŜŘ ŜȄǇŀƴǎƛƻƴ ƻŦ ƻǳǊ ŜȄƛǎǘƛƴƎ 5ŜǾŜƭƻǇŜǊǎΩ CƻǊǳƳǎΤ 

¶ ƛƴǘǊƻŘǳŎƛƴƎ ΨǎŜƭŦ-ǎŜǊǾŜΩ ŦǳƴŎǘƛƻƴŀƭƛǘȅΤ 

¶ continuous monitoring of our own performance through regular interaction; and 

¶ incentivising the construction of more water efficient homes. 

Our existing DeveloperǎΩ Forums have worked very well and helped us to better understand how we 
can support this very important customer group. We have already learned that these customers 
value clarity and transparency of charges. As we further develop our charging mechanisms, we will 
formally consult and use these forums to further explore and test ideas from the customer base and 
those used by other companies to provide greater sector-wide standardisation. We will continue to 
facilitate these forums on a periodic basis, allowing us to consult with attendees as we continue to 
review and improve. 

We have already initiated a programme of digitisation that will allow us to significantly improve the 
speed and consistŜƴŎȅ ƻŦ ǘǊŀƴǎŀŎǘƛƻƴǎ ǿƘƛƭŜ ŜƴƘŀƴŎƛƴƎ ǘƘŜ ŀōƛƭƛǘȅ ƻŦ ŘŜǾŜƭƻǇŜǊǎ ǘƻ ΨǎŜƭŦ-ǎŜǊǾŜΩ 
through an online portal. This is an extension of mechanisms we have already put in place to help 
retailers providing services to non-household customers through our Wholesale Service Desk. 

Our recent customer engagement identified this group of customers as being extremely time 
constrained and that it does not have the time to complete the numerous surveys it could potentially 
receive from different water companies. So, we are developing a digital approach that allows us to 
measure performance through our day-to-day interactions. We are currently developing this solution, 
which will allow customers to provide very quick and easy feedback. This will enable us to ensure our 
continuous improvement is tailored to meet their needs. 

We have set challenging targets relating to water efficiency, which rely partly on developers building 
to enhanced efficiency standards. There are currently no nationwide mechanisms that encourage this 
behaviour. So, we have created an incentive through our infrastructure charging mechanism that 
encourages construction to industry-leading standards specified by the Home Quality Mark (HQM) 
and the Building Research Establishment Environmental Assessment Method (BREEAM). We discuss 
this in more detail in section 6.2.2.4. 

3.4.3 Benefits to customers of our approach 

Our approach to delivering great customer services to developers has a number of benefits. 
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¶ It is a straightforward and transparent approach that enables customers to choose the 
services that best suit their particular development circumstances. 

¶ It promotes competition options for customers when engaging developer services 
markets. 

¶ There are defined processes both for self-lay providers and new appointments and 
variations, together with their own sections on our website. 

¶ It offers new incentives against water efficiency targets for properties, based on existing 
industry benchmarks (see section 6.2.2.4 for more detail). 

¶ It provides clarity of pricing to customers by aligning charges across our South Staffs and 
Cambridge regions. 

¶ It reinforces our commitment to making sure the full cost of new connections is 
recovered so that existing customers are not cross-subsiding new customers. 

¶ It ensures there is no detriment to service for existing customers. 

3.5 Iƻǿ ƻǳǊ Ǉƭŀƴ ƳŜŜǘǎ hŦǿŀǘΩǎ ƻōƧŜŎǘƛǾŜǎ 

Our plan for 2020 to 2025 will deliver great customer service by giving our customers personalised 
help and support that is tailored to their individual circumstances. It will also enable customers to 
communicate with us in the way that suits them best ς using technology-enabled and face-to-face 
approaches that ensure we do not leave any customers behind. 

It is also affordable as we will continue to seek efficiencies by automating processes and using 
offshore capability where it is appropriate to do so. 

In addition, it demonstrates how we are moving the sector forward using innovative approaches. 
This includes, for example, being the first in the sector to implement an artificial intelligence-driven 
debt management system and functionally separating our wholesale and retail activities. 

Finally, our plans for retail will help make our service more resilient overall. The new technologies 
we are planning to adopt build towards a greater understanding of customer behaviours, which 
helps us service them ς and manage our risk ς in a wide variety of ways from customer service 
through to debt management. 
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4. Connecting with our community 

Summary 

Customers in our South Staffs and Cambridge regions pay, on average, among the lowest water 
bills in England and Wales. They always expect value for money for the services we deliver and also 
want the certainty of having bills that do not move up and down a lot each year. 

We want to be sure our bills remain affordable now and over the long term, and have taken the 
step of providing flat water bills, taking on the risk of inflation to provide certainty. This means our 
customers will know that either the price of their unmetered water bill or that the price of each 
unit of water they use will stay the same. Over each of the five years between 2020 and 2025, our 
typical nominal household bill for the water services we provide will be £147. 

But we know that some people can struggle to pay their bills. We are committed to making sure 
that help and support is always available for those who need it. In recent years, we have 
completely changed our approach to how we identify and support vulnerable customers, and have 
focused our attention on community engagement. We have made meaningful connections with a 
range of local community organisations, working in partnership with them to deliver the right 
levels of help and support. 

