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Purpose  

The following appendix provides additional information for how we have developed 

our Outcomes package and should be read in conjunction with the main business 

plan document. Additional detail is given in the commentary accompanying the 

data tables. The document sets out the general principles of how we have 

approached Outcomes, before outlining each performance commitment in turn. 

Setting stretching targets 

We have followed the Final Methodology steps for determining performance 

improvements and have ensured we have challenged ourselves to deliver stretching 

performance from Base expenditure.  We have considered: 

• Performance commitment levels set at PR19 

• Historical outturn performance at an individual company and sector level 

• Historical expenditure included in the base expenditure models  

• Company forecasts of performance levels that can be delivered from base 

expenditure 

• Performance levels of efficient companies 

• The opportunity for transformational performance improvements 

We have reviewed our performance levels against efficient companies across the 

industry using 2022 – 23 data.  

Performance plans 

Detailed plans for each performance commitments have been developed, 

matching incremental activity and expenditure with performance improvements. 

These plans, as well as the associated targets, have been reviewed and assured as 

part of our Board assurance statements. 

The following diagram sets out the process for the development of our performance 

commitments: 

 

In developing our performance commitments, we have been mindful of Ofwat 

request for: “… companies to provide more substantive evidence than what was 

provided in responses to our request for evidence on the influence of enhancement 
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expenditure on historical performance. For example, we expect companies to detail 

how they have calculated the benefits delivered from their future investment 

including any assumptions made”1. 

Individual business cases have been developed for each of the enhancement lines 

with details of costs and benefits described. The benefits of these enhancement 

schemes are summarised for each PC in this appendix. 

Ambition levels 

We have challenged ourselves to be ambitious in the performance commitments 

we have set for 2025 to 2030 and aspire to become an industry leading performer 

over the course of the period.   

We have reviewed industry performance where available to forecast the future 

performance trends and set out target our performance levels accordingly. We 

have inferred as far as possible quartile positions using Annual Performance Report 

data. We recognise there is uncertainty around these estimates, particularly for 

measures that are affected by weather events, so have focussed on overall industry 

trends over as long a time series as possible. 

We have reviewed companies’ performance where transformations in delivery have 

been achieved and to set our aspirations to match or outperform those step 

changes.  

 

P90/10 positions 

For all relevant performance commitments, we have used a process to develop our 

expected performance range and calculate the P10 and P90 positions over time.  

• P90 is our estimation of performance in a 1 in 10 good year 

• P10 is our estimation of performance in a 1 in 10 bad year 

We have maintained a common methodology in creating these positions; however, 

due to the availability of data, we have had to adapt our approach for some 

performance commitments. We have looked to use multiple sources of data to give 

the fullest picture performance, with our primary source the published industry 

Annual Performance Review (APR) data.  

Performance 

Commitments 

Historic data available Our Methodology 

• Mains Repairs 

• Unplanned 

Outage 

• CRI 

• Water supply 

interruptions 

• Minimum of four 

years of historic 

industry data 

• Using APR data, collate all 

company’s submissions into year 

on year performance 

• Determine 10th and 90th percentile 

positions, as well as mean 

average position 

 
1 IN 23/07 Assessing the influence of enhancement expenditure on historical performance 

trends for PR24 
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• Customer 

contacts about 

water quality 

• Leakage 

• Per capita 

consumption 

• AIM 

• Review shape of the trend that 

this analysis has delivered, and 

determine best fit line for each  

• Extend best fit lines over the 

period from latest APR data until 

2030 

• Overlay our own performance 

over this time period, and our 

forecasts for the remainder of 

AMP7 and AMP8 

• Review the outputs and use 

expert judgement to adapt to fit 

realistic performance levels 

• Operational GHG 

emissions 

• Discharge permit 

compliance 

• Serious pollution 

incidents 

• Average time 

customers 

experience low 

pressure 

• Fewer than four years 

historic industry data 

• Using APR data, collate all 

company’s submissions into year-

on-year performance 

• Where relevant, included 

quarterly data to expand number 

of data points available 

• Created trendlines of 

performance based on 10th and 

90thpercentiles 

• Use expert judgement to adapt to 

fit realistic performance levels 

• Biodiversity 

• Business demand 

• Whole life carbon 

• No historic industry 

data 

• Reviewed existing data sets to find 

similar or surrogate measures 

where possible 

• Created detailed delivery plans 

and expected levels of 

performance 

• Used top down approach based 

on expert judgement 

 

An example of this would be with our Mains repairs performance, shown below. Our 

P90 year was 2021/22 where we achieved 100.2 repairs per 100km of mains, whereas 

our P10 year was 2016/17 where we achieved 185 repairs per 100km of mains. As we 

expect to improve performance over time, we have put a stretch on both positions 

to give 2025/26 forecasts of P90: 99.6 and P10: 81.4 per 100km of mains. With 

improving performance these both move downwards throughout 2025-30. We have 

used this forecast for our RoRE analysis. 
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Incentive rates / marginal benefits 

We have followed Ofwat’s guidance for setting of ODI rates for our bespoke 

performance commitments, using customer valuations to inform the rates where 

possible.  

For whole life carbon, as the measure will be in tonnes of CO2, it is reasonable to 

maintain parity with the common PC for GHG emissions. Therefore, we will use the 

tonnes of CO2e that Ofwat derive for operational GHG emissions for water. We have 

used a top down methodology as described in Appendix AFW18 – Bespoke 

Performance Commitments. 

We note that the collaborative customer research for the majority of performance 

commitments as described in the Final Methodology was not used for setting of the 
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common marginal benefit rates and instead a top-down approach was used. This 

leads to a disconnect between our performance incentives and the Ofwat 

customer valuations. We have adopted the Ofwat marginal benefit estimates and 

sharing rate to maintain compliance with the methodology.  

We have included the marginal benefits and sharing factors submitted in our 

business plan, including the variation from any existing rate for comparison. In all 

cases the incentive rate has increased from the level currently set introducing a 

higher level of risk and reward potential than previously seen. 

What customers want 

We have completed detailed customer research, as laid out in our What Customers 

and Stakeholders Want chapter in our business plan and accompanying 

appendices AFW04 and AFW05 . We have used this research to inform our plans and 

support setting our targets. We have included snap shots of our customer research 

for relevant performance commitments, to show line of sight between customers 

and stakeholders views and our plans.  

We have also engaged with our Independent Challenge Group (ICG) who have 

provided valuable insight and challenge to our performance plans.  

Deliverability and our track record 

In developing our stretching performance commitments, we have been careful to 

ensure they are supported by credible and robust delivery plans. We have included 

our delivery plans in the ‘Performance plans’ sections for each performance 

commitment, and we have also reflected on our current performance and delivery. 

