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1. Background  

1.1 Company pen pic 

South East Water is a water only company located in the south east of England, 

supplying 2.2 million customers across parts of Kent, Sussex, Surrey, Hampshire 

and Berkshire.  

 

 

 

 

 

 

 

 

 

 

South East Water Ltd is the main operating company in the group of companies 

headed by HDF (UK) Holdings Ltd. There are two intermediate holding companies 

between South East Water Ltd and HDF (UK) Holdings Ltd: South East Water 

(Holdings) Ltd and Hastings Water (UK) Ltd, both of which, together with HDF (UK) 

Holdings Ltd are registed and resident in the UK. 

The ultimate owners of HDF (UK) Holdings Ltd are Utilities of Australia Pty Ltd as 

Trustee for the Utilities Trust of Australia, RBS Pension Trustee Ltd as trustee for the 

Royal Bank of Scotland Group Pension Fund (Main Fund Section) and three entities 

of the Desjardins cooperative financial group based in Quebec (Régime de rentes du 

Mouvement Desjardins, Desjardins Financial Security Life Assurance Company and 

Certas Home and Auto Insurance Company). 
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1.2 List of attendees 

Please provide the names and job titles of attendees for the business plan 

presentation meeting. Please note there is an opportunity to provide more detailed 

attendee biographies in Appendix 1.  

Attendee Job title 

Paul Butler Managing Director 

David Hinton Asset and Regulation Director 

Andrew Farmer Finance Director 

Emma Gilthorpe Independent Non-Executive Director 

Oliver Martin Head of Regulation and Strategy 

Zoe McLeod Customer Challenge Group Chair 
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2. Key business plan metrics 

PR19 key themes  

Our plan addresses the themes of great customer service, resilience, affordability 

and innovation in the following ways: 

Great customer service 

 Our plan is built around customer satisfaction but we have evolved it to 

measure it across six different vale based customer segments 

 We have six new performance commitments around vulnerability. This 

includes extending our Priority Services Register support to 60,000 customers 

Resilience 

 We will use tried and tested behavioural science techniques that nudge 

customers to behave in a certain way– the essence of our resilient customer 

concept  

 We’re already a top industry performer on leakage but will reduce it by a 

further 14%  

 We’re planning for greater resilience to severe droughts – up to a 1 in 200-

year event  

 Operating in a water stressed area we need to make the right choices for local 

communities and the environment. Our six new environmental performance 

commitments recognise the influence we want to have on other water users 

and abstractors to make water catchments more resilient to drought and 

protect wildlife 

Affordability  

 We’ve maintained our average household bill at £204 – the same level as 

2019/20 – and are extending the financial support to a further 43,500 

customers who may struggle to pay  

 Our plan will deliver £45 million of savings and maintain our upper quartile 

performance on efficiency  

 Our shareholders have accepted the lowest ever cost of capital at 2.4% 
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Innovation  

 Our plan recognises our wider responsibilities as an essential service 

provider. Our 10 new responsible business measures cover key areas which 

are important to customers and stakeholders - and which have the potential to 

create a step-change in trust for the water sector 

 We have developed a targeted strategy which focusses on customers’ and 

stakeholders’ priorities and where there are the greatest opportunities for us 

to lead the industry; while our customer, partnership and innovation toolboxes 

are the delivery mechanism  

Table 2.1: Waterfall chart  

This table and chart provides an overview of what is driving changes to bills between 

2019-20 and 2024-25. The inputs to the waterfall chart are in price base 2017-18 

year average CPIH deflated.  

Inputs £ per customer 

2019-20 Bill 205 

Changes between 2019/20 and 2024/25  

Change in RCV  10 

Change in RCV run-off (5) 

Change in WACC (16) 

Change in customer numbers (5) 

Change in totex 19 

Change in PAYG rate (7) 

Change in other wholesale items 5 

Change in retail CTS (7) 

Change in reconciliation items 6 

2024-25 Bill 205 
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Explanation of movement in customers’ bills  

The key upward drivers on bills are: 

 Increasing ‘Totex’ and ‘RCV’- this is primarily driven by expenditure on 
resilience and the WINEP but also includes an overall efficiency challenge of 

£45m across the 2020-25 period.  