In April 2018, we launched a pioneering start-up project and opened a community hub in one of 
the most socially-deprived parts of our South Staffs region. The vision for our community hub is for 
it to be an accessible and trusted location where customers can interact with us and other support 
agencies in a friendly and informal way. And while it may not make sense when viewed through a 
strictly economic lens, it is the right thing to do in terms of public service.  

Our community hub enables us to engage with customers who may be categorised as vulnerable 
and who want to deal with us face to face, as well as to build relationships with local community 
organisations. It is also a vibrant, well-used space that is creating genuine social value ς putting us 
at the heart of the communities we serve.  

We want to be recognised as the leading provider of outstanding customer- and community-driven 
care in the sector. So, as well as opening an additional community hub and a launching a number 
ƻŦ ƳƻōƛƭŜΣ ΨǇƻǇ ǳǇΩ Ƙǳōǎ in areas that we identify as having the most need, we will also launch an 
ΨŜȄǘǊŀ ŎŀǊŜΩ package to give 2,000 customers a year access to a bespoke service offer over and 
above the 60,000 we expect to have on our Priority Services Register by 2024/25. And we will 
provide financial support to 40,000 customers by 2024/25. This is more than 95% of those who we 
think may be eligible. 

In addition, we will raise awareness of the need to use water wisely in the communities we serve. 
²Ŝ ǿƛƭƭ ŘŜǾŜƭƻǇ ȅƻǳƴƎ ǇŜƻǇƭŜΩǎ ƪƴowledge and understanding of where water comes from and 
how precious it is as a resource. Over the period 2020 to 2025, we will engage with 3,000 young 
people face to face each year to help them learn how to use water wisely. We will also provide a 
wide range of self-service educational materials. 
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4.1 Making water count ς our promise to our customers 

 

4.2 Keeping bills affordable over the long term 

4.2.1 Protecting customers and delivering certainty ς our bill from 2020  
to 2025 

Customers in our South Staffs and Cambridge regions pay, on average, among the lowest water bills 
in England and Wales. We know that they always expect value for money for the services we deliver. 
They have also told us they want bills that are affordable and that do not fluctuate each year. In 
short, they want us to give them value for money, certainty and stability. We have been able to offer 
our customers this and still provide a 9% reduction in real terms over the lifetime of this plan. 

In response to what our household customers told us, we have taken the innovative step of providing 
flat nominal bills. We have listened to our customers and put them at the heart of all our decision 
making. So, to give them the certainty they said they wanted from us, we have taken on the risk of 
inflation and propose to have completely flat typical household bills of £147 for the whole five-year 
period. In its initial assessment of our business plan, Ofwat cited this approach as innovative and an 
ŜȄŀƳǇƭŜ ƻŦ ƎƻƻŘ ǇǊŀŎǘƛŎŜ ƛƴ ǘŜǊƳǎ ƻŦ ƳŀƪƛƴƎ ŎǳǎǘƻƳŜǊǎΩ bills affordable50. 

                                                           
50 Ψtwмф ƛƴƛǘƛŀƭ ŀǎǎŜǎǎƳŜƴǘ ƻŦ ǇƭŀƴǎΥ {ǳƳƳŀǊȅ ƻŦ ǘŜǎǘ ŀǊŜŀ ŀǎǎŜǎǎƳŜƴǘΩΣ hŦǿŀǘΣ WŀƴǳŀǊȅ нлмфΦ 
www.ofwat.gov.uk/publication/pr19-initial-assessment-of-plans-summary-of-test-area-assessment/ 

http://www.ofwat.gov.uk/publication/pr19-initial-assessment-of-plans-summary-of-test-area-assessment/
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This means that between 2020 and 2025 we will not pass on to customers any inflationary increases 
above the 2% CPIH assumed ς giving them the certainty they have told us they want. This also means 
we will look to true-up any out- or underperformance incentives at the next periodic review in 2024 
(PR24). 

²Ŝ ŀǊŜ ŎƻƳƳƛǘǘŜŘ ǘƻ hŦǿŀǘΩǎ ƛƴŎŜƴǘƛǾŜ ƳŜŎƘŀƴƛǎƳǎ ŀƴŘ ƘŀǾŜ ǎŜŜƴ Ƙƻǿ ǘƘŜǎŜ ƘŀǾŜ ŘǊƛǾŜƴ 
performance forward for customers across the sector. So, as we discussed in section 1.4, we have  
set ourselves a number of stretching performance commitments. But, we know from our extensive 
engagement that customers do not like the volatility it can bring to their bill. Household customers 
strongly supported having a flat bill profile, with more than 80% preferring it to a bill that fell in the 
first year and then rose in each of the subsequent four years. We recognise that this deviates from 
hŦǿŀǘΩǎ ǇǊŜŦŜǊǊŜŘ ŀǇǇǊƻŀŎƘΣ ōǳǘ ŎƻƴǎƛŘŜǊ ƛǘ ƛǎ ǘƘŜ ǎƛƳǇƭŜǎǘ ǿŀȅ ǘƻ ƎƛǾŜ ŎǳǎǘƻƳŜǊǎ ǘƘŜ certainty  
they want. 