For each performance commitment we have looked at areas where we have 

delivered successfully and areas that need further work to deliver the expected 

performance of our plan. Details of our deliverability challenge can be found in our 

business plan and the associated appendix (AFW32). 
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Performance commitments 

Leakage 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 Our PCL for 2024/25 was a 20% reduction from the 

2019/20 baseline and we are on track to achieve 

this. We have used our WRMP profile to continue 

this trend and deliver the majority of our 2050 

commitment of a 50% reduction by 2030. 

Historical outturn performance at an 

individual company and sector level 

Having delivered the largest % reduction of any 

water company during AMP6 we have delivered 

further significant reductions of over 15% between 

2020-23 which has been the largest reduction 

from across the industry so far in AMP7 

demonstrating we are already stretching our 

leakage performance. 

Historical expenditure included in the 

base expenditure models at PR24 

We have used base expenditure to deliver 

improvements to date and we will continue to 

deliver stretching performance from base. 

However, as our volume of leakage reduces, 

additional interventions are required to make 

step changes in performance. Where there are 

leakage benefits derived from enhancement 

schemes, the schemes are named below in the 

performance plans with details of the relevant 

business case.  

Company forecasts of performance 

levels that can be delivered from base 

expenditure 

Performance levels of efficient 

companies 

We have delivered the highest percentage 

reduction from baseline in the industry and 

significantly higher than the three efficient 

companies. Our plan will continue that stretch on 

performance. 

The opportunity for transformational 

performance improvements 

We have identified interventions to deliver 

transformational performance improvement, for 

example, our network calming programme is set 

to deliver significant leakage benefit across 2025-

30. 

 

In the last price review determination we did not have any enhancement schemes 

related to leakage and therefore all performance improvement has been delivered 

through base expenditure. 
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What customers want 

 

 

Performance plan 

We have developed performance plans for this performance commitment with 

quantified benefits referenced to relevant business cases. These plans have 

supported the bottom-up development of our performance targets. 

Improvement Initiative Description 
Business 

Case 

Base / 

Enhancement  

Benefit 

(Ml/d) 

Additional Routine field leak identification and 

detection 
Leakage Base 7.24 

Customer Side Leakage Support - Provision of 

free supply pipe repairs for customers who 

have leaks on their supply pipes 

Leakage Base 4.65 

Increased awareness time of continuous flow 

alarms from daily alarm data.  

Smart 

metering 
Enhancement 1.82 

Increased coverage of pressure management 

and smart controls on existing schemes 

Network 

calming 

Enhancement 3.40 

Base 5.29 

 

Ambition 

Our leakage reduction performance to March 2023 is by far the largest in the 

industry demonstrating we can deliver a stretching target. We have used this 

learning to develop our delivery plan for 2025-30. 
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We have also reviewed our leakage plans in the context of our long term 50% 

reduction target:

 

 

Our trajectory forecasts us to retain upper quartile performance throughout 2025-30. 
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P90/P10 

 

 

 

Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Leakage (Ml/d) 0.133 -0.16 0.365 

 

Per capita consumption 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 The PCL for 2024/25 is a 12.5% reduction 

from 2019/20. This has proven extremely 

challenging, primarily due to the changing 

behaviours of customers as a result of 

Covid-19.  

Historical outturn performance at an 

individual company and sector level 

The majority of the sector has experienced 

similar challenges in reducing PCC, with no 

companies achieving the target in 2022/23. 

Our 2025-30 targets will be to reduce PCC 

considerably and meet our requirements for 

our WRMP. 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 24.3% 27.1% 29.9% 32.5% 34.1%

PCL 22% 25% 27% 30% 32%

P10 19.8% 22.6% 25.4% 28.0% 29.6%
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Historical expenditure included in the base 

expenditure models at PR24 

We are planning on delivering improvement 

through the continuation of our save our 

streams campaign and increasing home 

water efficiency checks. Our smart 

metering programme is a step change for 

our performance and will be deliver the 

majority of our PCC benefit. All 

performance improvement is planned 

through enhancement expenditure.  

Company forecasts of performance levels 

that can be delivered from base 

expenditure 

Performance levels of efficient companies Our l/p/d performance is very similar to PRT 

although behind the other two efficient 

companies. Our forecasts are to make 

reductions from our current position to 

maintain our position amongst efficient 

companies. Our % change up to 2022/23 

was significantly better than SSC and PRT. 

The opportunity for transformational 

performance improvements 

We are forecasting the installation of smart 

meters in 2025-30 aligned with our award 

winning save our streams campaign will 

deliver a transformational change to our 

PCC performance. 

 

At PR19, £62.7m was allocated for supply and demand side enhancement. We are 

on track to deliver our programme, however over this same time period our PCC has 

increased – primarily due to the impact of Covid on customer behaviour, but also 

due to the increasing frequency of dry weather.  

We have not reported any benefit from our enhancement expenditure for PCC as 

this is a particularly complex area, with multiple and differing factors affecting 

outturn PCC performance: 

- The enduring effects of Covid-19; 

- The impact of increasing ‘dry’ weather years; 

- The delays to the metering programme as a result of Covid-19, and 

relatedly; 

- The recognised ‘lag’ in the PCC reduction benefit after meters are 

installed (which may be linked to the timing and frequency of 

customers receiving bills after meter installations). 

We are continuing to investigate the enduring effects of Covid-19 on water 

consumption behaviour, and as outlined in the Past Performance Appendix 

(AFW02), we will provide this evidence to Ofwat in due course.  

We note that while the WRMP recognises different expectations for PCC during 

‘normal’ weather years and ‘dry’ weather years (where customers consistently use 

significantly more water), this recognition has not been applied by Ofwat. We would 

encourage further investigation and consideration of this in the application of PCC 

targets at draft Determination and Final Determination. 
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What customers want 

 

 

 

Performance plan 

We have developed performance plans for this performance commitment with 

quantified benefits referenced to business cases where relevant. These plans have 

supported the bottom up development of our performance targets. Benefits have 

been calculated for individual lines through the WRMP process. 
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Improvement Initiative Description 
Business Case Base / 

Enhancement  

PR24 Submission 

(Ml/d) 

Smart Metering Programme (inc. 

SOS) 
Smart metering Enhancement 17.9 

Accelerating customer comms to 

enable more effective behavioural 

change. 

Opex Enhancement 4.8 

76,800 Home Water Efficiency 

Checks in AMP8, based on the 

current saving of 32 litres per visit 

Opex Enhancement 2.1 

Wastage Reduction - company 

repairs - based on increased smart 

meter coverage 

Opex Enhancement 0.87 

 

In addition to these investment plans, we are also embarking on innovative tariff 

trials to help support the twin purpose of reducing water consumption and also 

affordability support. We have launched ‘WaterSave’, our rising block tariff trial, in 

October 2023 to increase the financial incentives for customers to reduce their water 

use, particularly where they have been identified as exceptionally high users. If the 

tariff trial is successful in achieving these aims, we will look to roll it out more widely to 

our customer base throughout 2025-230. Further details can be found on our 

website2. 