 Slightly increasing ‘Reconciliation’ and ‘Other wholesale’ items:  

o Negative SIM and CIS adjustments at PR14 resulted in a very low 
value for reconciliation items these have not continued into PR19.  

o Other wholesale items are similar to PR14 but increase principally 

because of the removal of a negative re-profiling adjustment at PR14.  

The key downward drivers on bills are: 

 Using Ofwat’s ‘early view’ of the ‘WACC’ and incorporating the inflation shift 
from RPI to CPIH. 

 A significant reduction in SEW’s proposed ‘Retail cost to serve’ of £7.40 per 

customer compared to PR14. 
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 A c.5% increase in customer numbers between the PR14 and PR19 periods 
which allows SEW to spread its costs over a larger customer base. 

 Changes to ‘PAYG%’ to deliver flater bills and a small reduction in ‘Run-off 
rates’ which remains at the natural rate but are driven by changes in the asset 

base. 

Overall this delivers flat bills for customers over the five year period. 

Customer Expectations 

The result of our listening and learning is a genuine understanding of what our 

customers’ and stakeholders’ priorities are for their water supply, both now and in the 

future: 

Customers’ and stakeholders’ priorities  

What they said 

 

Protect The quality of 

the water that 

comes out of 

our taps  

The natural 

environment 

and the wildlife 

it supports  

Customers who 

need extra 

support – 

financial or 

otherwise  

Our water 

supply 

service – by 

becoming 

more 

resilient in 

the round 

Tackle Leakage - and 

reduce it 

further and 

more quickly  

Demand for 

water – and 

give us the 

information and 

tools to help do 

our bit too  

The level of 

greenhouse 

gases you emit 

 

Keep Future water 

supplies 

secured by 

investing to 

make them 

more resilient  

Educating 

current and  

future 

customers 

about water 
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This shows that customers and stakeholders continue to have a strong focus on both 

the quality and the reliability of the ‘product’, but there is also an increasing focus on 

the service and experience they receive; as well as the wider societal and 

environmental role we should play too. 

Key themes 

Eight overarching themes emerged from triangulating our day to day insights and 

research with customers, stakeholders and businesses which we assessed to 

determine its influence on our plan. 

 

The result is a strong and visible golden thread that runs from the insight we have 

gained to what we set out in our plan, particularly our outcomes and performance 

and responsible business commitments. 
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Table 2.2: Key business plan metrics 

Metric PR14 (2019-

20) 

31 March 2020 

estimate  

PR19 (2024-

25) 

31 March 

2025 

estimate 

2019-20 to 

2024-25  

% change 

(leakage and 
PCC) 

Number of residential water only 
customers (000s) 

870.593 914.182  

 

 Number of residential wastewater only 
customers (000s) 

N/A N/A 

Number of residential water and 
wastewater customers (000s) 

N/A N/A 

Total leakage (Ml per day) 

Based on PR19 definition, annual 

average 

87.69 75.08 -14.4% 

Leakage (cubic metres per km of main 
per day) 

Based on PR19 definition, annual 

average 

6.3 5.2 -17.0% 

Leakage (litres per property per day) 

Based on PR19 definition, annual 

average  

99.2 81.3 -18.0% 

Per Capita Consumption (PCC) 

Based on PR19 definition, annual 

average 

149.70 140.30 -6.3% 

ODI RoRE range 1.90% 3.80%  

 

 

 

Appointee WACC (real RPI) 3.54% 2.41% 

Appointee WACC (real CPIH) 3.54% 3.41% 

Credit rating – actual financial 
structure 

Baa2 (Moody's) or 
bbb (S&P) 

Baa2 (Moody's) 
or bbb (S&P) 

Metric PR14 (2015-

2020 Average) 

PR19 (2020-

25 Average) 

 

Adjusted interest cover notional 1.69 2.29  

 
FFO net debt notional 0.08 0.10 

Metric 2017-18 Actual PR19 (2020-

25 Average) 

 

Actual gearing 77.74% 75.07%  

 

 
Adjusted interest cover actual 2.05 1.98 

FFO net debt actual 0.08 0.08 
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Commitment to financial resilience 

It is vital our finances are not just fit for purpose today but resilient for the future too -  

not least as we are investing over £1 billion to meet the promises set out in our plan. 