Since we submitted our business plan to Ofwat in September 2018, we have re-tested our proposal 
for a flat nominal bill with customers. There is still 80% support for this when compared with a more 
variable bill, which could be driven by different levels of inflation and the effect of in-period 
incentives. We also tested our ŎǳǎǘƻƳŜǊǎΩ ŀǇǇŜǘƛǘŜ ŦƻǊ ŀ Ŧƭŀǘ ōƛƭƭ ǇǊƻŦƛƭŜ ŘǳǊƛƴƎ нлнл ǘƻ нлнр ǿith any 
inflation above 2% and incentives spread over the period 2025 to 2030 against an option where bills 
start to rise in 2022/23 to offset any potential rise or Ψōƛƭƭ ǎƘƻŎƪΩ ƛƴ нлнр/26. In addition, we explained 
the benefit to customers of taking in-period incentives that come with this second option. Most of 
them (59%) still supported the flat bill profile option. 

Because we have received such overwhelming support for ς and are proud of ς this approach, we  
are committed to making it work for our customers. Ofwat rightly challenged us on how we would 
protect customers if the future was different from that which we had assumed ς for example, if 
inflation was higher or we improved service levels to a such a point where we earned a reward.  
We are also committing to reduce bills for customers below the flat nominal level in the event that 
inflation is notably lower and/or we incur material penalties We discuss this in more detail in 
section 8.1.10.  

We know that our customers want and value stability, which is demonstrated by the consistently high 
levels of support we get for this in our engagement. We also know that they are happy with a 
transitional £3 increase between planning periods, as shown in figure 4 below. 

Figure 4 CusǘƻƳŜǊǎΩ ǇǊŜŦŜǊǊŜŘ ǘǊŀƴǎƛǘƛƻƴ ŀƳƻǳƴǘ ōŜǘǿŜŜƴ ǇƭŀƴƴƛƴƎ ǇŜǊƛƻŘǎ 

 

We have sought further views from customers on what happens if the transition between planning 
periods becomes too high ς that is, if the value of the difference in our assumptions is greater than 
the £3 increase that most of our customers consider affordable. In our engagement, we reached  
the levels of customer support at the following ΨǘƛǇǇƛƴƎ ǇƻƛƴǘǎΩ ŀǘ ǘƘŜ ŜƴŘ ƻŦ ǘƘŜ ŦƛǾŜ-year period of 
flat bills. 
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¶ £3 increase in 2025: 51%. 

¶ £4 increase in 2025: 44%. 

¶ £5 increase in 2025: 34%. 

¶ £6 increase in 2025: 25%. 

Triangulating this insight back to our main acceptability study from July 2018, we found that the bill 
profile with the highest support among customers (42%) had a £3 transition in 2025/26. But in the 
main survey, the three options shown to customers all had a five-year flat bill from the period 2020 to 
2025 (that is, with no corresponding smooth bill option). If we also ǊŜƳƻǾŜ ǘƘŜ Ψƴƻ ǇǊŜŦŜǊŜƴŎŜΩκΩŘƻƴΩǘ 
ƪƴƻǿΩ ǊŜǎǇƻƴǎŜǎ ŦǊƻƳ ǘƘŜ ǎŀƳǇƭŜ ŀƴŘ ŀǎǎǳƳŜ ǘƘŀǘ ŀƭƭ ŎǳǎǘƻƳŜǊǎ ƘŀǾŜ ōŀǎŜŘ ǘƘŜƛǊ ǊŜǎǇƻƴǎŜǎ ǎƻƭŜƭȅ 
on the transitional increase between planning periods, then the like-for-like support for the £3 
increase in 2025/26 is 51%. Our engagement confirmed that this increase was the maximum our 
customers would be happy to accept, and that if the increase was more than this they would rather 
we respond in-period to minimise the impact on their bills. 

With this in mind, we have put in place a protection mechanism that enables us to offer our 
customers the flat bill they want, but that also ensures they do not face high transitional costs. In 
other words, we have created a mechanism that minimises the risk of a bill shock in 2025/26. In the 
examples below, we illustrate how our protection mechanism works. It should be noted that we have 
rounded some of the numbers for ease of presentation and to keep the concept as easy as possible to 
understand. In these examples, we have assumed that: 

¶ 1% inflation is the equivalent of £1.50; 

¶ we have one million customers; and 

¶ a 1% incentive reward equals £2 million. 

Example 1 

 

In this example, we present the supported bill for the five years between 2020 and 2025, and how it 
transitions into the following five-year period (2025 to 2030). The typical household bill over this 
period is £147, increasing to £148.20 in 2025/26 as a result of future investment plans and increases 
in operating costs. This is well within the £3 transition amount that customers accept. If we used all of 
this transition amount, bills would increase to £150; so, we have £1.80 of headroom, which helps 
with some of our assumptions ς for example, if inflation levels differ from our forecasts. 
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We asked customers what they would like us to do if the transition into the period from 2025 to 2030 
looked like it might be higher than the £3 they were comfortable with. They told us they would like us 
to intervene and manage the transition to be no more than this amount. 