Ambition 

We recognise the challenge both ourselves and rest of the industry face with 

delivering PCC with all but one company having an increased PCC against the 2020 

baseline by 2022/23.  

Our trajectory for reductions is forecast to be in the median of the industry. 

 
2 

https://www.affinitywater.co.uk/billing/watersavetariff#:~:text=We%20expect%20that%202%2

0out,be%20selected%20for%20the%20trial.  

https://www.affinitywater.co.uk/billing/watersavetariff#:~:text=We%20expect%20that%202%20out,be%20selected%20for%20the%20trial
https://www.affinitywater.co.uk/billing/watersavetariff#:~:text=We%20expect%20that%202%20out,be%20selected%20for%20the%20trial
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P90/P10 

 

Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

PCC (l/h/d) 0.273 -0.289 1.412 

 

  

2025-26 2026-27 2027-28 2028-29 2029-30

P90 12.7% 14.9% 15.8% 16.5% 17.2%

PCL 11.7% 13.9% 14.8% 15.5% 16.2%

P10 5.0% 6.0% 7.0% 8.0% 9.0%
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Business demand 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 n/a 

Historical outturn performance at an 

individual company and sector level 

n/a 

Historical expenditure included in the base 

expenditure models at PR24 

n/a 

Company forecasts of performance levels 

that can be delivered from base 

expenditure 

We are forecasting to achieve the defined 

benefits from enhancement investments for 

Business Demand in line with our WRMP. We 

are also undertaking activities from base 

expenditure including behaviour change 

programmes; however, we have no 

evidence of quantifiable benefit for non-

household customers from these activities so 

have not attributed any at this stage. We 

will improve this evidence base as we 

deliver the schemes. 

Performance levels of efficient companies n/a 

The opportunity for transformational 

performance improvements 

Business demand is a new performance 

commitment. We will be implementing our 

smart metering programme across business 

customers as well and have attributed 

benefit to this measure accordingly. 

 

Performance plan 

We have developed performance plans for this PC with quantified benefits 

referenced to business cases where relevant. These plans have supported the 

bottom up development of our performance targets. 

Improvement Initiative Description 
Business 

Case 

Base / 

Enhancement  

PR24 Submission 

(Ml/d) 

Business water efficiency interventions 

(200 institutions) 

Smart 

metering 

Enhancement 
2 

To undertake water efficiency activity 

within schools to reduce water wastage 

and to educate pupils on water 

efficiency. Pupils understanding water 

wastage/efficiency can help with the 

education to parents as part of our 

domestic water efficiency activity, 

Opex Base 

None articulated 

Market Platform development Opex Base None articulated 
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NHH demand reduction programme 

(WRMP) 

Opex Base 
None articulated 

NHH metering and behaviour change Opex Base None articulated 

 

Ambition 

With no industry reporting on Business Demand at present, we have followed our 

WRMP for setting our ambition for this metric. 

P90/P10 

 

Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Business Demand (Ml/d) n/a n/a 0.365 

 

Biodiversity 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 n/a 

Historical outturn performance at an 

individual company and sector level 

n/a 

Historical expenditure included in the base 

expenditure models at PR24 

n/a 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 13.3% 13.0% 13.0% 13.0% 13.0%

PCL 11.3% 11.0% 11.0% 11.0% 11.0%

P10 9.3% 9.0% 9.0% 9.0% 9.0%
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Company forecasts of performance levels 

that can be delivered from base 

expenditure 

Our investment in biodiversity comes from 

our enhancement programme as part of 

our WINEP investments. Base expenditure 

will be used to monitor and report 

improvements. 

Performance levels of efficient companies n/a 

The opportunity for transformational 

performance improvements 

We have an ambitious plan for our WINEP 

including significant programmes for 

improving biodiversity. We forecast taking 

significant steps towards  increases in the 

biodiversity value of our land. 

 

What customers want 

 

Performance plan 

We have developed performance plans for this PC with quantified benefits 

referenced to relevant business cases. These plans have supported the bottom up 

development of our performance targets. 

To determine the benefit from investments, we have used the average costs of 

creating one unit (which is assumed to be approximately £20,000, as suggested in 

the Defra Consultation on Biodiversity Net Gain Regulations and Implementation) to 

calculate how many units we would be able to achieve over the AMP with the 

activity plan budget. 

 

 

 

 

https://democracy.cambridge.gov.uk/documents/s58981/Consultation%20on%20Biodiversity%20Net%20Gain%20Regulations%20and%20Implementation.pdf
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Improvement Initiative Description 

Business 

Case 

Base / 

Enhancement  

Benefit 

(Biodiversity 

Units) 

Enhance habitat for pollinators and NERC41 

habitats and species through delivery of 

AMP7 pollinator management plans, linking to 

National Pollinator Strategy, and NERC41 site 

enhancement plans. 

Biodiversity 

WINEP 

 

Enhancement 

 
63 

Investigation and implementation of methods 

to maintain and enhance Springwell 

reedbed. 

Biodiversity 

WINEP 
Enhancement 2 

Enhance woodland and hedgerow habitat in 

the supply area through the planting of trees 

and whips. 

Biodiversity 

WINEP 
Enhancement 25 

Work with partners to enhance NERC41 

habitats and connectivity to increase the 

abundance of priority species and habitats 

on Affinity Water sites and surrounding 

countryside. 

Biodiversity 

WINEP 
Enhancement 32 

 

Ambition 

With no reporting and no baseline available for biodiversity, setting comparative 

ambition level is challenging. Our ambition comes from our WINEP programme and 

represents a step change in our biodiversity delivery. We have used industry 

standard rates to calculate the biodiversity units we expect to deliver. 2025-30 will be 

the first time we are quantifying the benefits of our biodiversity interventions and we 

see this as part of a long term commitment to the environment. 

P90/P10 

 

 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 1.10 2.00 2.90

PCL 0.90 1.80 2.70

P10 0.70 1.60 2.50
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Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Biodiversity n/a n/a  To be confirmed 

 

 

Operational greenhouse gas emissions (water) 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 n/a 

Historical outturn performance at an 

individual company and sector level 

Using APR data, on a location based kg of 

CO2e/Ml, we perform better than two of 

the three efficient companies (SWB and 

SSC). With significant upward pressure from 

our WINEP and WRMP programmes, our 

interventions will look to maintain a stable 

position. 

Historical expenditure included in the base 

expenditure models at PR24 

n/a 

Company forecasts of performance levels 

that can be delivered from base 

expenditure 

We will deliver the majority of benefit 

through base expenditure for this PC and 

will build on our current delivery of energy 

efficiency and renewable power.  

