Our Year in Review
2018/19

Transformative year
Hello and welcome to this year’s
performance update
This year has been an exciting and challenging time for
both the company and the industry as a whole.
This year, Affinity Water has invested over £107.2
million on water treatment and our network; repaired
thousands of leaks; replaced approximately 100km of
pipes; and perhaps most importantly of all, met our
AMP6 commitment to reduce the amount of water we
take from the environment by 42 million litres of water
per day.

About us,
at a glance...

We are fundamentally reviewing how we work: improving
productivity and service levels; undertaking a large operational
expenditure efficiency programme to deliver a lean and efficient
structure; clarifying accountabilities and strengthening the senior
leadership team by bringing in new skills and increasing our pace
of change. Despite this we did miss our leakage target, for which
we apologise and are committed to meeting our industry leakage
target.
Thank you for taking the time to read this publication.

950 million
litres per day

3.6 million
customers

In 18/19 we
invested

£107.2 million

This document is designed to explain our performance targets and
measures – both of which are closely scrutinised by our regulators
and auditors.
Our CEO, Pauline Walsh, has been putting solid foundations in
place to respond to the challenges and opportunities that lie ahead.

Supply

In 2018

99.96%

of water quality
tests complied with
regulatory
standards

16,700km
of pipes

Where each pound of your money is spent

Our communities
The area we supply is made up of eight water
resource zones, which we call communities. Each
zone is named after a local river to strengthen the
link between our water resources and the area they
serve. We manage our business at a local level to
enable us to engage with our customers in a
meaningful way and tailor our future plans.
Operationally, we will continue to work within these
geographic communities and we are also focusing
on ‘communities of interest’. These may be about
people’s interests in topics like the environment or
agriculture or how they use water.
Together, through these approaches, we are
refocusing our work with our communities. Our
performance in each area is detailed over the next
few pages.
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Targeting performance across
eight communities
352,385

437,715

685,572

988,381
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165,281
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Company
overall
performance*

Target
18-19

Leakage (millions of litres of treated water per day)

22.80

26.31

30.28

67.47

15.17

22.52

5.44

4.62

196.1*

167.7

Average water use (average litres used per person per day)*

151.47

161.25

153.15

179.43

140.62

164.41

127.23

128.58

149.2*

150.3

Compliance with water quality standards (Mean Zonal
Compliance – find out more at: www.dwi.gov.uk/about/)

100

99.96

99.92

99.95

99.99

99.99

99.99

100

99.96

Customer contacts regarding discolouration (contacts
received per 1,000 population)

0.40

0.17

0.18

0.15

0.51

0.16

0.21

0.55

0.23

Customers affected by unplanned interruptions to supply
over 12 hours

41

3

39

61

34

130

1

0

309

Number of mains bursts

418

293

439

525

374

309

110

62

2,530

Affected customers not notified of planned supply
interruptions

1

12

43

6

0

4

2

0

68

Planned works taking longer to complete than notified

1

1

37

1

342

15

95

0

492

✔
3,100✔
110
✔
550 ✔

The total reduction in water taken from sensitive catchments in millions of litres per day

42.1

42.1

Millions of litres of water available during peak demand

1,105.3

1,068.1

An Ofwat measure encouraging companies to reduce the impact of the amount of water
taken from environmentally sensitive sites. Measured in millions of litres per day.

-4.150

NA

A regulatory measure to rate and rank water companies on customer service.

81.2

81.3

A telephone survey of over 1,900 customers each year monitoring value perceptions.
There is no target for this measure.

68.3

NA

Performance commitment
Population Served

Total: 3,615,384

Area in KM2

Total: 4,517

✔
99.95
✔
0.66
✔
320

Non-community performance
Sustainable Abstraction Reductions
Water available for use
Abstraction Incentive Mechanism†
Service Incentive Mechanism
Value for money

* The average water use total does not equal community totals because the final figure is normalised for an average year, while the community figures are not.
† https://stakeholder.affinitywater.co.uk/docs/AIM-methodology-and-assumptions.Coded.pdf

Financial Performance

We pay the right amount of corporation
tax, at the right time and in the right
place
Transparency is also very important for us
so we decided to substitute our Cayman
Islands financing subsidiary, Affinity Water
Programme Finance Limited, with a new
UK based entity, Affinity Water Finance
PLC, during the year.

1. This “non-GAAP” measure is calculated as the total of the following line items er the statement of cash

flows: cash generated from operations; purchase of property, plant and equipment; capital contributions;
proceeds on disposal of property, plant and equipment; and purchase of intangible assets.