Example 2 

 

In this example, we not only have a difference in our assumed level of inflation, but also the potential 
to earn incentives ς either rewards or penalties based on the service we have provided to customers. 
This is a purely hypothetical scenario to illustrate what could happen. 

As well as the £7.5 million outlined in example 2, we also have £2 million in net rewards. This means 
we have £9.5 million spread over the period 2025 to 2030, which is £1.9 million a year or around 
£1.90 in additional costs to customers. This is outside the £1.80 headroom we have on the £3 
transition that customers support. So, we would have to act to ensure our customers are protected. 
There are two ways we could do this: we could use the regulatory tools we have at our disposal to 
adjust the 2025 to 2030 bill back down to £150 (see example 1); or we could intervene earlier in the 
2020 to 2025 period to smooth the transition. We would most likely intervene in the current period. 

The examples outlined above only look to address what could happen if our assumptions were 
understating the future position ς that is, how we would manage the transition to avoid any upward 
bill shocks. Of course, our assumptions could overstate future costs. If this were the case, we would 
look to use the £1.80 increase in headroom as a guideline, responding in-period to reduce bills so that 
the customer benefit is not delayed unduly, but is balanced with the desire for stability. 

While this presents more of a challenge for our business, it means that over the period from 2020 to 
2025 our household customers will know that either the price of their unmetered water bill or that 
the price of each unit of water they use will stay the same. We have had challenging discussions with 
our Board on this approach, as giving customers what they want in terms of the certainty of flat bills 
does pose risks for our business and for investors ς for example, if inflation rises suddenly. It also 
means that we cannot use in-period rewards as a mitigation against other downsides. We will 
manage these risks in-period ourselves rather than pass this onto our customers. 
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We recognise we are proposing an innovative approach in committing to a flat nominal bill, but this is 
something that our customers strongly support. We are keen to explore with Ofwat a sensible way 
we can implement our plan, including any required licence changes. This could cover, for example: 

¶ rewording licence condition B in respect of how charges are allowed to vary ς for 
example, stating that the K factor51 is equal to ҍ2% each year (being the assumed level of 
CPIH), with any variance resulting from CPIH being higher or lower than this when tariffs 
are set each year being trued up at PR24. In 2020 only, there will need to be an 
adjustment to wholesale revenue to offset the reduction in retail revenue; and 

¶ rewording of licence condition B to allow positive and negative water resources 
framework incentive mechanism (WRFIM) and outcome delivery incentive (ODI) true-
ups to be applied at the end of the period as part of PR24. 

Alternatively, we believe that this could be achieved by introducing a cumulative five-year price 
control, again with any true-ups for inflation, WRFIM and ODIs being applied as part of PR24. We are 
happy to engage with Ofwat to discuss the exact mechanism to implement this. 

²Ŝ Řƻ ǊŜŎƻƎƴƛǎŜ ǘƘŀǘ ŀƭǘƘƻǳƎƘ ǘƘŜ ǇǊƻǇƻǎŜŘ Ŧƭŀǘ ōƛƭƭ ǇǊƻŦƛƭŜ ƛǎ ǾŜǊȅ ƳǳŎƘ ƛƴ ƻǳǊ ŎǳǎǘƻƳŜǊΩǎ ƛƴǘŜǊŜǎǘǎΣ 
there could be a situation where this might be called into question. That is, in the event that we 
experience a sustained period of very low inflation. In this situation, we would correspondingly 
reduce customer bills to protect their interests and retain their trust. We would explain this step at 
the time if the circumstance arose. 

4.2.2 Affordability 

We know that some people can struggle to pay their water bills and find them unaffordable. This can 
mean that bills go unpaid, or that customers cut back on other essentials so that they can afford their 
water bills. ²ƘƛƭŜ ǘƘŜǊŜ ƛǎ ƴƻ ƻŦŦƛŎƛŀƭ ŘŜŦƛƴƛǘƛƻƴ ƻŦ ΨǿŀǘŜǊ ŀŦŦƻǊŘŀōƛƭƛǘȅΩΣ ƛƴ ƛǘǎ Ψ!ŦŦƻǊŘŀōƛƭƛǘȅ ŀƴŘ ŘŜōǘ 
2014-мрΩ report Ofwat suggested that:  

άΧ ŀŦŦƻǊŘŀōƛƭƛǘȅ Ǌƛǎƪǎ ŜƳŜǊƎŜ ǿƘŜƴ ŀ household spends more than 3% or 5% of their disposable 
ƛƴŎƻƳŜ ƻƴ ǿŀǘŜǊ ŀƴŘ ǎŜǿŜǊŀƎŜ ōƛƭƭǎΦέ52 

Ofwat also considered that all the companies in the sector should have a good understanding of the 
drivers of affordability for their specific regions and ensure that they put plans in place to help those 
customers who find it difficult to pay their water bills. And in its PR19 methodology, it said that: 

ά²ŀǘŜǊ ŀƴŘ ǿŀǎǘŜǿŀǘŜǊ ǎŜǊǾƛŎŜǎ Ƴǳǎǘ ōŜ ŀŦŦƻǊŘŀōƭŜ ǘƻ ŎǳǎǘƻƳŜǊǎΦ ¢Ƙƛǎ ƳŜŀƴǎ ŀŦŦƻǊŘŀōƭŜ ƻǾŜǊŀƭƭΣ ƛƴ 
the long term ŀƴŘ ŦƻǊ ǘƘƻǎŜ ǎǘǊǳƎƎƭƛƴƎΣ ƻǊ ŀǘ Ǌƛǎƪ ƻŦ ǎǘǊǳƎƎƭƛƴƎ ǘƻ ǇŀȅΦέ53 

We discuss how we are addressing affordability in the context of our overall approach to vulnerable 
customers in more detail below. 

