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Metrics independently assured by under ISAE3000 

 

 

 

 

 

 

 

 

 

 

Metrics subjected to agreed upon procedures by an independent third party auditor (ISRS440) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Metrics internally assured by our Internal risk. audit and assurance  team 

 

 

 

 

https://thameswater.sharepoint.com/sites/RegComReport/APRAR%20202223/Thames%20Water%20Reporting%20Criteria%202022-23%20(FINAL).docx#_Toc139529277
https://thameswater.sharepoint.com/sites/RegComReport/APRAR%20202223/Thames%20Water%20Reporting%20Criteria%202022-23%20(FINAL).docx#_Toc139529308
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Metrics internally assured by the business 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://thameswater.sharepoint.com/sites/RegComReport/APRAR%20202223/Thames%20Water%20Reporting%20Criteria%202022-23%20(FINAL).docx#_Toc139529321
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• 

• 

About this document 

https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
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• 

• 

Our assurance approach 

https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
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Our assurance approach (continued) 

• 

• 

• 
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Our assurance approach (continued) 
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Mains repairs BW01 

• 

• 

Figure:  

https://www.ofwat.gov.uk/publication/reporting-guidance-mains-repairs-per-1,000km/
https://www.ofwat.gov.uk/publication/reporting-guidance-mains-repairs-per-1,000km/
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-mains-repairs-per-1000km.pdf


IS
A

E3
0

0
0 

 
Unplanned outages BW02  

 

 

 

 

 

 

 

• 

• 

• 

https://www.ofwat.gov.uk/wp-content/uploads/2018/03/20190327-6.-Unplanned-outage-final-reporting-guidance.pdf
https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
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Water supply interruptions BW03 

Boundaries 

≥3

https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
https://www.ofwat.gov.uk/publication/reporting-guidance-supply-interruptions/
https://www.ofwat.gov.uk/publication/reporting-guidance-supply-interruptions/


IS
A

E3
0

0
0 

 
Leakage BW04 

 
Source: Ofwat Reporting Guidance leakage 

  

 
  

https://www.ofwat.gov.uk/publication/reportingguidance-leakage/
https://www.ofwat.gov.uk/publication/reportingguidance-leakage/
https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
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Leakage BW04 (continued) 

 

. 

 

 

https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.thameswater.co.uk/about-us/performance
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.thameswater.co.uk/about-us/performance
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.ofwat.gov.uk/publication/reportingguidance-leakage/
https://www.ofwat.gov.uk/publication/reportingguidance-leakage/
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Leakage BW04 (continued) 
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https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
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Leakage BW04 (continued) 

• 

• 

• 

• 

• 

 

• 

• 

• 

• 

 

https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
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Per capita consumption (‘PCC’) BW05  

https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
https://www.ofwat.gov.uk/publication/reporting-guidance-per-capita-consumption/
https://thameswater.sharepoint.com/:w:/r/sites/RegReport/AR24%20Project%20Management/Appendix%201_Compliance%20with%20Ofwat%20Guidance%20%5Bworking%20draft%5D.docx?d=w90f9cd94f577457082783a906594894f&csf=1&web=1&e=zxxrZQ
https://thameswater.sharepoint.com/:w:/r/sites/RegReport/AR24%20Project%20Management/Appendix%201_Compliance%20with%20Ofwat%20Guidance%20%5Bworking%20draft%5D.docx?d=w90f9cd94f577457082783a906594894f&csf=1&web=1&e=zxxrZQ
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Water Quality Compliance BW06a  

• 

• 

• 

https://www.ofwat.gov.uk/publication/dwi-compliance-risk-index-cri-definition/
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Sewer Collapses CS02 

• 

• 

https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
https://www.ofwat.gov.uk/publication/reporting-guidance-sewer-collapses-per-1,000km/
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Internal sewer flooding CS03 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

https://www.ofwat.gov.uk/publication/reporting-guidance-sewer-flooding/
https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
https://www.ofwat.gov.uk/publication/reporting-guidance-sewer-flooding/
https://www.ofwat.gov.uk/publication/reporting-guidance-sewer-flooding/
https://www.ofwat.gov.uk/publication/reporting-guidance-sewer-flooding/
https://www.ofwat.gov.uk/publication/reporting-guidance-sewer-flooding/
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Security of supply index (‘SoSI’) 
DW02 
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Security of supply index (‘SoSI’) DW02 (continued) 
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Acceptability of water to 
consumers BW08 