We have made a number of key decisions to remain financially resillient in the 

following key areas. We have: 

 Applied the lowest ever rate of return to our plan at 2.4% 

 Maintained our investment grade credit ratings  

 Balanced greater financial resilience with the impact on current and future 
customers’ bills by adjusting the proportion of fast money/slow money  

 Committed to reducing the level of gearing to 75% by 2020 with a £55 million 

equity injection before the end of this period  

 Applied a dividend yield of 2.3% to our plan – less than half the reference 

level indicated as reasonable by Ofwat 

Table 2.3: RCV 

Control 

 

1 April 2020  (£m) 

Opening RCV 

2017-18 FYA (CPIH 
deflated) 

30 March 

2025 (£m) 

Closing RCV 

2017-18 FYA (CPIH 
deflated) 

% growth 

Water resources RCV 66.567 98.209 48% 

Water network Plus RCV  1,264.156 1,351.000 7% 

Wastewater network Plus RCV N/A N/A N/A 

Bioresources RCV N/A N/A N/A 

Table 2.4: Dividends 

Metric £m  

Outturn (nominal prices) 

2015-16 2016-17 2017-18  

Dividends (based on PR14 
actual company structure) 

-7.164 -14.471 -15.337 

Outturn (nominal prices) 2020-21 2021-22 2022-23 2023-24 2024-25 

Dividends (based on PR19 
actual company structure) 

0.000 -8.262 -8.403 -14.025 -15.875 
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Dividend Policy 

We support the drive to make dividend policies fair, transparent and reflective of a 

company’s overall performance, in both the short and long-term.  

Our dividend policy is linked to the ambitions and challenges we have set out in our 

2020 to 2025 business plan, particularly in the context of how well we have met, or 

not, our performance commitments; and whether any outperformance payments 

should be shared with customers. 

We will keep the policy under review to ensure it takes account of the need to 

finance our future investment, so that the business becomes more resilient for 

current and future customers, and can cope with any sudden financial shocks too.  

The dividend profile, as shown above, provides a yield of 2.3%. 
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3. Appendices 
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Appendix 1: Company presentation attendee biographies  

Please include biographies for all company presentation attendees, including the 

Customer Challenge Group Chair (if attending). 

Paul Butler – Managing Director 

Paul has a wealth of water industry experience, having previously been Managing 

Director of Mid Kent Water from 2001 to 2006 and Chairman of UKWIR, a water 

industry research organisation from 2005 to 2012. 

A Chartered Accountant, he previously worked for Mid Kent Water as Group 

Financial Controller, Ernst and Young and Marks and Spencer. 

David Hinton – Asset and Regulation Director 

David has more than 17 years’ experience at South East Water with a Masters in 

Business Administration. Previous posts include Head of Assets and Economic 

Regulation, Head of Water Quality and Head of Business Planning as well as 

experience elsewhere within scientific consultancies and the Public Health 

Laboratory Service. 

Andrew Farmer – Finance Director 

Andrew has held a number of senior management posts in finance, most recently at 

MAG plc, the country's largest UK owned airport operator, and Doosan Power 

Systems, a leading manufacturing, energy technologies and services company. 

Andrew qualified as a Chartered Accountant with PriceWaterhouseCoopers in 

London and then after a number of years in investment banking, he became the 

Investor Relations director for two FTSE 250 companies. 

Emma Gilthorpe – Independent Non-Executive Director 

Emma is a lawyer with over 20 years’ experience working in regulated industries, 

including the telecoms and airport industries.  Currently working as Executive 

Director Expansion at Heathrow Airport Holdings Ltd, Emma was previously BT plc's 

Group Director of Industry Policy and Regulation. She has also held a number of 

other senior regulatory and public policy roles in Cable and Wireless. In addition to 

her position on the South East Water Board, Emma also acts as a Non-Executive 
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Director of London First, an organisation which works to maintain London's 

international competitiveness as a city and world financial centre. 

Oliver Martin – Head of Regulation and Strategy 

Oliver has more than 20 years’ experience in the water industry at both South East 

Water and formerly Mid Kent Water.  As a qualified accountant, Oliver has worked in 

a number of areas including Finance, Customer Services, Debt and Billing and more 

recently as Head of Regulation and Strategy. Oliver is also a Board trustee for 

Citizens Advice Medway and the University of Kent Academies Trust. 