                                                           
51 ¢ƘŜ ΨY ŦŀŎǘƻǊΩ determines the average value of price rises above the current rate of inflation for the next five year planning 
period, which in this case is 2020 to 2025. 
52 Ψ!ŦŦƻǊŘŀōƛƭƛǘȅ ŀƴŘ ŘŜōǘ нлмп-мрΩΣ hŦǿŀǘΣ 5ŜŎŜƳōŜǊ нлмрΦ www.ofwat.gov.uk/publication/affordability-and-debt-2014-15/ 
53 Ψ5ŜƭƛǾŜǊƛƴƎ ²ŀǘŜǊ нлнлΥ hǳǊ Ŧƛƴŀƭ ƳŜǘƘƻŘƻƭƻƎȅ ŦƻǊ ǘƘŜ нлмф ǇǊƛŎŜ ǊŜǾƛŜǿΩΣ hŦǿŀǘΣ 5ŜŎŜƳōŜǊ нлмтΦ 

https://www.ofwat.gov.uk/publication/affordability-and-debt-2014-15/
https://www.ofwat.gov.uk/publication/affordability-and-debt-2014-15/
http://www.ofwat.gov.uk/publication/affordability-and-debt-2014-15/
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4.3 Identifying and helping vulnerable customers 

4.3.1 Defining what we mŜŀƴ ōȅ ΨǾǳƭƴŜǊŀōƭŜΩ customers 

In its vulnerability focus report ǇǳōƭƛǎƘŜŘ ƛƴ CŜōǊǳŀǊȅ нлмсΣ hŦǿŀǘ ŘŜŦƛƴŜŘ ŀ ΨǾǳƭƴŜǊŀōƭŜΩ ŎǳǎǘƻƳŜǊ ŀǎΥ 

ά! ŎǳǎǘƻƳŜǊ ǿƘƻ due to personal characteristics, their overall life situation or due to broader market 
and economic factors, is not having reasonable opportunity to access and receive an inclusive service 
which may have a detrimental impact on their health, well-being or ŦƛƴŀƴŎŜǎΦέ54 

Taking this into account, we have developed our own definition, which describes vulnerable 
customers as: 

ά!ƴȅ ŎǳǎǘƻƳŜǊ ǿƘƻ ǊŜǉǳƛǊŜǎ ŜƛǘƘŜǊ ǘŜƳǇƻǊŀǊȅ ƻǊ ǇŜǊƳŀƴŜƴǘ ǎǳǇǇƻǊǘ ŦǊƻƳ ǳǎ ǎƻ ǘƘŀǘ ǘƘŜȅ Ŏŀƴ ŀŎŎŜǎǎ 
services or payment solutions specific to ǘƘŜƛǊ ƛƴŘƛǾƛŘǳŀƭ ƴŜŜŘǎΦέ 

This means recognising that vulnerability can be the result of a number of permanent and temporary 
factors. It also means recognising that people can move in and out of positions of vulnerability ς what 
ǿŜ Ŏŀƭƭ ΨǘǊŀƴǎƛŜƴǘ ǾǳƭƴŜǊŀōƛƭƛǘȅΩΦ ¢Ƙƛǎ ƛƴŎƭǳŘŜǎ ǘƘƛƴƎǎ ƭƛƪŜΥ 

¶ bereavement or divorce; 

¶ redundancy; 

¶ changing to Universal Credit; and 

¶ recovering from an operation. 

So, customers who we 
have identified as having a 
limited ability to read or 
write, for example, might 
benefit from home visits or 
from having their bills 
written in an easy-to-
understand format using 
straightforward language, 
short sentences and simple 
diagrams. Similarly, 
customers who we identify 
with more complex needs, 
or who are just about 
managing financially, 
physically or mentally on a 
day-to-day basis, might 
need our help and support 
to be offered alongside 
that of other agencies, 

such as Citizens Advice, disability support groups, food banks or the local authority. 