Leaving more water in the Environment
Exceptional hot and dry weather in Summer 2018
We had 36 consecutive days where demand exceeded 1,000 million litres,
of which there were 12 days where demand exceeded 1,100 million litres;
challenging our water production plants and our network.
We have faced a challenge due to the exceptional shortage of winter
rainfall in the past two years. Rainfall between October and March is
crucial to fill up the aquifers, from which we draw approximately 60% of
our water.
We are carefully monitoring the situation through our Drought
Management Group and have plans in place to make sure we are fully
prepared.

The challenges we face
Our supply area is one of the most economically active and has the fastest
growing population in the country. It is also home to most of the world's
chalk streams - a globally rare habitat. Population growth is forecast to
increase 8% by 2025 and 20% by 2045. The demand for water is growing,
but we must also leave more water in the environment to help our globally
rare habitats.

We will meet these challenges by:
Leaving more water in the environment through Sustainability Reductions
Collaborating with neighbouring water companies and other parties to
secure the additional resources needed
Improving resilience to droughts
Reducing demand for water
Increasing the supply of water

Supplying high quality water you can trust
Our tap water is safe, clean and wholesome. Our compliance with the
requirements of the water quality legislation remains high.
Our Compliance performance
• In 2018/19 we continued to provide safe, high quality water.
• We are measured against a standard known as Mean Zonal Compliance*.
• We performed better than our target this year.
• We investigate any failures thoroughly, making any improvements we can to our processes.

Testing water in 2018/19

190,000

Compliance samples of water taken

* http://dwi.defra.gov.uk/about/annual-report/

Mean Zonal Compliance
Target: 99.95%

Achieved

2016: 99.96%
2017: 99.96%
2018: 99.96%

Customer contacts
for discolouration
Target: 0.66 contacts per
1000 population served

Achieved

2017/18: 0.27 contacts
2018/19: 0.23 contacts

Minimising disruption to you and your community
We have turned around the two targets that we failed last year.
We met our target this year

We met our target this year. We know how frustrating this
is for customers and are working hard to keep on track.

Teams have been working very hard to make sure
we achieve our target.

During the year, 18/19, we launched our 24 hour network
control desk, which provides a central coordination point
for all network activities, including emergencies.

This is a very positive result, yet we are not
complacent and aim to reduce the number of
customers that experience disruption to their
supply.

We are continuing to target known weak points on our
network, replacing around 100km of pipework this year and
using new technologies to detect issues more quickly.

Properties disrupted by unplanned
incidents for over 12 hours
Maximum
allowable
properties

Affected customers not notified
of planned works
Maximum
allowable
properties

17/18

18/19

17/18
Failed to warn

18/19
Failed to warn

properties
interrupted

properties
interrupted

properties

properties

320

7,890

309

110

282

68

Minimising disruption to you and your community
Planned works taking
longer to complete
than we had first said

Burst pipes:
In numbers
We met our target this year.
We are committed to keeping bursts
below this target to keep our network
running efficiently.

This year there has been a rise in instances
of this happening; however, we continue to
perform well against our maximum target.
Maximum target: 550

Maximum target: 3,100

Bursts in
17/18

2,923

Bursts in
18/19

2,530

Occurrences
17/18

484

Occurrences
18/19

492

Providing a value for money service
We always aim to delight our customers. We want to make contacting us a quick, simple and
helpful experience. We have started a major programme of work to improve the service we
provide.
This year we received:
Customers
got in touch via
social media:

More than

1

211,093

+2,000

million calls

Customer Satisfaction
Customer Satisfaction is of utmost importance to us. Our
teams have been listening to feedback and acting upon it.
Compared to 2017/18, we have seen:

We have made huge strides in our internal customer satisfaction
measures:
In 2015/16 we scored 4.42 (out of 5)

18% reduction in unwanted contact
22% reduction in the number of complaints received
41% reduction in the number of escalated complaints

Best Customer Insight Initiative
Gold

No. of texts
and emails:

In 2018/19 we scored 4.65 (out of 5)
Yet, we are not complacent and will continue to work hard to
make sure we provide the best service.

Best Use of Insight and Feedback
Gold

Best Online Customer Experience
Gold

SERVING OUR COMMUNITIES
We are privileged to serve our
communities. We are custodians of a
precious resource for future generations
and are acutely aware that we must
continue building trust and make
ourselves accountable to our
communities.

12

Our communities:
Wey

Wey:
Named after the River Wey which flows through Surrey all
the way to the Thames, the community runs from just north
of Guildford in the south to Staines in the north. Water
usage is higher than the national average. We are working
hard to promote the environment and to help customers
reduce water usage.
We have been developing a partnership with Surrey
Wildlife Trust which focuses on
 Citizen Science Projects and their role in early pollution
monitoring and health of local rivers.