Zoe Mcleod – Customer Challenge Group Chair  

Zoe is a leading consumer advocate with more than 20 years’ experience 

championing customer and community concerns. This includes for the customer 

watchdogs, Consumer Focus and Citizens Advice, Friends of the Earth, the fuel 

poverty charity National Energy Action and as an elected Councillor and Assistant 

Cabinet Member for Young People and Youth Services. Her background also 

includes leading the Ofgem’s vulnerability strategy, as an expert advisor on 

engagement, and to Ofwat’s Water 2020 Panel. Currently Zoe is an Associate with 

the charity Sustainability First, Chair of Cadent Gas’ Customer Engagement Group, 

a lay member on the Bar Standards Board.    
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Appendix 2: Business plan executive summary 

 

 



Business plan briefing  

South East Water 

17 

 

 



Business plan briefing  

South East Water 

18 

 

 



Business plan briefing  

South East Water 

19 

 



Business plan briefing  

South East Water 

20 

 



Business plan briefing  

South East Water 

21 

Appendix 3: CCG report executive summary  

South East Water (SEW) continues to be on a journey to embed engagement into its 

everyday business. In comparison to the engagement activity that underpinned its PR14 

business plan, there has been a step change in the number, range and quality of its 

engagement activity. On balance, we commend the company for the exceptional progress it 

has made on customer engagement over the last year and a half.  

Against the CCG’s ‘quality of engagement assessment framework’, which is informed by 

Ofwat’s principles of good customer engagement, Citizen’s Advice and the AccountAbility 

AA1000 Stakeholder Engagement Standard, we have scored the company 7/10 on the 

quality of engagement underpinning its plan for PR19. 

Area Score/10 Area Score/10 

Strategy & planning 5 Evidence base & 

triangulation 

6.5 

Design & delivery 7 Innovation 8.5 

Representation & inclusion 7 Ongoing & embedded 

engagement 

7 

Openness & transparency 7.5  

In some areas, the company has been very innovative, in line with the definition set by 

Ofwat of innovation, for example; the attitudinal customer segmentation and its ‘resilient 

customer’ concept. The former has enabled the company to be innovative in its customer 

engagement and could result over time in deeper customer satisfaction insights and 

potentially more tailored communications and services. The latter considers how consumers 

can take control and become partners with the company, to deliver solutions to improve 

their own affordability, water security and peace of mind. 

However, the company’s engagement strategy and planning process at the start to inform 

and design the plan for PR19, has been more challenging. While significant improvements 

have been made, a lack of in-house expertise and an historic stop-start approach to 

engagement meant there was not a robust targeted strategy.  This resulted in insufficient 

time for reflection, consolidation and flex. Also, the CCG then had less opportunity than we 

would have liked to scrutinise certain areas of the plan and to make a telling contribution at 

the right time every time.  

The CCG’s judgement on the overall engagement score therefore has taken into account 

and been informed by: the company’s size; the distance the company has travelled since 
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PR14; how well the company has responded to the CCG’s challenges; and where available, 

water sector benchmarks.  

In total over the last year and a half we have made more than 190 challenges to South East 

Water. The company has responded to 154 of these and the rest are still in progress. 

The CCG has challenged the company to build stronger engagement foundations and they 

have responded well: we have seen mapping of stakeholders and customers; more targeted 

engagement approaches; more robust and creative willingness to pay research; better 

capture of customer insight, and increased engagement with hard to reach groups and non-

household customers. A noticeable lesson learned has been on their engagement around 

outcome delivery incentives where the company struggled to effectively demonstrate 

support for the incentive rates. 

Quality of the proposals 

In line with Ofwat’s Principle 1, the CCG is assured that the company is delivering outcomes 

that the majority of customers and society value (albeit to varying degrees) with a business 

plan acceptability rate of 78% and 88% for household and non-household customers 

respectively.  

There is a strong link between customer priorities that we’ve heard and seen and the 

proposals in the plan. The company has been genuinely listening to its customers - including 

its most vulnerable, and should be praised, in particular for its fledgling responsible business 

strategy.  

The Environment Agency (EA) has raised no specific concerns about the company’s 

proposals to comply with the statutory environmental obligations and has voiced its support 

of the breadth of the company’s bespoke environmental commitments. This recognises that 

EA will be undertaking its own assurance process directly with the companies which will be 

reported to Ofwat and Defra in due course.  