                                                           
54 Ψ±ǳƭƴŜǊŀōƛƭƛǘȅ ŦƻŎǳǎ ǊŜǇƻǊǘΩΣ hŦǿŀǘΣ CŜōǊǳŀǊȅ нлмсΣ ǇΦнлΦ www.ofwat.gov.uk/wp-
content/uploads/2016/02/prs_web20160218vulnerabilityfocus.pdf 

We recognise that not all customers who find themselves in vulnerable circumstances 
are the same. So we need to treat them as individuals. 

https://www.ofwat.gov.uk/wp-content/uploads/2016/02/prs_web20160218vulnerabilityfocus.pdf
http://www.ofwat.gov.uk/wp-content/uploads/2016/02/prs_web20160218vulnerabilityfocus.pdf
http://www.ofwat.gov.uk/wp-content/uploads/2016/02/prs_web20160218vulnerabilityfocus.pdf
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We will make sure we consider individual customer circumstances and, where appropriate, record 
them securely on our Priority Services Register. This includes complying with GDPR in our approach to 
this. Our focus is on adopting a more personal, flexible and holistic approach to enable us to identify 
these customers quickly and efficiently, and support a range of different needs. 

4.3.2 Developing our approach to help vulnerable customers 

In recent years, we have completely changed our approach to how we identify and help vulnerable 
customers. For example, the development of our core and expanded Community Engagement teams, 
following the appointment of our Customer and Community Engagement Officer in January 2017, has 
enabled us to focus more on building effective relationships ς and having important conversations ς 
with a number of different local community organisations. This in turn has helped us to identify and 
engage with previously hard-to-reach customers who might benefit from additional help and support. 

Since setting up our core Community Engagement team, we have had meaningful contact with more 
than 640 different organisations, including: 

¶ small local charities; 

¶ community groups and forums; 

¶ housing associations; and 

¶ local authorities. 

From these conversations, we 
have developed more than 
260 active relationships with 
local community groups. This 
engagement has really helped 
us to shape our relationship 
with our customers, and to 
take a more rounded 
approach to how we help and 
support them. We know from 
working with our partners in 
the community, for example, 
that customers in traditionally 
hard-to-reach areas engage 
better face to face through 
groups or organisations they 
already trust. 

The key thing for us here has 
been to build long-term two-
way relationships with the 
organisations that support these hard-to-reach customers and communities ς making a number of 
visits to become more visible and build confidence in our ability to deliver the right levels of help in 
the right way and at the right time. 

  

We have taken a more targeted approach to helping vulnerable customers. We 
are building relationships within communities to enable us to identify hard-to-
reach customers. 
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As an example, we used to consider our South Staffs region as being an area of general social 
deprivation. But, as a result of using our geographical information system (GIS) in a new way, we have 
reached a more informed view. We have taken our aged debt and social tariff data from our billing 
ŀƴŘ ŎǳǎǘƻƳŜǊ ǊŜƭŀǘƛƻƴǎƘƛǇ ƳŀƴŀƎŜƳŜƴǘ ό/waύ ǎȅǎǘŜƳ ŀƴŘ ŎǊŜŀǘŜŘ ŀ ƴŜǿ ΨŘŜǇǊƛǾŀǘƛƻƴ ƭŀȅŜǊΩ ƛƴ ƻǳǊ 
GIS tool. 

Through that, we can now see at a very detailed level exactly where our highest concentrations of 
deprivation and debt are, which means we can make more efficient use of our resources and 
community relationships. In our case, this is mainly in Dudley, Sandwell and Walsall where we have 
pockets of extreme deprivation in specific council wards. We illustrate this in figure 5 below. The red 
and orange areas on the map show the highest levels of longstanding customer debt that we 
associate with social deprivation.  

We recognise that engaging with communities in this way is financially inefficient when compared 
with engagement online or through our contact centre. So, we think using innovative, smart, data-led 
targeting as we have done with our heat maps makes this approach as efficient and effective as it  
can be. 

Figure 5 Vulnerability heat map ς South Staffs region 
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One of the specific locations we targeted was the area around Smethwick, which has a high number 
of traditionally hard-to-reach customers and communities. So, our Customer and Community 
Engagement Officer contacted the Smethwick Advice Forum and made several visits to explain the 
help and support we offer, particularly around our social tariff. Launched in April 2016, our Assure 
social tariff helps customers in both regions who are struggling to pay their water bills. It aims to 
reduce water poverty by making our bills more affordable. 

Customers whose income is less than £16,105 a year (excluding certain benefits like Disability Living 
Allowance, Personal Independence Payments and Attendance Allowance) can apply for discounts of 
up to 60% on their combined yearly water and sewerage bills. Since its launch, we have moved more 
than 11,000 customers onto the tariff. 

As well as helping to reach those customers who may be in most need of our help and support, this 
engagement is also increasing our visibility within the communities we serve ς showing that we are a 
company that can be trusted and relied on to help our customers. In addition, over the past year, it 
has increased awareness of the financial support we offer from 11% to 38%. 

It is also shaping the future delivery of our service in the areas of affordability and vulnerability. For 
example, between 2016 and 2017, our approach of specifically targeting different communities 
within our South Staffs and Cambridge regions resulted in more than 450 home visits to help 
customers fill in application forms for our Assure social tariff. Also, our work with local housing 
associations resulted in between 30 and 40 referrals a month about our social tariff over the  
same period. 

In addition, we have carried out sector-leading work with Cambridge City Council to identify and fast-
track customers onto our Assure social tariff. We have been flexible in our approach to this work, 
adapting our social tariff policy to better fit the circumstances of customers in our Cambridge region. 
We will do more of this over the period 2020 to 2025 and beyond. 

