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One of our busiest years yet 
Hello and welcome to this year’s 
performance update 

About us, This year has been one of our busiest ever. This year 
Affinity Water has invested over £137 million into our 

at a glance... network, repaired thousands of leaks, replaced 
approximately 100km of pipes and, perhaps most 
importantly of all, reduced the number of complaints 
we’ve received when compared to last year. 

This booklet is designed to explain our performance targets and 
measures – both of which are closely scrutinised by our regulators 3.6 million 
and auditors. customers 
These targets were established in conjunction with customers when 
we put together our current Business Plan back in 2014. We’re now 
well into producing our business plan for the next five years and in 
producing our 60 year plan for how we’re going to supply water 
across our area. We’ve consulted with over 10,000 customers and 
will be reflecting these views in our ambitious new plan. 

In 2017 If we do not meet these regulatory targets, we’re not only failing in 
our promises to you, we also face significant financial penalties. 99.96% 
Thanks for taking the time to read this publication. Of water quality 

tests complied with 
regulatory 
standards 

Supply 

900 million 
litres per day 

In 17/18 we 
invested 

£137.9 million 

16,600km 
of pipes 



       

 

   

 

   

   

    
  

  
    

   

     
    

    

 

     

Where each pound of your money is spent 

Investment in our assets 

New pipes, treatment works and pumps 

Our people 

Wages, salaries and pensions 

Local and central 

government 

Corporation tax, business rates, 
abstraction charges, 
employer’s national insurance, 
Climate Change Levy and 
streetworks permits 

Our suppliers for operating 
services 

Operational cost of suppliers’ 
services 

Our shareholders 

Dividends and interest on shareholder 
debt 

Our bondholders 

Interest paid on debt financing 



  
          

       
          

         
          
         

       

        
       

        
        

     

      
       

         
  

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 topic 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. 



 

  
 

    

        

        

       
     

    
   

       
  

    

       

       

               

          

                
           

                
       

             
      

   
  

                          

 

-

Targeting performance issues 
across eight communities 
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Population Served Total: 3,719,697 326,266 464,820 689,516 1,072,439 285,879 551,876 175,329 153,572 Company 
overall 

performanc 
e * 

Target 
17-18 

Area in KM2 Total: 4,517 476 299 986 273 1192 496 413 382 

Leakage (millions of litres of treated water per day) 22.50 26.23 31.02 48.29 15.21 21.13 4.23 4.07 172.7* 173.1 

Average water use (average litres used per person per day)* 173.10 162.17 146.17 161.32 156.63 156.38 119.64 132.11 151.7* 153.3 

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

99.92 99.99 99.97 99.96 99.95 99.98 99.87 99.96 99.96 99.95 

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

0.25 0.21 0.22 0.22 0.73 0.19 0.37 0.18 0.27 0.66 

Customers affected by unplanned interruptions to supply 
over 12 hours 

32 6 3718 1587 36 1085 1426 0 7,890 320 

Number of mains bursts 456 410 454 571 383 440 126 83 2,923 3,100 

Affected customers not notified of planned supply 
interruptions 

20 87 114 1 57 3 0 0 282 110 

Planned works taking longer to complete than notified 6 69 315 0 23 15 56 0 484 550 

Non community performance 

Sustainable Abstraction Reductions The total reduction in water taken from sensitive catchments in millions of litres per day 32.7 14.1 

Water available for use Millions of litres of water available during peak demand 1135.6 1,100.8 

Abstraction Incentive Mechanism† 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. 

-5.106 TBC 

Service Incentive Mechanism A regulatory measure to rate and rank water companies on customer service. The final 
score and positions are released later in 2018. 

80.91 80 

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

67.7 TBC 

✔ 

✔ 
✔ 

✔ 

✔ 

✗ 

✗ 

✔ 

* 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 

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


    
              

             
        

  

    
   

 
 

   

   
    

     

 
  

  

 
 

    

     
       

    
    

     
  

Reducing leakage and reducing demand 
Leaks..or in other words the amount of water put into the network which is 
lost between our water treatment plants and your tap. This includes leaks on 
the supply pipe on your property which you own. 

CAUSES OF LEAKS 

WATER 
TREATMENT GROUND AGEING ACCIDENTAL DAMAGE TO OUR CUSTOMER 

WORKS MOVEMENT PIPES PIPES BY OTHER PROPERTIES 
ORGANISATIONS 

Our performance in 17/18: 

2017/18 we reduced Leakage is now We hit our leakage target 
leakage by enough to for the third year in a row 

supply water to and extra 10.79 after installing a network 
of thousands of acoustic million 500 loggers helping us to find litres lower than in homes a day. leaks more quickly. 2014/15 



   
    

                         
             

                         
    

      

                        
         

                         
                        

          

      
     

         
          

         
     

Environmental protection in drought 
Exceptional shortage of winter rainfall 

We have faced a challenge due to the exceptional shortage of winter rainfall in 2016 and 2017. Rainfall between October and March is crucial to 
fill up the aquifer from which we draw approximately 60% of our water. 