Natural England has also no concerns with the company’s proposals to comply with 

legislative requirements within their remit and welcomes SEW’s commitments to protect 

and enhance wildlife and biodiversity in particular. 

The CCG’s Consumer Vulnerability Sub-group has scrutinised the targeting, efficiency and 

effectiveness of the company’s proposals to support and empower customers in vulnerable 

situations. The success of these proposals will be highly dependent on promised resource 

being delivered. More focus is needed on consumer affordability in particular.   
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We have thrown down a gauntlet to the Board to truly demonstrate their commitment to 

engagement on an ongoing basis, during AMP7 and beyond, and they have taken it up.  

We are pleased to report that they have promised to establish a new customer insight 

function, a new vulnerability strategy and stakeholder team, and to work with customers 

and stakeholders to co-develop and embed into the culture a business as usual engagement 

strategy.  The company has also committed to pilot more effective deliberative research so 

that they can have more informed conversations with households and businesses on 

complex issues such as future risks, challenges and trade-offs and are better prepared for 

PR24.  

We have grounds for optimism therefore that the company is on the right track. 
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Appendix 4: Current operational performance  

Table 4.1: PR14 Performance Commitments 

Please indicate in the table below which PR14 performance commitments have been met and which have not been met over the 

PR14 period. This table is not for Service Incentive Mechanism (SIM) data, for which table 4.2 has been provided. For financial 

ODIs please also indicate total forecast outperformance payment or underperformance penalty for the PR14 period. 

No. 

 

ID 

(eg W-

A1) 

Performance commitment 

2015-16 
 

PCL 

met?1 

2016-17 
 

PCL met? 

2017-18 
 

PCL met? 

 

2018-19 
 

PCL met? 

(forecast) 

 

2019-20 
 

PCL met? 

(forecast) 

Cumulative ODI 

(outperformance payments 

or underperformance 

penalties) 

£m to 4 decimal places 

2012-13 prices, net of tax 

15/16-17/18 

Actual 

18/19-19/20 

Forecast 

1 PR14SE
WWSW_

A1 
A1: Customer satisfaction - appearance of water No No No Yes Yes 0.0000  0.0000 

                                            

 

1 PCL met? - if the performance commitment level (PCL) for the reporting year was met, or is forecast to be met, enter ‘Yes’. If the PCL for the reporting year 

was not met, or is forecast not to be met, enter ‘No’. If a PCL has not been set for the reporting year enter "-" (hyphen). 
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No. 

 

ID 

(eg W-

A1) 

Performance commitment 

2015-16 
 

PCL 

met?1 

2016-17 
 

PCL met? 

2017-18 
 

PCL met? 

 

2018-19 
 

PCL met? 

(forecast) 

 

2019-20 
 

PCL met? 

(forecast) 

Cumulative ODI 

(outperformance payments 

or underperformance 

penalties) 

£m to 4 decimal places 

2012-13 prices, net of tax 

15/16-17/18 

Actual 

18/19-19/20 

Forecast 

2 PR14SE
WWSW_
B1 

B1: Customer satisfaction - taste and odour of water No No No Yes Yes 0.0000 0.0000 

3 PR14SE
WWSW_
C1 

C1: Customer satisfaction - level of leakage No No No No Yes -0.0513 0.0000 

4 PR14SE
WWSW_
C2 

C2: Leakage (actual reported leakage per Ml/d per year) Yes Yes Yes Yes Yes 1.4440 0.1888 

5 PR14SE
WWSW_
D1 

D1: Customer satisfaction - direct interaction experience No No No No Yes -0.0033 0.0000 

6 PR14SE
WWSW_
E1 

E1: Customer satisfaction - bills are value for money and affordable N/A N/A N/A N/A No 
Reputational 

ODI 
Reputational 

ODI 

7 PR14SE
WWSW_
F1 

F1: Customer satisfaction - water supply is of sufficient pressure No No No No Yes -0.0719 0.0000 

8 PR14SE
WWSW_
F2 

F2: Number of properties at risk of low pressure, as recorded on the 
DG2 register 

Yes Yes Yes Yes Yes 0.0092 0.0083 
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No. 

