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Also working with Herts Futures, the following initiatives are being discussed -  

 
Careers Hub, schools support and becoming an Enterprise Adviser, 

Generation Careers Fairs, Work Experience, Apprenticeships, Skills 

Bootcamps to recruit, upskill or train existing staff, Sustainability - priority 

growth sector for Herts and Step 2 Skills and supported employment 

opportunities.   By the end of August Affinity will be looking to have an early 

career strategy that will incorporate some of those opportunities.  

 

US asked if Affinity are considering partnering with any other large employers 

in the area? LW confirmed that there is a known skills gap within the water 

industry which is the primary key focus but that this is something that could 

be considered in the future. 

 

TH asked if there are any good employment charters within the area, or 

further afield, in which Affinity could participate?  He confirmed that there is 

a Greater Manchester good Employment Charter, which has been running 

for about 5 years now.  TH would be happy to make introductions to the 

person who runs the Greater Manchester Good Employment Charter 

scheme.  

 

AS queried the definition of public value - the slide says “Should align with 

and help evidence your purpose and values” this would appear a bit 

passive. LW agreed that this should be a stronger line.  

 

 

AJ also felt that the schemes delivered today should have a long legacy.  

 

MC asked how this work aligns with diversity inclusion targets.  LW confirmed 

that there has been a lot of work around the ESG commitments and there is 

now an ESG Board Sub-Group in place and this piece of work will be able to 

demonstrate and articulate that. 

 

DH asked what the Shareholders think of this project.  RE confirmed that they 

have been very supportive, and it aligns with their own ESG reporting 

requirements. 

 

CW confirmed that it will be good to follow progress and see the results 

against the metrics in place. It will be important to consider, as the strategy 

evolves as to how stakeholders are included in the decisions e.g. the River 

Groups to capture their insights.  

 

LW to confirm with CN, Chair of the ESG Committee, as to whether the ESG 

report can be shared with the ICG. 

RE also stated that following the Cunliffe Report another area that will 

inevitably need to commence is working with local authority partners, 

probably from the autumn, on shared vision of how this regional planning 

mechanism might work. 
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AS asked about the bullet point around investment on a “just in time basis” 

adding that planned investment is always better value for money so surely 

this is a more expensive option? LW explained that the sentence is more 

around saying that Affinity will not be investing unnecessarily and will only be 

investing in the right places and at the right time. 

 

CW asked about the bullet point on increasing the supply pipe leakage 

allowance for those on social tariff. Would it not be more beneficial to fix the 

supply side leak? JT confirmed that there is some fixing of customer side 

leaks.  If it is large leak an enforcement notice can be served and request 

that the customer gets if fixed and if they don’t Affinity might step in.  There 

has been a campaign around smaller internal leaks e.g. a leaky loo where 

Affinity will arrange to get these repaired for free and, in those 

circumstances, a leakage allowance would be provided to the customer.  

This also in turn has also a positive impact on reducing PCC. 

 

Service for All document has now been published (previously seen by the 

ICG.) This will be reviewed periodically. CW asked how the ICG will be able 

to keep track on progress?  JT confirmed that there is a quarterly dashboard 

that goes to the Affinity Executive Team, and this could also be shared with 

the ICG. ICG agreed to review this annually - JT to share an annual “Service 

for All” dashboard with the ICG.  

 

TH asked how Affinity will measure the impact of that to determine whether 

successful? And how will it be modified it to make it more successful?  

JT/PL confirmed that customers both digitally and non-digitally were made 

aware of the support packages on offer.  Because it's fairly new this time 

around and the amount of effort that went into preparing for that comms 

campaign, Affinity will measure and have measured. If doing it digitally, 

Affinity gets stats back that can be matched to the database and learning 

can be taken from that.  

 

MC asked if Affinity are expecting customers to be following or be coming 

to the website for these types of things. PL confirmed that there is multiple 

URLs on other communication channels.  In addition there is paid for 

advertising on things like Facebook and other digital channels and is also 

included on inserts with customer bills.  

 

CW felt it would be really useful for the ICG to be told what has been learnt 

first  and then how Affinity  responded . This deep dive session came from 

the ICG saying that the industry has had the biggest increase in bills seen in 

a very long time and wanted to know how Affinity are demonstrating that 

they are keeping track of the bill increase impact on customers.  What are 

the company doing to work out how to identify those insights/ 

understandings and what is being done about them.  

 

LW confirmed that one of the key indicators about how successful Affinity 

are with the vulnerability strategies and the work that they do, is based on 

the bad debt level e.g. if lots of customers are suddenly going into bigger 

arrears and bigger bad debt then Affinity know that they're 

struggling.  Currently bad debt levels have remained broadly stable. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

JT 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 





  

  

 

Affinity Water Limited 

Company Number 029546950  9 

 

has a scope in place that covers providing the meters, technology 

infrastructure and connectivity. 