We had a wet December 2017 and winter of 2018 which has helped to restore the aquifer to near normal levels. However, we continue to 
monitor this situation closely. 

In partnership with the Environment Agency, 
landowners and community organisations we 
are able to help to improve rivers and habitats. 
One example of this is the project on the River 
Beane which Sir James Bevan, the CEO of the 
Environment Agency visited this year. 

Abstraction Incentive Mechanism (AIM): Going beyond regulation 

We are aware that stretches of rivers have run dry in your community because of the drought. To respond to the environmental challenges of 
drought we have an ambitious plan called AIM. 

If flows at pre-designated sites along a river go beneath a certain level we reduce our abstraction at certain sites, to help protect the local 
ecology. Affinity is one of 3 water companies to have an AIM programme and has 23 sites, significantly more than any other company, and 
beyond what we are asked to do by our regulators. 



 
      

    
     

       
       

           
          

          
  

       
       

   

         

         
      

        
         

   

        
         

          
           

     

 

 
   

 
   

 

 
   

 
   

Reducing demand 
We have hit our target on 
helping customers to reduce 
their water usage this year. 

We’ve been working hard installing new meters, 
working with schools and working with environmental 
groups to highlight the issue – that in the South East of 
England we have lower rainfall per head than in parts 
of the Middle East but consume more water than the 
UK average. 

We’re advocating change in Parliament and in 
Whitehall so that planning policy and building 
regulations are changed. 

We have now installed meters across our supply area. 

Our metering programme has had a major impact in 
our Dour community where average water 
consumption is 119.64 litres per person per day 
compared to an average across our company of more 
than 151 litres. 

Metering is now helping in our central communities 
which is why demand fell this year to 151.7. 

We’re also working hard to improve the quality of our 
data and ensure that we can break it down into smaller 
areas to truly understand water demand. 

16/17 

Our target: 

155.6 litres 
per person per day 

Result: 

159.7 litres 
per person per day 

17/18 

Our target: 

155.3 litres 
per person per day 

Result: 

151.7 litres 
per person per day 



      
           

        

  
         

         

      

           
 

   

    

  

 

 
 

 

  
 

    
   

  
  

Supplying high quality water you can trust 
Our tap water is safe, clean and wholesome. Our compliance with the 
requirements of the EU Drinking Water Directive remains high. 

Our Compliance performance 
• In 2016 we continued to provide safe, high quality water. 

• We are measured against a standard known as Mean 
Zonal Compliance*. 

• We exceeded our target this year. 

• We investigate any failures thoroughly, making any improvements we can to 
our processes. 

Testing water in 2017/18 

160,000 
Compliance samples of water taken 

Mean Zonal Compliance 

Target: 99.95% 

Achieved 
2016: 99.96% 
2017: 99.96% 

Customer contacts 
for discolouration 

Target: 0.66 contacts per 
1000 population served 

Achieved 
2016: 0.28 contacts 
2017: 0.27 contacts 

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

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


      

    
    
 
 

          
        

            
         

        

         
  

         
        

       
         
         

      
       

       
         

     

  

    
   

 
 

    

Minimising disruption to you and your community 
We’re sorry for inconvenience we have caused customers this year -
it’s been another challenging period for customer disruption. 

• We have missed two of our targets for a second year running, 
and we will face significant financial penalties because of this. 

• We had several large supply disruption incidents caused 
by burst pipes. 

• We disrupted too many supplies without telling customers first 
during planned works. 

Properties disrupted by unplanned 
incidents for over 12 hours 
Maximum 
allowable 
properties 320 
16/17 17/18 

1,840 7,890 
properties properties 
interrupted interrupted 

We know how frustrating this is for customers and 
are working hard to change this. We have 
developed an extensive plan to address this. 
During the year we launched our 24 hour network 
control desk whose role is to provide a central 
coordination point for all network activities, 
including emergencies. 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. 

Affected customers not notified 
of planned works* 
Maximum 
allowable 
properties 110 
16/17 
Failed to warn 

111 
properties 

17/18 
Failed to warn 

282 
properties 



      

  
 

      

      
       

  

  

  

   
   

    

         
       

     

  

Minimising disruption to you and your community 

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. 