Performance levels of efficient companies n/a 

The opportunity for transformational 

performance improvements 

We are delivering transformational change 

in this area by moving our diesel fleet of 

vehicles to electric. This is a significant step 

in reducing our GHG emissions and 

sustaining those savings in the long term. 
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What customers want 

 

 

Performance plan 

We have developed performance plans for this performance commitment with 

quantified benefits referenced to relevant business cases. These plans have 

supported the bottom up development of our performance targets. Estimates for 

benefits for enhancement schemes can be found in the relevant business case. 

Other benefits have been derived through bottom up calculations which have 

undergone third party assurance.  

Improvement Initiative Description 
Business Case Base / 

Enhancement  

Benefit 

(TCO2e) 

Energy Efficiency Assets - Pump 

Replacement 
Energy 

Base 

1,254 
Energy Efficiency Assets - Testing and 

Monitoring 
Energy 

Base 

Installation of Solar Panels Energy Base 761 

Replace small and medium livered fleet 

vehicles with EV alternatives and provision 

of charging infrastructure 

EV Enhancement 1,920 

Restrict generator use to only resilience 

power & replace diesel with HVO 
Energy Base 989 

Verification of carbon benefits from nature 

based solutions 
WINEP Enhancement 760 

 

Ambition 

We are expecting significant upward pressure on our operational GHG emissions as 

we change our operating philosophy to reduce chalk steam abstraction and 

introduce new treatment processes and pumping stations. This is recognised in the 
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upward trajectory of the overall measure despite our energy efficiency and EV 

programmes. 

Our starting point for this measure is strong, currently 6th in the industry and 

significantly ahead of 2 of the 3 efficient companies. 

 

However, this measure misses a key aspect of the potential performance of a 

company, namely the pumping head. For energy, the primary measure of efficiency 

is kWh per Ml per m lift. On this measure we can compare with other companies in 

the industry. We improved our performance by 10% from 2022/22 and outperformed 

all of the efficient companies (PRT, SWB and SSC). 
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P90/P10 

 

Incentive rates / Caps / Collars 

As no rates have been received from Ofwat for GHG emissions, we have adopted 

the UK government rate for tonnes of carbon for use in business cases. 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

GHG (Tonnes of CO2e per Ml) n/a n/a  To be confirmed 

 

 

Discharge permit compliance 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 n/a 

Historical outturn performance at an 

individual company and sector level 

We are forecasting 100% compliance in line 

with final methodology guidance 

Historical expenditure included in the base 

expenditure models at PR24 

n/a 

Company forecasts of performance levels 

that can be delivered from base 

expenditure 

All performance will be derived from base 

expenditure 

Performance levels of efficient companies n/a 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 49930.083 48668.823 48673.998 50837.859 50273.379

PCL 55477.87 54076.47 54082.22 56486.51 55859.31

P90 61025.657 59484.117 59490.442 62135.161 61445.241
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The opportunity for transformational 

performance improvements 

n/a 

 

Performance plan 

We are not proposing specific capital investment for discharge permit compliance 

as our existing controls allow us to effectively maintain compliance. 

  

We will be investing in training and awareness programmes for our employees to 

improve our operational activity in this area. We will also be reviewing and 

strengthening our governance and reporting of this measure ahead of the start of 

2025. 

 

Ambition 

Our ambition will be to achieve 100% compliance for this measure in line with the 

final methodology. 

P90/P10 

 

Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Discharge Permit Compliance n/a n/a 0.168 

 

Serious pollution incidents 

Setting stretching targets 

 

 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 100% 100% 100% 100% 100%

PCL 100% 100% 100% 100% 100%

P10 91% 91% 91% 91% 91%

86%

88%

90%

92%

94%

96%

98%

100%

102%

Discharge Permit Compliance
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Final Methodology Guidance How we have set our targets 

PCLs set at PR19 n/a 

Historical outturn performance at an 

individual company and sector level 

We are forecasting 0 incidents in line with 

final methodology guidance 

Historical expenditure included in the base 

expenditure models at PR24 

All performance will be derived from base 

expenditure 

Company forecasts of performance levels 

that can be delivered from base 

expenditure 

Performance levels of efficient companies We perform well in comparison to efficient 

companies  

The opportunity for transformational 

performance improvements 

n/a 

 

Performance plan 

We are not proposing specific capital investment for discharge permit compliance 

as our existing controls allow us to effectively maintain compliance. 

  

We will be investing in training and awareness programmes for our employees to 

improve our operational activity in this area. We will also be reviewing and 

strengthening our governance and reporting of this measure ahead of the start of 

2025. 

 

We recognise that the most likely cause of pollution incidents will be from mains 

bursts. We are reviewing our approach  to dealing with large bursts and how to 

minimise the environmental impact of such these events.  

 

Ambition 

Our ambition will be to have 0 serious pollution incidents. 
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Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Serious Pollution Incidents n/a n/a 1.363 

 

Mains repairs 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 We are using the PR19 target as our 

baseline for performance in 2025-30. We are 

forecasting improving performance year on 

year from this point.  

Historical outturn performance at an 

individual company and sector level 

Given the volatility associated with mains 

repairs, forecasting accurate year on year 

performance is challenging. However, we 

are looking to achieve performance near 

upper quartile through 2025-30.  

Historical expenditure included in the base 

expenditure models at PR24 

Mains repairs by the nature experiences 

upward pressure as asset age and extreme 

weather events become more frequent. We 

are delivering the majority of our benefit 

from base expenditure. We are 

supplementing this with our enhancement 

Company forecasts of performance levels 

that can be delivered from base 

expenditure 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 0 0 0 0 0

PCL 0 0 0 0 0

P10 2 2 2 2 2
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Serious Pollution Incidents



 

28 

scheme to deliver our Network Calming 

programme and a reduction in repairs. 

Performance levels of efficient companies Our performance has been very similar to 

efficient companies in the last 3 years. We 

are forecasting improving performance 

throughout 2025-30 

The opportunity for transformational 

performance improvements 

Our ambitious network calming programme 

will deliver a transformational performance 

improvement. We anticipate an 8% 

improvement on our current performance 

through this programme. 

 

What customers want 

 

Performance plan 

We have developed performance plans for this PC with quantified benefits 

referenced to business cases where relevant. These plans have supported the 

bottom up development of our performance targets. Benefits estimates for network 

calming can be found in the business case contained in Appendix AFW13 (Base 

Costs). The base expenditure items will deliver benefit, however, it is extremely 

difficult to quantify these given the nature of the measure. In line with our asset 

management investment planning and modelling approach outlined in Appendix 

AFW08 (Investment Planning Process), these investments halt the deterioration of  

mains repairs, whilst the enhancement case will deliver the improvement elements 

of performance. 
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Improvement Initiative Description 
Business 

Case 

Base / 

Enhancement  

Benefit (No. of 

Repairs) 

 Valve operations & transient 

pressure/hydraulics training 
Opex 

Base 

49 

Licence to Control & Competent 

Operator 
Capex 

Base 

Network MOTs  Opex Base 

Root Cause and Hot Spots - hydraulic 

experts 
Capex 

Base 

TM & DM Mains Renewals Capex Base 

TM Maintenance Opex Base 

Burst Model Opex Base 

SA/Digital Twin Live Opex Base 

Network Calming 
Network 

calming 

Enhancement 10 

Base 73 

 

Ambition 

We have seen significant volatility in the mains repairs measure, due to extreme 

weather conditions from the ‘freeze-thaw’ event in December 2022. Our plan will 

bring our performance back in line with upper quartile for the industry as we 

achieved in 2021/22. 