544,525
customers

164

litres-per person
per day

22.5

megalitres per
day leakage

 Connection with the work in the Laboratory and
Production and knowledge exchange.
 Sponsorship of ammonia and phosphate meters to be
used in the river to help volunteers, worth over £2k.

Our communities:
Colne

Colne:
Named after the River Colne,
the boundaries of this area
range from Harpenden in the
north to Stanmore and Mill Hill
in the south. The Colne
community is home to several
globally rare chalk streams
including the Colne and Ver.
We are working with farmers
to help reduce pollution and
improve the quality of our raw
sources of water.
 The Education Service has been running since 1998 and
since it started, the team have worked with more than
250,000 students, from Key Stage 1 to Key Stage 5.
 The students took part in a number of interactive
activities helping them to understand the importance of
water as a natural resource whilst discovering the
opportunities available within these subjects.
 First in the UK water industry to develop and run a Silver
Level Industrial Cadets (accredited work experience)
Programme.

437,715
customers

161

litres-per person
per day

26

megalitres per
day leakage

 Affinity Water volunteers supported Herts and Middlesex
Wildlife trust at Tewinbury Reserve, where they helped
pull Himalayan balsam. Himalayan Balsam is an invasive
species and one of the most problematic weed plants in
the UK.

Our communities:
Misbourne

Misbourne:
The Misbourne community reaches across
Buckinghamshire and into Hertfordshire including
Chesham and Amersham in the west and Rickmansworth
in the east.
The Misbourne community is named after the River
Misbourne which begins just before Great Missenden in
Buckinghamshire and flows into the Colne. The area is
home to globally rare chalk streams including the
Misbourne, Chess and Gade.

352,385
customers

151

litres-per person
per day

22.8

megalitres per
day leakage

 As part of the river restoration projects, tree works and
bund construction have taken place on a 270m length
of the River Misbourne to improve habitat, divert flow
and to narrow the river channel.
 Obstructions, such as weirs, have been removed and
riffles and pools installed to create the new channel,
which promotes greater biodiversity and native species
on the River Gade at Gadebridge Park.
 Raised more than £21,000 for WaterAid, KitAid and
Herts Young Homeless through our Ricky Road Run.

Our communities:
Pinn

Pinn:
A more densely populated
area than some of our
communities, Pinn, named
after the River Pinn, covers
the north London boroughs
and spans from Barnet in the
east to Heathrow in the west.
The community is named after
the River Pinn which rises in
Harrow Weald and flows into
the Frays River, which itself
flows out of the River Colne.
The community is home to our largest treatment works,
taking around 250 million litres of water each day from the
River Thames.
 Affinity Water sponsored the 2018 Harrow Half
Marathon. The Harrow Half Marathon was London’s
first ‘Single Use Plastic Water Bottle Free’ event.
 Water Efficiency Team organised 19 Water Saving
Squad events, distributing over 10,000 water saving
devices in our communities.

988,381
customers

179

litres-per person
per day

67

megalitres per
day leakage

Our communities:
Lee

Lee:
The Lee community ranges from Dunstable in the northwest to
Hatfield and Hertford in the South East. It also includes the first
ever garden city, in Letchworth, and ranges to Royston in the
East.
 As part of our River Restoration projects, a new meandering
river channel has been created for the River Lee at Manor
Park, which will help ease flood water further downstream
during time of high flow and better support a variety of plants
and wildlife.

685,572
customers

153

litres-per person
per day

30

megalitres per
day leakage

 We are working in partnership with local farmers and have
been running cover crop trials on farms. A cover crop is a
crop that is not harvested but is grown primarily to improve
the soil and reduce nitrate leaching into groundwater. By
covering otherwise bare land with a cover crop for the winter
months, nitrate leaching can be vastly reduced.
 We attended the Welwyn and Hatfield Youth Council run
Facts and Futures Fair

Our communities:
Stort

Stort:
The Stort community runs from just west of the A10 to Great
Dunmow in the east and from Saffron Walden in the North to just
within the M25 in the South. It is named after the River Stort
which flows from the village of Langley in Essex to the Lee in
Hoddesdon. It is unusual in being named after the town of
Bishop’s Stortford rather than the other way around, due to a
mistake by a mapping team in the 18th Century.
For the 21st year, our Church Langley water tower hosted
hundreds of abseilers for the annual Harlow Tye Rotary
Club Abseil for Charity. This fantastic event raises thousands of
pounds for local charities.