 

ID 

(eg W-

A1) 

Performance commitment 

2015-16 
 

PCL 

met?1 

2016-17 
 

PCL met? 

2017-18 
 

PCL met? 

 

2018-19 
 

PCL met? 

(forecast) 

 

2019-20 
 

PCL met? 

(forecast) 

Cumulative ODI 

(outperformance payments 

or underperformance 

penalties) 

£m to 4 decimal places 

2012-13 prices, net of tax 

15/16-17/18 

Actual 

18/19-19/20 

Forecast 

9 PR14SE
WWSW_
G1 

G1: Customer satisfaction - frequency and duration of supply 
interruptions 

No No No Yes Yes 0.0000 0.0000 

10 PR14SE
WWSW_
G2 

G2: Average time lost per property (measured in minutes, per 
property served) 

No No No Yes Yes -2.2630 0.5325 

11 PR14SE
WWSW_
H1 

H1: Customer satisfaction - frequency of water use restrictions Yes Yes Yes Yes Yes 0.0869 0.0869 

12 PR14SE
WWSW_
H2 

H2: Meeting the water resource deficit Yes Yes Yes Yes Yes 0.0000 0.0000 

13 PR14SE
WWSW_I
1 

I1: Mean zonal compliance (MZC) No No No No No 0.0000 0.0000 

14 PR14SE
WWSW_
J1 

J1: Number of breaches of abstraction licences, discharge consents 
and environmental permits 

Yes No No Yes Yes 
Reputational 

ODI 
Reputational 

ODI 

15 PR14SE
WWSW_
J2 

J2: Number of pollution incidents (category 1-2) Yes No No Yes Yes 
Reputational 

ODI 
Reputational 

ODI 
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No. 

 

ID 

(eg W-

A1) 

Performance commitment 

2015-16 
 

PCL 

met?1 

2016-17 
 

PCL met? 

2017-18 
 

PCL met? 

 

2018-19 
 

PCL met? 

(forecast) 

 

2019-20 
 

PCL met? 

(forecast) 

Cumulative ODI 

(outperformance payments 

or underperformance 

penalties) 

£m to 4 decimal places 

2012-13 prices, net of tax 

15/16-17/18 

Actual 

18/19-19/20 

Forecast 

16 PR14SE
WWSW_
K1 

K1: Number of breaches of health and safety regulations, as defined 
by the Health and Safety Executive 

Yes Yes Yes Yes Yes 
Reputational 

ODI 
Reputational 

ODI 

17 PR14SE
WWSW_
L1 

L1: Number of breaches of National Security obligations (Security 
and Emergency Measures Direction) 

Yes Yes Yes Yes Yes 
Reputational 

ODI 
Reputational 

ODI 

18 PR14SE
WWSW_
M1 

M1: Number of compliance breaches with statutory obligations and 
licence conditions, not already reported in performance on 
outcomes I through to K 

Yes No Yes Yes Yes 
Reputational 

ODI 
Reputational 

ODI 

19 PR14SE
WWSW_
N1 

N1: Discolouration contacts No No No No Yes -0.3576 -0.1788 

20 PR14SE
WWSW_
N2 

N2: Above ground asset performance assessment Yes Yes Yes Yes Yes 0.0000 0.0000 

21 PR14SE
WWSW_
N3 

N3: Number of company sites at risk of flooding N/A N/A N/A N/A Yes 
Reputational 

ODI 
Reputational 

ODI 

22 PR14SE
WWSW_
N4 

N4: Water mains bursts Yes No No Yes Yes 0.0000 0.0000 
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No. 

 

ID 

(eg W-

A1) 

Performance commitment 

2015-16 
 

PCL 

met?1 

2016-17 
 

PCL met? 

2017-18 
 

PCL met? 

 

2018-19 
 

PCL met? 

(forecast) 

 

2019-20 
 

PCL met? 