 

We see a strong correlation between extreme weather and high occurrences of 

mains repairs. Each of the extreme weather periods in recent years have caused a 

high volume of main repairs. Due to effects of climate change, the frequency of 

extreme weather events is likely to increase, and therefore the volatility of Mains 

Repairs. Accounting for this uncertainty, we will continually improve our 

performance year on year and target the upper quartile of the industry. 
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We note that every company deteriorated in performance between the benign 

weather year of 2021/22 and 2022/23 giving further evidence that weather is the 

critical factor in relative performance. 
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P90/P10 

 

Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Mains repairs n/a -0.113 0.148 

 

 

Unplanned outage 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 We are expecting to outperform the PR19 

PCL (when adjusted for the PR24 definition) 

for 2024/25. We have used this forecast 

position as the starting point for our 2020-25 

planning. We are estimating improving 

performance year on year. 

Historical outturn performance at an 

individual company and sector level 

We have achieved above average 

performance for the first two years of 2020-

25, we are forecasting to continue 

improving our performance and looking to 

achieve a consistent upper quartile position 

in 2025-30. 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 99.61 97.91 96.24 94.59 92.97

PCL 140 138 136 134 132

P10 181.4 181.4 181.3 181.2 181.1
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Historical expenditure included in the base 

expenditure models at PR24 

We are forecasting all performance benefit 

from base expenditure. 

Company forecasts of performance levels 

that can be delivered from base 

expenditure 

Performance levels of efficient companies We perform better on unplanned outage 

than efficient companies and we are 

forecasting performance improvement in 

2025-30 when using the PR24 definition. 

Given the companies’ respective reporting 

between PR19 and PR24 definitions, it 

appears that we have with significantly 

more raw water issues than other 

companies – therefore in absolute terms 

there may be some divergence in 

performance levels. 

The opportunity for transformational 

performance improvements 

Through our bottom up performance 

improvement planning, we did not identify 

opportunities for transformational 

performance improvement. Instead, our 

plans will focus on delivering consistent and 

sustainable organisational level 

improvements to performance.  

 

What customers want 
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Performance plan 

We have developed performance plans for this performance commitment with 

quantified benefits referenced to relevant business cases. Due to the nature of 

unplanned outage, it is challenging to identify individual activities that will deliver 

quantifiable benefit. Instead we have used our organisational based approach, as 

described in our Business Plan, to review a selection of activities which deliver a total 

benefit of the whole package. 

Improvement Initiative Description 
Benefit 

(%) 

Assets restored to available status within 24hours of failure where 

there is not a longer term issue discovered % compliance >95% 

0.4% 

Proactive maintenance  

Reactive maintenance planned to restore assets not covered in 

Restoration. 95% restored within 48hours 

Mature testing schedule in place to deliver 5% improvement in PWPC 

to inform ARM risk 

Asset Remote Reset and Condition assessment - ICA Upgrade 

Critical spares 

Apprenticeships, aging work force, recruitment and retention 

Competent Operator, Licence to Control 

Non-Infra intensive assessment (Jacobs) 

 

Ambition 

For Unplanned Outage, we have been successful in delivering our PCL in the first 

three years of 2020-25 and expect to continue this performance for the final two 

years. We are looking to deliver a continuous improvement journey from our 2024/25 

position, however at the same time, we recognise the inherent risk that is present 

with the removal of the exclusion for raw water quality if external conditions were to 

change. For example, a third party creating a pollution incident that directly affects 

the raw water quality would now result in a penalty.  

The differences between the PR19 and PR24 definitions as included in Ofwat 

published data is shown below. We have used the 0.9% difference as our average 

from the previous 5 years. 0.9% is also the average for the collective industry for this 

period. 

 Increase in unplanned outage score between PR19 and PR24 definitions 

Company 2017-18 2018-19 2019-20 2020-21 2021-22 Average 

WSX 1.0 1.6 3.7 4.1 3.4 2.7 

SSC 2.8 2.9 1.9 0.4 2.0 2.0 

NES 1.8 2.1 2.3 0.7 1.9 1.8 

TMS 3.6 3.6 0.5 0.7 0.1 1.7 

YKY 2.5 1.2 2.3 1.7 0.8 1.7 

UU 0.4 0.9 2.7 2.2 1.9 1.6 

ANH 1.0 0.9 0.9 1.0 0.6 0.9 

AFW 1.1 0.8 1.5 0.5 0.7 0.9 

BRL 0.1 1.7 2.3 0.4 0.2 0.9 

SWB 0.7 0.4 0.9 0.8 0.0 0.6 

SRN 0.4 0.3 0.2 0.2 0.1 0.3 

SEW 0.4 0.2 0.1 0.6 0.2 0.3 
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SVE -  0.0 0.1 0.2 0.5 0.2 

WSH 0.0 0.0 0.0 0.0 0.0 0.0 

HDD -  0.0 0.0 0.0 0.0 0.0 

PRT 0.0 0.0 0.0 0.0 0.0 0.0 

SES 0.0 0.0 0.0 0.0 0.0 0.0 

Average 1.1 1.0 1.1 0.8 0.7 0.9 

 

The analysis above suggests that removal of raw water quality exclusions will affect 

us to a greater extent than the majority of the industry (including 6 of the 7 best 

performing companies from 2022-23 (SWB, HDD, SES, PRT, WSH, SVE). As a result, the 

upper quartile is far less affected by the definition change, making it significantly 

more challenging to realistically achieve.  Simply put, companies are penalised due 

to factors of local geography and historical land use (the main explanators for raw 

water quality failures) rather than asset health, performance and management 

action. 