285,554
customers

140

litres-per person
per day

15

megalitres per
day leakage

Our communities:

Brett:
Named after the River Brett the
community spans from the edge
of Colchester through the
Tendring peninsula to the North
Sea, including Harwich,
Clacton-on-Sea and Jaywick.

Brett

We are working to improve the
health of local rivers through the
monitoring and management
of invasive species.

We have a long-standing commitment to the local
environment. Affinity Water is a founder member and
supporter of Essex Wildlife Trust for 25 years.
 We attended the Tendring District Jobs and Careers
fair. We met around 1,500 local people from the
community.
 Tendring Council organised an event with us: ‘BE
SAFE: Winter Ready’ for local community including
vulnerable customers.
We provided tips on winter readiness water saving
devices and information on social tariffs.

155,971
customers

128

litres-per person
per day

4.6

megalitres per
day leakage

Our communities:
Dour

Dour:
Named after the River Dour which rises in the Downs
and flows out to sea in Dover, the community spans
from Dungeness in the West to Deal in the East. The
area has the oldest public water supply company
outside of London.
Pop up river labs on the river Dour delivered jointly
with our education coordinator & WCCP staff.
Follow the flow Dover – 3 events along the course
of the River Dour : secret source guided walk, river
lab river dipping, evening pebble adventures at Dover
Beach.

165,281
customers

127

litres-per person
per day

5

megalitres per
day leakage

Follow the flow Folkestone – 3 mini events along
the course of the Pent Stream: guided walk and Peg
bug making where the Pent joins the sea, river lab
river dipping, evening picnic and games at Holywell
where the spring water bubbles up at the start of the
stream.

Our performance commitments in summary
For the period 2015-2020, we made 13 commitments to our customers and regulators – which reflected four key
customer priorities:
Customers’
expectations

Our performance against these
commitments this year

Customers’
expectations

Reduce leakage to 173 million litres
2018/19: actual 196.1 million litres per day

Ensure there are no more than 320 properties
affected by unplanned interruptions to supply of
over 12 hours
2018/19 actual: 309 affected properties

Reduce average water use to metered customers
147 litres per person per day
2018/19 actual: 149.6 litres per person per day

Making sure
customers and
communities have
enough water while
leaving more water in
the environment

Ensure we have at least 1,068.1 million litres of
water available for use each day by increasing
flexibility in our network so we can transfer
water more effectively around our communities
2018/19 actual: 1,105.3 million litres per day

Our performance against these
commitments this year

Minimising
disruption to you and
your community

Abstraction incentive mechanism - Reducing the
amount of water we take from environmentally
sensitive areas during dry periods*
2018/19 actual: - 4,150 million litres per day
reduction

Keep the number of burst pipes below 3,100
2018/19 actual: 2,530 burst pipes
Keep the number of affected properties not
notified of planned works below 110
2018/19 actual: 68 affected properties
Keep the number of properties affected by
planned works taking longer to complete than
we had first said below 550
2018/19 actual: 492 affected properties.

Reducing the amount of water we take from
sensitive areas by a further 46.1 million litres.

The following do not have targets for this year:

Supplying high
quality water
you can trust

Achieve at least 99.95% compliance with water
quality standards
2018 actual: 99.96% compliance
Keep customer contacts about discolouration
below 0.66 per 1000 population served
2018/19 actual: 0.23 per 1000 population served.

*https://stakeholder.affinitywater.co.uk/docs/AIM-methodology-and-assumptions-Coded.pdf

Providing a
great service that
you value

Service Incentive Mechanism
Delivering a service which meets our
customers’ expectations
Value for money and affordability survey
Ensuring that we are providing the service which our
customers and communities value, and that we help
those who may struggle to pay.

Don’t just take our word for it...
We are committed to being open, transparent and trustworthy. In
line with our assurance plan 2018/19, the contents of this
document have been reviewed by members of our executive and
senior management teams. All numbers reported here are
based on data which itself has been subject to detailed review
by our external auditors.

Find out how
all companies in
the industry are
performing by visiting
www.discoverwater.co.uk

Further details can be found in our Statement of Risk and
Compliance https://stakeholder.affinitywater.co.uk/reportspublications.aspx
.
Customer Challenge Group
The CCG’s role is to constructively challenge
and advise us on how we should engage with
customers and stakeholders. They help us to
ensure our plans are based on a good
understanding of customers’ views.
www.affinitywater.co.uk/ccg

Moving forward
We value the feedback and involvement of our customers
and stakeholders.
In particular we run regular sessions to discuss
performance and capture ideas from our customers and
stakeholders.
For updates, information and ways you can get involved,
visit www.affinitywater.co.uk

