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Managing Director's introduction 

Welcome to this interim report covering the first six months of 

the 2021/22 financial year- the second year of our current five

year planning and investment period. I hope you enjoy reading 

about some of the work we've been doing to deliver clean 

water services to all our customers, and also how we're 

performing against our key targets. 

This time last year I wrote about the impact the first 

six months of the COVID-19 pandemic was having - 

both on the business and on our customers, some 

of whom were experiencing real financial hardship. 

Little did I know then that 12 months later we 

would still be feeling the direct impacts of the 

pandemic, with our targets around individual water 

use and our education outreach programme the 

main casualties of this. I remain very proud of the 

resilience our people have shown throughout this 

time and the way they have continued to deliver 

excellent service for our customers despite the 

continuing challenges presented by the pandemic. 

I'm pleased that we've been seeing more people 

return to our offices and embracing hybrid working 

practices. This is certainly something I'm keen for us 

to build on for the future. 

I'm also pleased with our performance against our 

targets for the year to date. We've made a really 

encouraging start to the year and are performing 

well against our targets in a number of key areas, 

including the number of people helped with our 

financial and other support packages, water quality, 

supply interruptions and leakage. In addition, we're 

performing well for the key customer measures of 

service and experience - C-MeX and D-MeX. Strong 

performance in quarter 2 for C-MeX saw us ranked 

4th in the sector, a massive improvement from the 

same point last year when we were ranked 14th. 

I'd like to thank all our people for the part they've 

Andy Willicott 
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played in delivering this excellent result. The 
challenge for us now is to keep up the hard work to 

ensure we continue to deliver an exemplary 

experience for all our customers. 

Looking ahead, we'll continue to strive towards our 

ambition of delivering upper quartile performance 

across our key commitments, and are aiming to 

meet or exceed most of our targets for the year. 

We'll also continue to consider the needs of our 

communities and the environment. This includes 

how we are collaborating with others across the 

sector to ensure the long-term resilience of our 
water resources - most notably through our work as 

key members of the Water Resources East and 
Water Resources West regional planning groups. If 

there's one thing we've learned from the COVID-19 

pandemic, it's that our blue and green spaces are 
essential for the health and wellbeing of people and 

communities, and that we've got a crucially 

important role to play in ensuring those spaces are 

enhanced and protected now and in the future. 

Before I finish, I'd like to take this opportunity once 
again to thank all our people for their continued 

hard work and commitment over year to date. We're 

still facing some challenges, not least with the 
ongoing uncertainty around the COVID-19 

pandemic. But I'm sure we'll continue to overcome 

these and continue to lead by example to drive the 

business forward. 
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And we welcomed Anthony Browne, the 

Conservative MP for South Cambridgeshire, to our 

Cambridge office in September. Mr Browne has a 

keen interest in environmental issues - he is Chair of 

the All-Party Parliamentary Environment Group and 

a member of the All-Party Parliamentary Chalk 

Streams Group. He met with Andy Willicott, our 

Managing Director; Caroline Cooper, Director of 

Delivering for the business 

As an efficient water only company, we are always 

looking for ways to improve our systems and 

processes to help our people work in more agile 

and flexible ways. Recently, we have been working 

to introduce a new billing software called Aptumo. 

Developed by colleagues in Echo Managed Services' 

software services team, Aptumo is Cloud-based 

water billing software that is designed to help water 

companies improve the experience of their 

customers and the efficiency of their retail teams. 

We believe Aptumo will deliver a number of 

benefits for our business. First, it is easier to navigate 

than our current billing system, with screen changes 

that are designed to help our people and our 

customers. It also includes all billing and collection 
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Regulation and Strategy; and Natalie Akroyd, Head 

of Water Strategy. We were pleased to be able to 

share some of the work we have been doing in the 

environment space, including the role we are 

playing as a key member of Water Resources East 

and some of the collaborative work we are doing 

with Anglian Water. 

information in the same system, which will reduce 

the need for contact with other teams or colleagues 

for help. And it includes options for personalised 

home screens, so that our people can quickly access 

the information and reports that are specific to their 

particular needs. Finally, changes to the system can 

be made much quicker. 

We have already tested the new system thoroughly 

and have migrated the data from our old billing 

system. In addition, we are making sure that all our 

people who currently use our existing billing 

software are trained to use Aptumo. We will share 

more information about the Aptumo roll out in our 

end-of-year annual report and financial statements. 
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Alice Cummings - Independent Non-executive Director 

Appointed as an Independent Non-executive Director in May 2020. Alice has relevant 

commercial, financial and governance experience in regulated service industries. 

Previously, she was Group CFO at the In Health Group and Group CFO at the AEA Group. 

Her earlier career was with South West Water pie and Price Waterhouse. She has a BEng 

degree in Chemical Engineering from Imperial College, London, and is a Fellow of the 

Institute of Chartered Accountants in England and Wales. 

External appointments: Non-executive Director, Chair of Audit Committee and Remuneration Committee 

Member of ldox pie; Non-executive Director, Vice Chair and Chair of Audit and Risk Committee of Cottsway 

Housing Association; Non-executive Director and Chair of Audit Committee of Recycling Technologies Group 

Ltd. 

Keith Harris - Non-executive Director and Arjun Infrastructure Partners Representative 

Appointed as an Independent Non-executive Director in April 2015. Keith became a 

Non-executive Director and Arjun Infrastructure Partners Representative on 25 October 

2018, following the sale of the Group and the company. Keith is the owner of the 

advisory business Lorraine House and spent 20 years at Wessex Water, including a 

period of time at ENRON/AZURIX, where he was global Head of Regulation. At Wessex 

Water he held various senior executive and Board positions, including CFO and deputy 

CEO, and brings strong financial and regulatory experience to the Board. 

External appointments: Independent Non-executive Director of Ervia, the parent company of Irish Water; Gas 

Networks Ireland and Aurora Telecom Industry Partner with Arjun Infrastructure Partners; Associate with 

OXERA. 

Peter Antolik- Non-executive Director and Arjun Infrastructure Partners 

Representative 

Peter was appointed as a Non-executive Director and Arjun Infrastructure Partners 

Representative on 25 October 2018. He is a Partner of Arjun Infrastructure Partners and 

his background covers regulated companies, transport regulation, and the management 

of infrastructure funds and investments. 

Peter joined Arjun Infrastructure Partners from the Office of Rail and Road, and was 

previously Strategy and Regulation Director at Thames Water. 

Keita Saito - Non-executive Director and Mitsubishi Corporation Representative 

Keita was appointed as a Non-executive Director and Mitsubishi Corporation 

Representative in June 2020. He is the Head of Water Business Team at Mitsubishi 

Corporation and his background covers business development, project management, 

M&A and investment management in the renewable energy and water sectors across 

Europe, Asia Pacific and the Middle East. Keita has been with Mitsubishi Corporation for 

17 years. 

External appointments: Director of Cleanairtech Sudamerica S.A., a desalination and water transmission 

company in Chile. 
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