Raw water quality varies depending on the weather, in particular heavy rainfall 

causes drastic changes in raw water. We have a number of sites that experience 

raw water quality issues, which we then have to treat by blending the water with 

higher quality sources taken from other. Frequently blending is often not sufficient to 

bring the water quality up to the required standard, which then necessitates a 

reduction or cessation in flow from the affected sources. A selection of sites is given 

below: 

 

Water 

Treatment 

Works 

Configuration Raw Water Quality Issues Current Mitigation 

Iver WTW  

 

PWPC 225Mld 

Direct abstraction 

river treatment works, 

blending import from 

Thames Water 

reservoir available at 

a limited flow 

Algae, turbidity, nitrates 

 

Treatment plant unable 

to treat to acceptable 

levels if raw water quality 

parameters exceeded, 

waste recycling 

processes could also be 

overwhelmed 

Reduction of 

abstraction flow to 

treatable limits, 

introduction of 

imported blending 

water 

Clay Lane WTW  

 

PWPC 144.4Mld 

8 remote borehole 

abstraction sources 

which are pumped in 

two systems to Clay 

Lane WTW for 

treatment 

High turbidity 

 

Treatment plant unable 

to treat to acceptable 

levels if turbidity too high.  

Reduction or 

cessation of 

abstraction at 

affected sources, 

maximising other 

sources to 

compensate where 

possible 

North Mymms 

WTW  

 

PWPC: 20.6Ml/d 

4 source sites treated 

at North Mymms WTW 

High turbidity and 

bromates  

 

Reduction or 

cessation of 

abstraction at 

individual sources if 
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Treatment plant unable 

to treat to acceptable 

levels if blending ratios 

exceeded 

blending ratios 

cannot be 

maintained whilst 

maximising total 

treated water flow. 

Mill End WTW 

and Springwell 

Pumping 

Station  

 

PWPC: 17.0Ml/d 

Springwell operates as 

a remote source 

which is combined 

with boreholes at Mill 

End for treatment at 

Mill End WTW 

High turbidity 

 

Treatment plant unable 

to treat to acceptable 

levels if turbidity too high 

and blending ratio not 

able to bring to 

acceptable levels 

Reduction or 

cessation of 

abstraction at 

Springwell if 

blending ratios 

cannot be 

maintained whilst 

maximising total 

treated water flow 

 

Blending poor raw water quality with other sources inevitably increases the unit cost 

of water production, as more energy is required. As in some of the cases above, 

additional costs are also incurred from paying for water through bulk supply 

agreements with other providers, which are priced on a commercial basis. 

As with all performance commitments, there is a balance between efficient cost 

and performance delivery. For 2025-30, we expect to maintain a mid-table position 

and continue to deliver excellent service to customers with no anticipated 

interruption to their supply and a continued improvement to asset health. 
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Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Unplanned Outage n/a -1.308 1.629 

 

 

Water supply interruptions 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 We have used the PCL from PR19 as the 

baseline for our 2025-30 forecasts. We are 

forecasting performance to improve year 

on year from this position. 

Historical outturn performance at an 

individual company and sector level 

We have set our targets based on 

achieving an upper quartile position for 

water supply interruptions. 

Historical expenditure included in the base 

expenditure models at PR24 

We are estimating a total performance 

improvement of 1 minute 15 seconds, with 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 0.4 0.4 0.4 0.4 0.4

PCL 2.46 2.38 2.3 2.22 2.14

P10 3.4 3.3 3.2 3.1 3.0
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Company forecasts of performance levels 

that can be delivered from base 

expenditure 

51 seconds being delivered through base 

expenditure. 

Performance levels of efficient companies Our performance on water supply 

interruptions is comparable to the efficient 

companies 2021/22 and 2022/23. Our 

forecast for 2025-30 continues an improving 

trend from our current position. 

The opportunity for transformational 

performance improvements 

We have delivered a transformation in our 

performance from 2017 and have strong 

comparable industry performance industry, 

despite a single exceptional event in 

2022/23. We have identified a number of 

schemes below which will continue our 

improvement journey. 

 

What customers want 

 

Performance plan 

 

We have developed performance plans for this performance with quantified 

benefits referenced to relevant business cases. Due to the nature of water supply 

interruptions we have aggregated the total benefit, with the exception of our 

Network Calming business case, where we have been able to quantify the benefit. 
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Improvement Initiative Description 
Business 

Case 

Base / 

Enhancement  
Benefit 

(Seconds) 

Network MOTs - GIS records, DV checks etc, 

trunk main walking 
Opex 

Base 

51 

Restoration solutions to hand for front line 

delivery teams 

Opex Base 

DNM & Hydraulic modeller role development - 

bronze incident lead 24/7/365 

Opex Base 

Competent Operator, Licence to Control, 

regulatory and necessary training and 

competency checks 

Opex Base 

CIT system stability IT Base 

CIT system development IT Base 

SA development IT Base 

Telemetry System Replacement Telemetry Base 

Bespoke Control Room HQ n/a Base 

Extended working hours, weekend and night 

working, T&Cs review 
n/a 

Base 

Emergency Plan and Escalation protocol SEMD Base 

Burst Model 
Network 

calming 

Enhancement 

24 

Smart Valves 
Network 

calming 

Enhancement 

 

Ambition 

We have delivered a step change in improvement to water supply interruptions 

performance over the last 7 years. Looking at monthly performance over that time 

frame, we now achieve an average of 8 seconds interruptions, down from over 1 

minute per month in 2018. However, we have experienced spikes in performance as 

a result of one off incidents, most notably in December 2023 during the ‘freeze-thaw’ 

event that created a significant number of burst pipes. 
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We recognise the challenging conditions face in 2022-23, however we will target 

achieving upper quartile performance through 2025-30. 

 

Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Supply interruptions >3 hours 
0.525 -0.525 0.916 
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P90/P10 

 

 

 

Compliance risk index (CRI) 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 The PCL will be set at 0, the same as PR19. 

We are forecasting to finish 2029/30 with a 

score of 0.9. 

Historical outturn performance at an 

individual company and sector level 

We are forecasting stable performance in 

2025-20 with improvements in the final year 

attributed to our enhancement investment 

at Iver WTW and Egham WTW. We forecast 

that we will remain in the upper quartile of 

water companies for this measure. 

Historical expenditure included in the base 

expenditure models at PR24 

Our base expenditure on CRI will maintain 

existing levels of performance. Given the 

nature of the metric, it is very challenging to 

try to quantify this improvement. 
Company forecasts of performance levels 

that can be delivered from base 

expenditure 

Performance levels of efficient companies Our CRI score is comparable to the efficient 

companies and we are looking to improve 

performance further from this position. 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 00:02:30 00:02:30 00:02:30 00:02:30 00:02:30

PCL 00:04:40 00:04:25 00:04:10 00:03:55 00:03:40

P10 00:14:00 00:14:00 00:14:00 00:14:00 00:14:00
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The opportunity for transformational 

performance improvements 

We are delivering significant infrastructure 

development at Iver WTWs and Egham 

WTWs which are two of our biggest works. 

We are forecasting this to have a 17% 

improvement to CRI score. 

 

What customers want 

 

 

Performance plan 

We have developed performance plans for this performance commitment with 

quantified benefits referenced to relevant business cases. Due to the nature of CRI, it 

is very challenging to identify individual activities that will deliver quantifiable benefit.  

