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with just a couple of specific areas where they didn’t feel the criteria 
had been met for the quality side on the risk and return balance.  The 
Ofwat RORE assessment compares all companies on a standardised 
basis and they would have liked to have seen evidence within the  
Affinity plan that looked across the industry. 

TH asked if Ofwat differentiate between Water Only and Water and 
Waste treatment companies on RORE. LW confirmed that Ofwat 
compare across the whole industry.  

Another area of feedback received related to dividends and 
dividend yield for shareholders which Affinity are unlikely to actively 
change. Although it is anticipated that when draft determination is 
received that there will be an efficiency challenge on costs. 

The final area of feedback was around the dividend policy itself. 
Ofwat have recently gained stronger power to assess the dividends 
that are paid in line with the policies that have been written. Affinity 
didn’t reference inflation in their policy for customers or shareholders 
and Ofwat would like to see that included. Discussions are taking 
place with Board and Shareholders to agree decision.  Affinity are 
confident that what they have got within the dividend policy is clear, 
transparent and fair.  

Feedback has been minimal and there hasn’t been a request to 
resubmit the business plan. There is no date for the draft 
determination, but it is expected to be mid-June.   

CCW report on affordability – LW confirmed that there hasn’t been 
any feedback on affordability, but that Affinity did put forward the 
smallest bill increase and that they already one of the lowest bills in 
the industry.  

JT confirmed that there is the affordability assistance payment in 
place where a customer may not qualify for social tariff there is 
provision for help and support.  This may not be available every year 
in the future but Affinity did provide this last year and will again next 
year.  

CW asked that as we move forward through this AMP and receiving 
the DD is there any particular role remaining for the ICG regarding 
the Business Plan. LW confirmed that it will be important for the ICG 
to be involved in the draft determination with regards to the 
Ofwat/CCW feedback to ensure that Affinity are taking on board 
customers views perhaps in the form of a brief report.  An additional 
ICG may need to be arranged. 
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3.0 Licence Condition Change – Customer Focused Licence 
Condition and Vulnerable Customers 

 

 Update provided in the meeting pack. Following consultation Ofwat 
introduced new condition in the licence in February 2024. It is a move 
to ‘principal based’ licence condition to encourage the very best 
service for customers. 

JT took the ICG through the licence conditions to be met and how 
Affinity are working to meet that element of the condition.  There is 
the opportunity to share examples of best practice with Ofwat which 
Affinity will do.  

Vulnerability – Affinity will be producing a strategy document by the 
end of June. This will then be checked and validated (over a year) 
before it’s published in June 2025.   BW asked about the approach 
to consumer duty, which is focusing on the outcomes, and would the 
same approach be appropriate for this element?  RF confirmed that 
this hasn’t been shared but that there is a meeting at the end of 
March with Ofwat. RF explained that in order to achieve the ISO 
accreditation for 2024 Affinity have built a suite of metrics to highlight 
what good looks like, in outcomes, which could also be included on 
this document.  BW also asked if there was any feedback from 
vulnerability workshop that had taken place.  JT  confirmed that 
there was some good detail around the “Service for All” element with 
good debate and discussion with other water companies.   

TH explained that at the end of 2025 the analogue phone network is 
going to be switched off, and that if there are overline power failures 
the network won’t work and that these customers wouldn’t be able 
to make contact. JT confirmed that a big part of the strategy for this 
license condition is around operational incidents.  RF confirmed that 
companies will have to find a way to interact with those customers 
that don’t switch across (e.g. Still on analogue network) and provide 
access to their services in a different way.  Affinity will be proactive in 
contacting these customers over the next 18 months e.g. PSR 
customers. 

The ICG agreed it would be useful to have a section on business 
continuity at the ICG meeting in May. 

Customer Focused Licence Condition activities will be tested via 
external assurance audit undertaken by Atkins to understand 
compliance to license condition. 
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