Period 

 

Boundaries 

• 

• 

• 

 

D-MeX AWS01  

https://www.ofwat.gov.uk/wp-content/uploads/2020/07/Changing-the-Water-UK-metrics-in-D-MeX-our-decisions.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2020/03/D-MeX-guidance-for-2020-25.pdf
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Water quality events BW09 

• 

• 

https://www.ofwat.gov.uk/publication/dwi-letter-customer-contacts-about-water-quality-appearance/
https://discoverwater.co.uk/
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μ

Reducing risk of lead BW10 

• 

• 

• 

• 

https://www.legislation.gov.uk/wsi/2018/647/contents/made
https://www.legislation.gov.uk/wsi/2018/647/contents/made
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Clearance of Blockages CS04 

• 

• 

• 

• 

• 

• 

Treatment Work Compliance CS01 

Boundaries 

https://www.gov.uk/government/publications/water-companies-operator-self-monitoring-osm-environmental-permits/water-companies-operator-self-monitoring-osm-environmental-permits;
https://www.gov.uk/government/publications/water-companies-operator-self-monitoring-osm-environmental-permits/water-companies-operator-self-monitoring-osm-environmental-permits;
https://www.gov.uk/government/publications/water-companies-operator-self-monitoring-osm-environmental-permits/water-companies-operator-self-monitoring-osm-environmental-permits;
https://www.gov.uk/government/publications/waste-water-treatment-works-treatment-monitoring-and-compliance-limits/waste-water-treatment-works-treatment-monitoring-and-compliance-limits
https://www.gov.uk/government/publications/waste-water-treatment-works-treatment-monitoring-and-compliance-limits/waste-water-treatment-works-treatment-monitoring-and-compliance-limits
https://www.gov.uk/government/publications/waste-water-treatment-works-treatment-monitoring-and-compliance-limits/waste-water-treatment-works-treatment-monitoring-and-compliance-limits
Environment%20Agency%20water%20and%20sewerage%20company%20Environmental%20Performance%20Assessment%20(EPA)%20methodology%20(version%209)%20for%202021%20to%202025%20-%20Ofwat
Environment%20Agency%20water%20and%20sewerage%20company%20Environmental%20Performance%20Assessment%20(EPA)%20methodology%20(version%209)%20for%202021%20to%202025%20-%20Ofwat
Environment%20Agency%20water%20and%20sewerage%20company%20Environmental%20Performance%20Assessment%20(EPA)%20methodology%20(version%209)%20for%202021%20to%202025%20-%20Ofwat
Environment%20Agency%20water%20and%20sewerage%20company%20Environmental%20Performance%20Assessment%20(EPA)%20methodology%20(version%209)%20for%202021%20to%202025%20-%20Ofwat
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Sewage pumping station availability  
CS05 

• 

• 

• 
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Empty household properties (‘void 
properties’)  
ER02 

Unregistered household properties 
ER01 

• 

• 
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• 

Pollution Incidents ES01 

Households on the Thames Water  
social tariff  ER03 
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Enhancing Biodiversity EWS01 

• 

• 

• 

Sludge Treated Before Disposal 
ES03 

https://www.ofwat.gov.uk/wp-content/uploads/2017/12/20171129-Incidents-and-their-classification-the-Common-Incident-Classification-Scheme-CICS-23.09.16.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2017/12/20171129-Incidents-and-their-classification-the-Common-Incident-Classification-Scheme-CICS-23.09.16.pdf
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• 

 

• 

• 
Smarter Water Catchment 
initiatives EWS02 

  

https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/media-library/home/about-us/responsibility/smarter-water-catchments/updates/river-crane-update.pdf.
https://www.thameswater.co.uk/media-library/home/about-us/responsibility/smarter-water-catchments/updates/river-crane-update.pdf.
https://www.thameswater.co.uk/media-library/home/about-us/responsibility/smarter-water-catchments/updates/river-chess-update.pdf.
https://www.thameswater.co.uk/media-library/home/about-us/responsibility/smarter-water-catchments/updates/river-chess-update.pdf.
https://www.thameswater.co.uk/media-library/home/about-us/responsibility/smarter-water-catchments/updates/river-evenlode-update.pdf
https://www.thameswater.co.uk/media-library/home/about-us/responsibility/smarter-water-catchments/updates/river-evenlode-update.pdf
https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
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Empty Business Properties EWS08 