Instead, we have used our organisational based approach, as described in our 

Business Plan. Base investment will maintain existing levels of performance against 

upward pressure. The enhancement expenditure at Egham and Iver has been 

calculated to deliver benefit. This was quantified using the existing performance 

levels and the assumption that the investment at both sites will reduce the risk of 

incurring a CRI score at each site. 
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Improvement Initiative Description 

Business 

Case 

Base / 

Enhancement  

Benefit  

(CRI 

score) 

Competent Operator, Licence to Control, RAMS, 

Valve Ops, Flushing, RTS, hydraulics and 

transients, WQ Awareness, EUSR, DWSP 

Awareness,  Introduction to Water Treatment 

Opex 

 

Base  

n/a 

Aluminium and DOMS Flushing Flushing Base  

Dead Ends 
Dead 

Ends 

Base 

Storage Programme including Sample Lines and 

CFD modelling 
Non- Infra 

Base 

Satellite imagery, production perimeter checks, 

landowner engagement 

Catchme

nt 

Base 

Cytometry, equipment, processes, sample points Opex Base 

Site standards, estates GM, site signage, Love 

Where You Work 
Opex  

Base 

Supply chain, 3rd party and developers. 

Including fire hydrant use 
Opex 

Base 

Investment in treatment facilities at Egham and 

Iver   

Egham   
Iver   

Enhancement   0.19 

 

Ambition 

We are proud of our performance on CRI and will continue to target 0. Our forecast 

for performance will keep us in the upper quartile of water companies throughout 

2025-30. 
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Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

CRI n/a -0.849 0.982 

 

  

0.0

2.0

4.0

6.0

8.0

10.0

12.0

2020-21 2021-22 2022-23 2023-24 2024-25 2025-26 2026-27 2027-28 2028-29 2029-30

C
R

I 
S
c

o
re

CRI

LQ Mid Table UQ Affinity Water

2025-26 2026-27 2027-28 2028-29 2029-30

P90 0.9 0.9 0.9 0.9 0.8

P50 1.09 1.09 1.09 1.09 0.9

P10 4.3 4.1 4.0 3.9 3.9

0.0

0.5

1.0

1.5

2.0

2.5

3.0

3.5

4.0

4.5

C
R

I 
S
c

o
re

CRI



 

44 

Customer contacts about water quality 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 The PCL at PR19 was 0.67. PR24 target set at 

0.67 given the upward pressure driven by 

our changing operating conditions – 

reducing local chalk abstraction,  moving 

river water further and the introduction of 

our Sundon Conditioning Plant 

Historical outturn performance at an 

individual company and sector level 

We perform well compared to the industry 

on customer contacts about water quality 

and have set a target that maintains an 

upper quartile position. 

Historical expenditure included in the base 

expenditure models at PR24 

We have listed below the schemes that will 

contribute to reducing the upward pressure 

from our changing operating philosophy. All 

performance will be delivered through base 

expenditure. 

Company forecasts of performance levels 

that can be delivered from base 

expenditure 

Performance levels of efficient companies Two of the three efficient companies do not 

have data reported in the ‘Historic 

Performance trends for PR24 V2.0’ so are 

unable to compare performance. 

The opportunity for transformational 

performance improvements 

Through our business plan development, we 

have not identified any transformational 

performance improvement opportunities. 

 

In the last two price reviews, we have not received enhancement expenditure for 

this measure, therefore all improvement has been derived from Base expenditure. 
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What customers want 

 

 

Performance plan 

We have set our targets to maintain current PCL levels. Therefore, we have not listed 

quantified benefits. However, we have developed an activity plan from base 

expenditure to support our plans to hold at existing performance levels through 

operational improvements. 

 

Improvement Initiative Description 

Business 

Case 

Base / 

Enhancement  

PR24 

Submission 

(No of 

contacts) 

Competent Operator, Licence to Control, RAMS, 

Valve Ops, Flushing, RTS, hydraulics and 

transients, WQ Awareness, EUSR, DWSP 

Awareness,  Introduction to Water Treatment 

Opex Base 

n/a 

Aluminium and DOMS Flushing 

Aluminium 

and 

DOMS 

flushing 

Base 

Proactive communications, better self-help 

signposting, add WQ to new proactive comms 

team Qs as well as leak, flow and pressure  

Opex 

Base 

Supply chain, 3rd party and developers. 

Including fire hydrant use 
Opex 

Base 

White good standards, plumbing skills and 

apprenticeships, include standards in water 

efficiency audits, water fittings education and 

enforcement 

Opex 

Base 
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Ambition 

We have performed consistently well in maintaining low levels of customer contacts 

about water quality. We are changing the operational philosophy of our business 

with a shift from ground water to surface water as we continue to reduce 

abstraction from boreholes in chalk catchments.  

Our Connect 2050 programme increases the connectivity of our network but will 

involve pumping water over longer distances, and customers will receive water from 

different sources than they do currently. We will also be using our conditioning plant 

at Sundon which will allow us to transport this water over longer distances. Whilst the 

water we supply will continue to meet the high quality standards required, customers 

may perceive a change in taste or odour and therefore increase the number of 

contacts we receive about. For this reason, we are proposing to maintain the 

existing performance commitment level at an upper quartile level. 
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P90/P10 

 

Incentive rates / Caps / Collars 

We have adopted the Ofwat marginal benefit and sharing rate: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Customer Contacts about WQ n/a -2.04 9.874 
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Average time properties experience low pressure 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 PCL was set at 08:42:00 for 2024-25, we are 

looking to stretch significantly beyond this 

figure. 

Historical outturn performance at an 

individual company and sector level 

We have achieved our PCL for 2020-23 and 

expect to do so for the final two year of this 

period. We do not have comparable data 

for the industry. We are planning to 

continue reducing the average time across 

2025-30. 

Historical expenditure included in the base 

expenditure models at PR24 

Due to population change and the 

increasing challenges of climate change on 

our infrastructure network, there is upward 

pressure on this performance commitment. 

Our base expenditure will mitigate that 

impact and deliver improvements to 

improve overall performance.  

Company forecasts of performance levels 

that can be delivered from base 

expenditure 

Performance levels of efficient companies n/a 

The opportunity for transformational 

performance improvements 

Our Connect 2050 programme will have a 

transformative effect on our low pressure 

performance. Due to the profiling, of the 

programme, low pressure benefit is only 

anticipated in 2029/30, but will produce a 

step change in performance. 
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What customers want 

 

Performance plan 

We have used bottom up estimates of the benefits associated with our activities. We 

have reviewed areas which are impacted with low pressure, alongside the 

interventions that we are planning to make to determine the associated benefit. 