We have also focused our attention on identifying the number of customers in both regions who we 
think might qualify for our Assure social tariff. So, we have carried out detailed analysis, triangulated 
with a range of data sources, including: 

¶ the English Index of Multiple Deprivation, 201555; 

¶ the Office of National {ǘŀǘƛǎǘƛŎǎΩ Řŀǘŀ ƻƴ ΨIƻǳǎŜƘƻƭŘ ŘƛǎǇƻǎŀōƭŜ ƛƴŎƻƳŜ ŀƴŘ ƛƴŜǉǳŀƭƛǘȅ ƛƴ 
the ¦YΥ C¸ ŜƴŘƛƴƎ нлмтΩ56; 

¶ //²ŀǘŜǊΩǎ report, Ψ{ǘŀȅƛƴƎ ŀŦƭƻŀǘΥ ŀŘŘǊŜǎǎƛƴƎ ŎǳǎǘƻƳŜǊ ǾǳƭƴŜǊŀōƛƭƛǘȅ ƛƴ ǘƘŜ ǿŀǘŜǊ 
ǎŜŎǘƻǊΩ57; 

¶ our customer tracker surveys; and 

¶ current debt levels. 

  

                                                           
55 www.gov.uk/government/statistics/english-indices-of-deprivation-2015 
56 www.ons.gov.uk/peoplepopulationandcommunity/personalandhouseholdfinances/incomeandwealth/bulletins/ 
householddisposableincomeandinequality/financialyearending2017 
57 www.ccwater.org.uk/research/staying-afloat-customer-vulnerability-in-the-water-sector-2016-2017/ 

https://www.gov.uk/government/statistics/english-indices-of-deprivation-2015
https://www.ons.gov.uk/peoplepopulationandcommunity/personalandhouseholdfinances/incomeandwealth/bulletins/householddisposableincomeandinequality/financialyearending2017
https://www.ons.gov.uk/peoplepopulationandcommunity/personalandhouseholdfinances/incomeandwealth/bulletins/householddisposableincomeandinequality/financialyearending2017
https://www.ccwater.org.uk/research/staying-afloat-customer-vulnerability-in-the-water-sector-2016-2017/
https://www.ccwater.org.uk/research/staying-afloat-customer-vulnerability-in-the-water-sector-2016-2017/
http://www.gov.uk/government/statistics/english-indices-of-deprivation-2015
http://www.ons.gov.uk/peoplepopulationandcommunity/personalandhouseholdfinances/incomeandwealth/bulletins/householddisposableincomeandinequality/financialyearending2017
http://www.ons.gov.uk/peoplepopulationandcommunity/personalandhouseholdfinances/incomeandwealth/bulletins/householddisposableincomeandinequality/financialyearending2017
http://www.ccwater.org.uk/research/staying-afloat-customer-vulnerability-in-the-water-sector-2016-2017/


Making water count ς business plan 2020/25 
South Staffs Water (incorporating Cambridge Water) 

 

149 

Our analysis suggests that we need to do much more to reach those customers who we think need 
additional financial help and support. Based on the range of different evidence sources, we think, on 
average, there could be about 42,000 customers across both regions who might qualify for our Assure 
social tariff. 

 

We think that in proactively raising our profile in the communities we serve, we are exploring the 
boundaries of what it means to be a true public service provider and how it must include everyone in 
society. It is important for us to reach out to all our customers. In an age of ever-increasing 
centralisation and digitalisation, it is crucial that we do not exclude those customers for whom this 
approach does not meet their needs. The case study above illustrates this point very well ς 
sometimes it is just about doing the right thing for specific customers and accepting that this is not 
efficient in economic terms but necessary based on their needs. 

In addition, in early 2018, we invested in a media vehicle to enable us to reach more customers in 
both regions. We are already using this to build our presence in our traditionally hard-to-reach 
communities where there are high levels of debt and social deprivation, and where we have 
previously had little direct contact with our customers.  
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Our new media vehicle, which is helping to raise our profile in the communities we serve. 

We have also reviewed our Priority Services Register. This is for customers who have additional needs 
or who may require extra help. It enables these customers to access a range of free services we offer, 
including things like: 

¶ advice about our Assure social tariff and the WaterSure tariff58, which limits water and 
sewerage charges for customers on low incomes; 

¶ information about our Charitable Trust59, which provides financial assistance to 
customers facing genuine hardship; 

¶ our priority services; 

¶ help to identify and deal with bogus callers; 

¶ help for customers experiencing transient vulnerability ς for example, as a result of 
bereavement, redundancy or illness; and 

¶ home visits. 

And in April 2018 we launched a pioneering start-up 
project and opened a community hub in Wednesbury, one 
of the most socially-deprived parts of our South Staffs 
region. Staffed by our people, this venture enables us to 
engage directly with customers who may be categorised as 
vulnerable or who express a legitimate desire to engage 
with us face to face. It has also enabled us to build 
relationships, collaborations and partnerships with trusted 
local providers and community organisations because we 
recognise this is something we cannot deliver on our own. 
As such, it has redefined our remit as a regulated water 
company. 