• 

• 

• 

• 

 

Renewable Energy Produced EWS03 

https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
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https://www.thameswater.co.uk/about-us/performance
https://www.thameswater.co.uk/about-us/performance
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 C-MeX  AR01 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

https://www.thameswater.co.uk/about-us/performance
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Priority Services for Customers in 
Vulnerable Circumstances AR06 

• 

• 

• 

Definitions 

Percentage of Satisfied Vulnerable 
Customers AR05 

• 

• 

• 

• 

• 

https://www.ofwat.gov.uk/wp-content/uploads/2019/07/PR19-draft-determinations-Reporting-guidance-%E2%80%93-Common-performance-commitment-for-the-Priority-Service-Register.pdf
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Proactive Customer Engagement 
AWS02 

 

 

• 

• 

• 

• 

• 



In
te

rn
al

 
Properties at Risk of Receiving Low 
Pressure BW07 

• 

• 

• 

• 

• 

• 

• 

https://www.ofwat.gov.uk/publication/properties-at-risk-of-receiving-low-pressure/
https://www.ofwat.gov.uk/publication/properties-at-risk-of-receiving-low-pressure/
https://www.ofwat.gov.uk/publication/properties-at-risk-of-receiving-low-pressure/
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SEMD - Securing our sites  
(legacy projects) DWS03 

 

 

SEMD - Securing our sites  
(2020-25 projects) DWS02 

Boundaries 

https://consult.defra.gov.uk/water-and-flood-risk-management/directions-new-water-supply-sewerage-regime/
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• 

• 

• 

• 

• 

Environmental measures delivered 
ES02 

• 

• 

• 

• 

https://www.ofwat.gov.uk/publication/pr19-winepprogramme-annual-update-for-2019/
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Replacing existing meters with 
smart meters in London M02 

Installing new smart meters in 
London M01 

• 

• 

• 
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Responding to major trunk mains 
bursts BW11 

≥ 

≥ 

BSI standard for fair, flexible and 
inclusive services AR07 
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Risk of sewer flooding in a storm 
DS01  

Surface water management DS02 

Understanding risk of flooding and 
resilience within the Counters Creek 
catchment CC 

• 

• 

https://www.ofwat.gov.uk/publication/reporting-guidance-risk-of-sewer-flooding-in-a-storm/
https://www.ofwat.gov.uk/publication/reporting-guidance-risk-of-sewer-flooding-in-a-storm/
https://www.thameswater.co.uk/media-library/home/about-us/investing-in-our-region/counters-creek/counters-creek-main-report.pdf
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Risk of severe restrictions in a 

drought DW01 

https://www.ofwat.gov.uk/publication/drought-resilience-metric-risk-of-severe-restrictions-in-a-drought/
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• 

• 

 

• 

• 

 

Drainage and wastewater 
management plans DWMP 

https://www.water.org.uk/policy-topics/managing-sewage-and-drainage/drainage-and-wastewater-management-plans/
https://www.water.org.uk/policy-topics/managing-sewage-and-drainage/drainage-and-wastewater-management-plans/
https://www.ofwat.gov.uk/publication/drought-resilience-metric-risk-of-severe-restrictions-in-a-drought/
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Additional assurance requirements 
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• 

Power resilience DWS01 

Boundaries 

• 

• 

• 
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Effective stakeholder engagement  
ET02 

Readiness to receive tunnel flow at 
Beckton STW ET01 

• 
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Critical asset readiness for the 
London Tideway Tunnels  ET04 
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• 
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Establish an effective system 
operator for the London Tideway 
Tunnels ET05 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 
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Maximising the value of Tideway 
project land sales ET06 
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• 
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• 

Managing early handback of 
Tideway project land ET07 
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Natural Capital Accounting 
EWS04 

Abstraction incentive mechanism 
(AIM) EW01 

Boundaries 
For the 2023/24 reporting year, the cumulative 

AIM score, and cumulative

• 

• 

• 

• 

• 

https://www.ofwat.gov.uk/wp-content/uploads/2016/02/gud_pro20160226aim.pdf
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London Water Improvement 
conditional allowances 

LWI Trunk mains renewal LWI01 

LWI Future London Strategy LWI02 

  

Delivery of water industry national 
environment programme 
requirements  
NEP01 
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LWI Data validation LWI03 
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