Improvement Initiative Description 
Business Case Base / 

Enhancement  

Benefit 

(hh:mm:ss) 

Improvements to allow earlier and more 

effective interventions to identify resolve 

instances of low pressure - focussing on 

competence, processes, systems & tools 

Low pressure Base 00:05:02 

Network Calming 
Network 

calming 
Base 

00:04:48 

Proactive maintenance of network 

assets.  
Maintenance Base 

Competent Operator, Licence to 

Control, regulatory and necessary 

training and competency checks 

Opex Base 

Trunk and distributions mains renewals 
Mains 

renewals 
Base 

Reduce the number of single points of 

failure primarily via capital schemes. 
SPoF Base 00:04:21 

 

Ambition 

Our ambition for low pressure is to provide a better service for our customers. We 

recognise our industry position as an outlier and will look to use 2025-30 to move in 

line with the rest of industry.  

Despite outlying performance for low pressure, we have delivered significant 

improvements in our performance and delivered a clear improvement in our 
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baseline monthly performance from 15 minutes in 2019 to less than 7 minutes. 

However, we see significant impact during extreme events, similar to Water Supply 

Interruptions and Mains Repairs, as weather pressure creates more bursts on the 

network. Our ambition is to keep driving our baseline performance down and 

mitigate the extreme events as far as possible. 

 

 

The targets we are setting will reduce the average time customers experience low 

pressure by 40% from the average of 2020-25 to the average of 2025-30. This 

demonstrates a real ambition to stretch our performance and deliver better results 

for customers. 
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P90/P10 

 

Incentive rates / Caps / Collars 

We developed benefit and sharing rates using customer valuations, details for the 

calculations are found in Appendix AFW18: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Low Pressure n/a n/a 0.0165 

 

Abstraction incentive mechanism  

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 The target was set at 0Ml/d at PR19. By the 

nature of the definition, we are using the 

same target for PR24. 

Historical outturn performance at an 

individual company and sector level 

n/a 

Historical expenditure included in the base 

expenditure models at PR24 

n/a 

Company forecasts of performance levels 

that can be delivered from base 

expenditure 

We are not looking to include any 

standalone cost for AIM performance. All 

performance will be derived from base 

expenditure. 

Performance levels of efficient companies n/a 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 01:25:58 01:24:00 01:17:41 01:15:43 01:13:45

PCL 01:55:56 01:53:58 01:47:39 01:45:41 01:43:43

P10 02:55:58 02:54:00 02:47:41 02:45:43 02:43:45

00:00:00

00:28:48

00:57:36

01:26:24

01:55:12

02:24:00

02:52:48

03:21:36

Average Time Customers Experience Low Pressure
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The opportunity for transformational 

performance improvements 

n/a 

 

What customers want 

 

 

 

Ofwat – September 2023 
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Performance plan 

• Our performance plans for AIM focus on operational performance and 

control of our assets and overall system.  

• Using early warning system and processes so that we can prepare for triggers 

to become active 

• Optimising our system management so that we can move water around our 

network to support AIM sites. 

• Optimising our planned outage management using our new planned works 

portal to ensure maximum capacity at our supporting works when low flow 

triggers would become active at AIM sites. 

Ambition 

Our ambition for AIM meets our overall strategic direction of stopping unsustainable 

abstraction. AIM demonstrates this ambition by incentivising reducing abstraction 

above and beyond our Sustainability Reductions commitments. We will look to 

minimise abstraction when triggers are active as much as our operational situation 

allows. 

The target for AIM is set at 0, to reflect the nature of the metric. If no triggers are 

active, there is no opportunity for us to outperform or underperform. A PCL of less 

than 0 would create penalties if no triggers are active.  

 

P90/P10 

 

Incentive rates / Caps / Collars 

We developed benefit and sharing rates using customer valuations, details for the 

calculations are found in Appendix AFW18: 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

AIM 0.00011 0.000094 0.00136 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 -1000 -1000 -1000 -1000 -1000

PCL 0 0 0 0 0

P10 1000 1000 1000 1000 1000
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-1000

-500
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500

1000

1500

AIM
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Whole life carbon 

Setting stretching targets 

 

Final Methodology Guidance How we have set our targets 

PCLs set at PR19 n/a 

Historical outturn performance at an 

individual company and sector level 

n/a 

Historical expenditure included in the 

base expenditure models at PR24 

n/a 

Company forecasts of performance 

levels that can be delivered from base 

expenditure 

We anticipate performance to be 

proportional to the spend on 

base/enhancement. We have not 

directly attributed any cost to Whole 

Life Carbon 

Performance levels of efficient 

companies 

n/a 

The opportunity for transformational 

performance improvements 

As a new performance commitment, 

we will explore opportunities for 

transformation. The introduction of a PC 

will in itself drive a transformation in 

reducing whole life carbon through us 

and our supply chain. 
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What customers want 

 

Performance plan 

Improvements will be delivered based on the delivery of individual schemes.  The 

critical element of delivery for this performance commitment will be improved skills, 

knowledge and experience from our teams and our supply chain to seek new 

solutions and innovations to reduce both embedded and operational carbon of our 

capital projects. We will be investing in our teams and working with our supply chain 

to develop plans to reduce the whole life carbon of our investments. 

Ambition 

2025-30 will be the first time that we will be incentivised financially to reduce our 

whole life carbon of capital projects, submitting the definition we have 

demonstrates a level of ambition in making real progress in this area. We have heard 

the challenge that our performance commitment and targets need to support the 

government achieve its Net Zero commitments. We have used the governments 

Balance Net Zero Pathway to set our  level of ambition. 
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We have reviewed this profile and determined which elements are applicable to our 

Whole Life Carbon performance commitment, namely; hydrogen, and other low-

carbon technology, reduce demand and improve efficiency. We have stripped 

these element from the pathway to give our profile which will support the 

achievement of the UK target. 

Figure 2.6 Types of abatement in the Balanced 
Net Zero pathway 

 

Source: BEIS (2020) Provisional UK greenhouse gas emissions national statistics 2019 ; CCC analysis. 

Notes: ‘Other low-carbon technology’ includes use of bioenergy and waste treatment measures. ‘Producing low-

carbon energy’ requires the use of carbon capture and storage (CCS) in electricity generation. 
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The trend gives a 2025-30 profile of: 

Year 2025-26 2026-27 2027-28 2028-29 2029-30 

Whole Life Carbon 

Reduction 
8% 9% 11% 13% 14% 

 

P90/P10 

Given the lack of maturity of this measure, developing an accurate P90/P10 position 

has been challenging. Therefore, a top down approach has been used to develop 

our RoRE position. 
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Incentive rates / Caps / Collars 

A top down methodology has been used, as described in appendix AFW18. 

Outcome 
AMP7 AMP8 

Reward £m Penalty £m £m 

Whole Life Carbon n/a n/a 0.28 

 

2025-26 2026-27 2027-28 2028-29 2029-30

P90 17.5% 19.1% 20.5% 21.8%

PCL 8% 9% 11% 13% 14%

P10 1.5% 3.1% 4.5% 5.8%
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