(forecast) 

Cumulative ODI 

(outperformance payments 

or underperformance 

penalties) 

£m to 4 decimal places 

2012-13 prices, net of tax 

15/16-17/18 

Actual 

18/19-19/20 

Forecast 

23 PR14SE
WWSW_
O1 

O1: Kg of carbon emissions per customer per year N/A N/A N/A N/A Yes 
Reputational 

ODI 
Reputational 

ODI 

24 PR14SE
WWSW_
O2 

O2: We will monitor our abstractions at low flows at environmentally 
sensitive sites (in line with AIM) 

N/A Yes Yes Yes Yes 
Reputational 

ODI 
Reputational 

ODI 

25 PR14SE
WHHR_A
1 

A1: Customer satisfaction - appearance of water No No No Yes Yes 0.0000 0.0000 

26 PR14SE
WHHR_B
1 

B1: Customer satisfaction - taste and odour of water No No No Yes Yes 0.0000 0.0000 

27 PR14SE
WHHR_C
1 

C1: Customer satisfaction - level of leakage No No No No Yes -0.0220 0.0000 

28 PR14SE
WHHR_D
1 

D1: Customer satisfaction - direct interaction experience No No No Yes Yes -0.0133 0.0000 

29 PR14SE
WHHR_E
1 

E1: Customer satisfaction - bills are value for money and affordable N/A N/A N/A No Yes 
Reputational 

ODI 
Reputational 

ODI 

30 PR14SE
WHHR_F
1 

F1: Customer satisfaction - water supply is of sufficient pressure No No No N/A No -0.0080 0.0000 
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No. 

 

ID 

(eg W-

A1) 

Performance commitment 

2015-16 
 

PCL 

met?1 

2016-17 
 

PCL met? 

2017-18 
 

PCL met? 

 

2018-19 
 

PCL met? 

(forecast) 

 

2019-20 
 

PCL met? 

(forecast) 

Cumulative ODI 

(outperformance payments 

or underperformance 

penalties) 

£m to 4 decimal places 

2012-13 prices, net of tax 

15/16-17/18 

Actual 

18/19-19/20 

Forecast 

31 PR14SE
WHHR_
G1 

G1: Customer satisfaction - frequency and duration of supply 
interruptions 

No No No No Yes 0.0000 0.0000 

32 PR14SE
WHHR_H
1 

H1: Customer satisfaction - frequency of water use restrictions Yes Yes Yes Yes Yes 0.0097 0.0097 

Total cumulative financial ODI -1.2406 0.6474 

 

Table 4.2: PR14 Service Incentive Mechanism (SIM) Performance  

SIM Performance 2015-16 2016-17 

 

2017-18 

 

Total annual SIM score (out of 100) 82 85 86 
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Appendix 5: PR19 proposed performance commitments  

Table 5.1: Common Performance Commitments 

No. Common performance commitment2 

 

ID (eg W-

A1) 

2019-20 

forecast 

performance level 

(where relevant) 

2024-25 

proposed 

performance 

commitment level 

ODI type 

In period / 

end of period 

ODI 

2019-20 to 

2024-25 

% change 

(leakage and PCC 

PCs) 

1 Water quality compliance – the DWI’s 

Compliance Risk Index (CRI), a score 
greater than or equal to zero, where zero is 
least risk 

A.1 0 0 Under 
performance 

payments 

In period  

2 Water supply interruptions – average 
supply interruption greater than 3 hours 
(minutes per property) 

B.1 10 4 Out and under 
performance 

payments 

In period 

3 Mains bursts – number of water mains 
bursts per 1,000 kilometres of total length 
of mains 

B.2 183 183 Under 
performance 

payments 

In period 

                                            

 

2 This table includes all PR19 common performance commitments with the exception of C-Mex and D-Mex, as the design of these is different.  
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No. Common performance commitment2 

 

ID (eg W-

A1) 

2019-20 

forecast 

performance level 

(where relevant) 

2024-25 

proposed 

performance 

commitment level 

ODI type 

In period / 

end of period 

ODI 

2019-20 to 

2024-25 

% change 

(leakage and PCC 

PCs) 

4 Unplanned outage – proportion of 
unplanned outage of the total company 
production capacity (%) 

B.3 N/A 4.6% Reputational 
incentive only 

In period 

5 Leakage – megalitres per day (Ml/d), 
three-year average– based on PR14 
methodology. 

D.1 87.5 79.1 Out and under 
performance 

payments 

In period 9.6% 

6 Per capita consumption – average 
amount of water used by each person that 
lives in a household property (litres per 
person per day), three-year average  