                                                           
58 WaterSure is a high-user tariff that is available for customers with a water meter who receive certain income-related 
benefits, and who have either three or more children under the age of 19, or who have someone living in the household with 
a medical condition that means they have to use a lot of water. Customers on WaterSure pay capped bills that are no more 
than the average water bill for the region their water company serves. 
59 www.sswct.org/ 

© Leanne Allen 

 

άThe positives I have seen are 
when customers come into 
the hub and have given 
feedback about how we have 
ƘŜƭǇŜŘ ǘƘŜƳέ ς Gurjinder Rai, 
contact centre employee and 
community hub volunteer 

http://www.sswct.org/
http://www.sswct.org/


https://www.youtube.com/watch?v=fbKOY2l0XGQ


https://www.ofgem.gov.uk/about-us/how-we-work/working-consumers/protecting-and-empowering-consumers-vulnerable-situations
https://www.ccwater.org.uk/wp-content/uploads/2013/12/Special-Assistance-Schemes-Review.pdf
http://www4.shu.ac.uk/research/cresr/sites/shu.ac.uk/files/delivering-affordability-assistance-water-customers.pdf
http://www4.shu.ac.uk/research/cresr/sites/shu.ac.uk/files/delivering-affordability-assistance-water-customers.pdf
http://www.bris.ac.uk/media-library/sites/geography/pfrc/pfrc1701-21-steps-vulnerability-and-debt-collection-(web).pdf
http://www.ofgem.gov.uk/about-us/how-we-work/working-consumers/protecting-and-empowering-consumers-vulnerable-situations
http://www.ofgem.gov.uk/about-us/how-we-work/working-consumers/protecting-and-empowering-consumers-vulnerable-situations
http://www.ccwater.org.uk/wp-content/uploads/2013/12/Special-Assistance-Schemes-Review.pdf
http://www.bris.ac.uk/media-library/sites/geography/pfrc/pfrc1701-21-steps-vulnerability-and-debt-collection-(web).pdf
















https://www.industrialcadets.org.uk/
http://www.lotc.org.uk/lotc-accreditations/
http://www.industrialcadets.org.uk/
http://www.lotc.org.uk/lotc-accreditations/
























https://corporatefinanceinstitute.com/resources/knowledge/valuation/net-present-value-npv/
























https://www.ofwat.gov.uk/wp-content/uploads/2017/12/DPC-A-technical-review-FINAL_08.12.17.pdf
http://www.ofwat.gov.uk/wp-content/uploads/2017/12/DPC-A-technical-review-FINAL_08.12.17.pdf
http://www.ofwat.gov.uk/wp-content/uploads/2017/12/DPC-A-technical-review-FINAL_08.12.17.pdf
























https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/709924/State_of_the_environment_water_resources_report.pdf












https://www.onaverage.co.uk/consumption-averages/average-water-usage
https://www.statista.com/
https://water.usgs.gov/edu/qa-home-percapita.html


https://www.ons.gov.uk/










http://www.nonnativespecies.org/home/index.cfm


https://www.gov.uk/government/publications/25-year-environment-plan
http://www.customer-panel.co.uk/media/1017/water-industry-strategic-environmental-requirements-wiser.pdf
https://www.homequalitymark.com/
https://www.breeam.com/
https://www.breeam.com/
http://www.gov.uk/government/publications/25-year-environment-plan
http://www.customer-panel.co.uk/media/1017/water-industry-strategic-environmental-requirements-wiser.pdf


















https://www.ofwat.gov.uk/wp-content/uploads/2017/10/Ofwat-industry-event-presentation-updated.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2017/10/Ofwat-industry-event-presentation-updated.pdf
http://www.ofwat.gov.uk/wp-content/uploads/2017/10/Ofwat-industry-event-presentation-updated.pdf
http://www.ofwat.gov.uk/wp-content/uploads/2017/10/Ofwat-industry-event-presentation-updated.pdf


http://www.promptpaymentcode.org.uk/
http://www.promptpaymentcode.org.uk/




https://www.ofwat.gov.uk/publication/putting-sector-balance-position-statement-pr19-business-plans/
http://www.ofwat.gov.uk/publication/putting-sector-balance-position-statement-pr19-business-plans/


















http://www.ofwat.gov.uk/pn-1317-water-companies-must-address-customer-bad-debt/
http://www.ofwat.gov.uk/pn-1317-water-companies-must-address-customer-bad-debt/














http://www.lean.org/
http://www.infoworld.com/article/3237508/agile-development/what-is-agile-methodology-modern-software-development-explained.html
http://www.infoworld.com/article/3237508/agile-development/what-is-agile-methodology-modern-software-development-explained.html










https://www.ofwat.gov.uk/consultation/consultation-on-strengthening-the-regulatory-ring-fencing-framework/
https://www.ofwat.gov.uk/consultation/consultation-on-strengthening-the-regulatory-ring-fencing-framework/




































https://www.south-staffs-water.co.uk/media/2172/ssc-assurance-plan-april-18.pdf
http://www.south-staffs-water.co.uk/media/2172/ssc-assurance-plan-april-18.pdf