Maximum target: 3,100 

Bursts in Bursts in 
16/17 17/18 

3,077 2,923 

Planned works taking 
longer to complete 
than we had first said 

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 

Occurrences 
16/17 

436 

Occurrences 
17/18 

484 



     

 

               
              

   

         
          

        
           

    

        
  

       
         

      

        
       

     
 

   

 

 

     
 

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: 

More than Social media No. of texts 
mentions: and emails: 1 10,000 130,000 million calls 

Looking forward 
We’re hoping to improve our position in the company • Our scores have remained relatively stable since 
league tables - this will be known later in 2017, when all starting the survey, and where they rise or fall, 
companies are ranked against each other. To help us we look for why this has happened 
improve, each year we carry out our own Value for Money 

In the meantime, to help us improve further, survey of over 1,900 customers: 
we plan to provide a more proactive service, 

• The survey looks at perceptions of bills, trustworthiness including introducing new self service functionality 
and overall satisfaction to our website. 



  

          
           

           
          

         
    

         
        

        
        

  

        
       
        

 

          
        

  

  
 

  
 

Our communities: 
Wey 

150 
litres-per person 

per day 

20 
megalitres per 
day leakage 

532,300 
customers 

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 working with farmers to help reduce 
pollution and improve the quality of our raw water 

• We have worked with the local river catchment 
partnership on research into aquatic wildlife to check 
the river health 

• We have held several public events to discuss 
company performance and consulted widely on our 
business plan which is under development for the 
period 2020-2025 

• We have been working on improving the ecology on the 
Heron and Queensmead Lakes as part of the National 
Environment Programme. 



  
     

     
     
      

     
     

    
    

     
     

      

  
 

  
 

           
    

         
          

       
   

          
          
      

    

Our communities: 
Colne 

Colne: 
Named after the Colne river 
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 
water 

We teach 6000 children each year about the water cycle at 
our education centre in Bushey. 

Our education team has also engaged with 1000 students 
from the Watford Grammar School for Boys, helping them to 
launch their new STEM (science, technology, engineering 
and mathematics) Centre. 

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. 

162 
litres-per person 

per day 

26 
megalitres per 
day leakage 

446,500 
customers 



  

    
     

        
   

       
       
         

        
  

          
        

       
           

   

          
            

 
  

 

Our communities: 
Misbourne 

173 
litres-per person 

per day 

23 
megalitres per 
day leakage 

330,100 
customers 

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. 

This year Affinity Water has reduced the water it abstracts 
from the Misbourne and engaged in a major river 
restoration project near Quarrendon Mill in the Chalfonts. 
This will help the river’s ecology and is major investment in 
the natural environment. 

Water usage is higher than the national average and we 
are working hard to help customers to reduce their usage. 



  
    

     
   

     
    
      
      

     
     

     
     

     

  
 

  
 

         
         

 

        
      

        
    

            
         

          
   

Our communities: 
Pinn 

161 
litres-per person 

per day 

48 
megalitres per 
day leakage 

979,600 
customers 

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. 

In Pinn and Wey we work closely with catchment 
partnerships, environmental NGOs and businesses to 
identify and reduce pollution risks to protect the natural 
environment and the water supply. 

Heavy traffic in the area makes it more difficult to work on 
the area but we’ve successfully replaced mains in the 
area over the last year to build on previous investment 
on our network. 



  

          
            

           
 

          
           

         
           

          
         

  

         
           

           

          
         

         
           

      

  
 

  
 

Our communities: 
Lee 

146 
litres-per person 

per day 

31 
megalitres per 
day leakage 

707,000 
customers 

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. 

While water usage is above the national average several local 
authorities are working to ensure that newly built housing is water 
efficient and we are working with sustainability groups in 
Letchworth to try to lead the way on reducing water usage. 

We have recently been reducing the amount of water we take 
from several sites to protect globally rare chalk streams including 
the Beane and the Mimram. 

We have worked with the Environment Agency and Luton 
Borough Council to carry out work to improve the river, the 
biodiversity, and the amenities at a park on the riverside in Luton. 

We have also worked with a local museum to promote 
conservation among local children and we are working with two 
NGOs to support biodiversity and ecological awareness. We are 
also working in the community with the charity Mind to help 
promote our services for vulnerable customers. 



  

           
            

            
             

           
           

       

         
   

        
          
          

           
            

  

            
          
         

         
           
      

  
 

  
 

Our communities: 
Stort 

Stort: 
The Stort community runs from just west of the A10 to Great 
Dunmow in the east. From Saffron Walden in the North to just 
within the M25 in the South. It is named after the River Stort 

157 
litres-per person 

per day 

15 
megalitres per 
day leakage 

296,000 
customers 

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. 

We have carried out significant work in and around 
Harlow flushing pipework. 

We have run several customer and stakeholder consultation 
workshops in Harlow and the surrounding area in order to 
understand the views of our customers and stakeholders on our 
future business plan. It is important that customers are able to 
understand and buy-in to our plans so the level of interest shown 
was greatly appreciated. 