E.1 149.7 140.3 Out and under 
performance 

payments 

In period 6.3% 

7 Risk of severe restrictions in a drought 
– percentage of the population the 
company serves that would experience 
severe supply restrictions (e.g. standpipes 
or rota cuts) in a 1-in-200 year drought 

G.1 0 0 Under 
performance 

only 

In period  

8 Treatment works compliance – % 

compliance with environmental permits at 
water and wastewater treatment works 
(EA’s Environmental Performance 
Assessment definition) 

N/A N/A N/A N/A N/A 

9 Internal sewer flooding – number of 

incidents per year (sewerage companies 
only) 

N/A N/A N/A N/A N/A 
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No. Common performance commitment2 

 

ID (eg W-

A1) 

2019-20 

forecast 

performance level 

(where relevant) 

2024-25 

proposed 

performance 

commitment level 

ODI type 

In period / 

end of period 

ODI 

2019-20 to 

2024-25 

% change 

(leakage and PCC 

PCs) 

10 Sewer collapses – number per 1,000 

kilometres of sewer (sewerage companies 
only) 

N/A N/A N/A N/A N/A 

11 Pollution incidents – category 1-3 
pollution incidents per 1,000km of 
sewerage network, as reported to the 
Environment Agency and Natural 
Resources Wales (sewerage companies 
only) 

N/A N/A N/A N/A N/A 

12 Risk of sewer flooding in a storm – 
percentage of population at risk of sewer 
flooding in a 1-in-50 year storm (sewerage 
companies only) 

N/A N/A N/A N/A N/A 
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Appendix 6: Expenditure  

Table 6.1: Totex 

Total expenditure 

 

Price Base PR14 final 

determination 

2015-2020 

Proposed for 

PR19  

2020-2025 

Water network plus (£m) 2017-18 FYA (CPIH 
deflated) 

914.525 
830.987 

Water resources (£m) 2017-18 FYA (CPIH 
deflated) 

129.959 

Wastewater network plus (£m) 2017-18 FYA (CPIH 
deflated) 

N/A N/A 

Bio resources (£m) 2017-18 FYA (CPIH 
deflated) 

N/A 

Residential retail costs Outturn (nominal 
prices) 98.520 86.775 

Table 6.2: Direct Procurement for Customers (DPC) proposals 

No.  Project name  Total project cost (£m) 

2019-20 to 2049-50  

2017-18 FYA (CPIH deflated) 

0 N/A 0 

0 N/A 0 
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Appendix 7: Trust, confidence and assurance 

Our Board is structured and managed to ensure that it is effective and complies with 

the highest standards of corporate governance.  

The level of Board engagement for this price review process has meant it not only 

has full ownership of the deliverables in our plan, but has shaped the long-term 

strategic direction of our businesses. For example, we have: 

 created sub-groups of the Board for this price review process to allow greater 

scrutiny and in-depth examination on all aspects of our plan 

 developed a specific Board engagement programme so members could gain 
a greater depth of insight from our customers and stakeholders and about 

their satisfaction with our services  

The Board as a whole has actively scrutinised and challenged the options and 

assumptions in our plan to ensure that: 

 It is based on a comprehensive and robust investment programme including 

challenging efficiency assumptions to minimise the impact on customers’ bills  

 our resilience in the round approach covers all aspects of corporate, financial 

and operational issues – but with the addition of our innovative resilient 

customer concept  

 we have undertaken extensive research with our customers and stakeholders 

to understand their priorities, needs and expectations; and explored with them 

what attributes and activities they consider represent what a responsible 

business is. This has resulted in a suite of 35 challenging performance 

commitments and 10 specific responsible business measures that have the 

potential to create a step change in trust for the sector  

 we have a comprehensive assurance programme that clearly demonstrates 

the evidence the Board has used to make its decisions and be able to 

approve the required Board assurance statements    

Our business plan assurance framework ensures the same level of governance, 

assurance and scrutiny as we use for our Company Monitoring Framework (CMF), 

for which we have achieved self-assured status.  
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The strong foundations provided by our CMF have been enhanced to ensure our 

plan address the requirements of our customers, stakeholders and regulators. We 

also used our CMF to demonstrate how our Board provides strong governance, 

assurance and approval of our plan; how it has challenged the management team to 

stretch our performance commitments for this plan; and what evidence it has used to 

decide that this plan is our most ambitious to date. 

 