 

The second framework that Affinity tendered for was for delivery partners to 

go out into the communities to install the smart meters. Typically, the smart 

meters are installed externally in the pavement/highway and sometimes 

there is a soft dig where they can be installed in grass/borders. For multiple 

occupancy households the meters can be installed in stairwells, lift shafts 

etc.  There are odd occasions where a meter may need to be installed 

internally. 

 

Benefits enabled Per Capita Consumption demand 0.3 Ml/d & CSL 0.07 Ml/d  

  

Affinity have deployed interventions with 600 of the high consuming 

customers from the Smart Meter Pathfinder Trail area and have seen about 

6% - 7% percent reduction in PCC in that small sample. 

 

The ICG asked how the company would know if PCC increase was down to 

customer side leakage.  AC explained that between 2.00am – 4.00am (the 

nightline figure is monitored) when the least number of customers are using 

water, as this could indicate that consumption is quite high.  The secondary 

verification activity is where the meter itself will issue a continual flow alarm 

as the meter is never reading zero.  

 

US asked if all customers know if they’ve got continuous flow issues. AC 

confirmed that those customers do receive notification of the two step 

verification process.  This is currently a very manual process, but an 

automated process is being developed.  

 

PCC – once the APP has been developed customers will be able to go in 

and update how many people live at the property, currently assume 2.4 

average occupancy.  32.5% of customers in the pathfinder sample appear 

to be using >150 l/hd/day, 36 No. Customers in the Pathfinder sample 

appear to be using >1,000 l/hd/day, however, these customers may have 

leaks, which will be verified following further analysis of the March nightline 

and persistent flow alarm datasets. 

 

Initial Insight – Customer Satisfaction Feedback Themes – CW asked about 

learning from the original comms plan.  AC confirmed that Affinity sent, over 

a six week period, comms to 45,000 customers to deploy 20,000 smart 

meters. This took place in January and February this year. Some of those 

customers in the first tranche didn’t get their meters installed until April / May 

and therefore from a recency perspective some may have forgotten or 

misplaced the original letter. To make improvements based on feedback 

Affinity have re-written the letter as there was a lot of negative connotations 

about the word smart meters from the electricity side, in terms of remote 

disconnection. The letter has been reframed around upgrades to the water 

meters to provide additional functionality. Affnity have also changed the 

deployments of the comms sending around 10,000 a month, instead of the 

larger number where customers then don't see any movement for three 

months. 
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US asked how the process works.  AC confirmed that the customer receives 

first communication (typically 21-28 days prior to installation).  A week prior, 

customers who are on My Account will receive an email notification.  The 

initial letter does encourage the customer to sign up for My Account and 

there has been a 3-4% uptake.   All fits to date have been external and there 

is no requirement from the customers on the day. 

 

US asked if there has been any pushback from customers who don’t want 

to go on the smart meter journey. AC confirmed that there is one or two 

communities where a battery operated device in the household can’t be 

installed.  For these customers there is the alternative option to install a dumb 

meter.  Other pushback received is around lack of choice in types of meters.  

AC confirmed that, unfortunately, the type of meter available is restricted to 

technology that's linked to the gateways.   To date refusal to have meter 

installed has been less than 1%. 

 

DH asked if there were concerns around when the programme ramps up to 

100,000’s of installations, which could include customers transferring from a 

bill based on a ratable value, to one based on actual usage.  AC confirmed 

that those customers would receive a meter and be placed on a one year 

journey. They will then receive a comparison bill for that period.  LW 

confirmed that figures indicate that of customers on rateable value v’s 

measured, only about 17% end up paying more on a meter. Communication 

has also been very clear in outlining that there will be an increase to charges 

for unmetered customers going forward. 

 

BW asked how customers can track their usage.  AC confirmed that 

customers who are on My Account can monitor online.  The full functionality 

and the automated notifications etc are still being worked through by the 

technology teams. 

 

CW asked about the reported issues of high water pressure. AC confirmed 

that these customers were visited and that on the rare occasion there was 

an installation issue or old boundary box fittings etc.   New boundary boxes 

are now being installed to replace the original brass fittings where 

appropriate. 

 

The ICG asked about installation run rate.  AC confirmed that 20,371 smart 

meters have been deployed across AMP7 Year 5 . With the plan to deploy 

80,000 Smart Meters across AMP8 Year 1.   Overall, 0.4 million Smart meter 

installations across AMP8. 

 

TH asked about the installation numbers across the AMP.  AC confirmed that 

the original strategy was to install half a million every 5 years (over 15 years) 

Defra then sent a letter in February 2024 requesting that all water companies  

accelerate the programme to complete installations by 2035.  At that point 

business plans had already been submitted.  Therefore, Affinity’s aim is to 

bring as much forward from years 5 and 4 into years 1and 3 of the AMP, 

hence the ramp up in installation numbers to enable some headroom from 

AMP9. 

 

AS asked about cost per installation and AC confirmed that this varies on 

installation method e.g. screw in, soft dig/hard dig.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 