A local school in Harlow won a major event organised by Affinity 
and Challenge Water. The pupils offered came up with radical 
and effective solutions to the challenges of high water 
consumption – showing how people could be further motivated to 
use water more sustainably. We are now investigating to see if 
their ideas can be developed further. 



  
      

     
    

     
   

   

      
     

   

  
 

  
 

        
        

      

         
    

         
          

         
       

         
        
       

         

Our communities: 
Brett 

132 
litres-per person 

per day 

4 
megalitres per 
day leakage 

148,600 
customers 

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. 

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 is a founder member and supporter 
of Essex Wildlife Trust for 25 years. 

We were the headline supporters of Tendring Jobs and 
Careers Fair for 2017. 

We’ve also increased the level of engagement with the 
local community in order to help to discuss and explain 
why we have increased residual chlorine in the water – 
in order to reduce further any risks. 

Leakage is lower than in most other communities with 
significant work having taken place in Brett community. 
Significant leakage reductions in other communities will 
help them to get to similar levels over time. 



  

         
         

       
          

      

        
       

       
       

      

      
        

    

       
        

   

  
 

  
 

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. 

It has lower water usage than the national 
average after a major metering programme last 
decade led to significant falls in water 
consumption. Leakage is also lower for a 
number of reasons including that metering 
programme. 

Partnered with Samphire Hoe Education Centre 
and the White Cliffs Partnership to deliver water 
saving messages to local school children. 

Affinity has been working to improve the 
ecology of the Little Stour chalk stream in 
partnership with NGOs. 

120 
litres-per person 

per day 

4 
megalitres per 
day leakage 

167,000 
customers 



    
                 

 

     
  

     
  

      
      

        
   

       

         
        

        
     

      

     
       

    
       

        
       

       
 

   

     
     

      

        
       

  
    

       
    

       
     
    

       
       

     
    

        

  
      
 

     
         

        
     

  
  
  

   
    

 

  
 

  

 
    

 

  
  

 

 

Reduce leakage to 173 million litres
2017/18: actual 172.7 million litres per day

Reduce average water use to below 153.3 litres
per person per day
2017/18 actual: 151.7 litres per person per day

Ensure we have at least 1,100.8 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
2017/18 actual: 1,138.6 million litres per day

Abstraction incentive mechanism Reducing the
amount of water we take from environmentally
sensitive areas during dry periods*
2017/18 actual: 5.106 million litres per day reduction

Reducing the amount of water we take from
sensitive areas by a further 32.7 million litres.

Achieve at least 99.95% compliance with water
quality standards
2017 actual: 99.96% compliance

Keep customer contacts about discolouration
below 0.66 per 1000 population served
2017 actual: 0.27 per 1000 population served.

Ensure there are no more than 320 properties
affected by unplanned interruptions to supply of
over 12 hours
2017/18 actual: 7,890 affected properties

Keep the number of burst pipes below 3,100
2017/18 actual: 2,923 burst pipes

Keep the number of affected properties not
notified of planned works below 110
2017/18 actual: 282 affected properties

Keep the number of properties affected by
planned works taking longer to complete than
we had first said below 550
2017/18 actual: 484 affected properties.

The following do not have targets for this year:

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.

Making sure
customers and

communities have
enough water while
leaving more water in

the environment

Supplying high
quality water
you can trust

Minimising
disruption to you and

your community

Providing a
great service that

you value

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’ Our performance against these Customers’ Our performance against these 
expectations commitments this year expectations commitments this year 

-

’ 

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

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


      

  

             
             

            
              

     

            

 

       
         

       
         

   

 

           
           

         
              

             
  

          

   
   
   

 

Don’t just take our word for it... 

We are committed to being open, transparent and trustworthy. In line with our 
assurance plan 2017/18*, the contents of this booklet have been reviewed by our 
Audit Committee and 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. 

Further details can be found in our Statement of Risk and Compliance 
https://stakeholder.affinitywater.co.uk/reports-publications.aspx 

. 

Find out how 
all companies in 
the industry are 

performing by visiting 

www.discoverwater.co.uk 

Customer Challenge Group Moving forward 

The CCG’s role is to constructively challenge Without your input, our Business Plan won’t truly reflect what our 
and advise us on how we should engage with customers and communities really think and want us to focus on 
customers and stakeholders. They help us to in the future. Over the coming months, we’ll continue 
ensure our plans are based on a really good to be in touch, asking for your thoughts on the kind of things we 
understanding of customers’ views. can do to plan for the future and change things for the better. 

www.affinitywater.co.uk/ccg 
Thanks for reading. 

For updates, information and ways you can get involved, visit 
www.affinitywater.co.uk 

https://stakeholder.affinitywater.co.uk/reports-publications.aspx



