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This is our Annual Performance Report 

( ĀPR°). It®s where you can find out more 

about how we®ve performed during our 

2022/23 financial year (1 April 2022 to 31 

March 2023) against the targets we have 

agreed with our regulator, Ofwat. 

These targets are tied to our purpose to 

deliver life®s essential service, so our 

customers, communities and the 

environment can thrive.  

We®re here to make sure our customers 

have clean, fresh drinking water every day, 

and that we®re recycling waste without our 

customers having to worry.  

We want to help you, our customers and 

stakeholders, to understand what our 

priorities are and what we®re doing to turn 

Thames Water around. 

We know that being truly open and 

transparent is important as we continue to 

build trust with our stakeholders, so we 

have changed the way we communicate to 

tell our story in a more straightforward way.  

 

To make our information accessible we®ve: 

¶ Split our APR into sections for easier 

reference; 

¶ Added section tabs on the left-hand side 

throughout this document; 

¶ Provided an index of our individual 

performance commitments (¯PCs°) on 

page 20; 

¶ Split our PCs into two sections, common 

and bespoke, and ordered them so they 

are consistent with the ordering that 

Ofwat uses1;  

¶ Provided clear commentary on how we®ve 

performed and what we®re doing to 

improve our performance;  

¶ Introduced graphs so that it is easier to 

see trends and performance against 

targets over time; 

¶ Provided a look up for all our regulatory 

statements and disclosure on page 70; 

¶ Provided an index of our regulatory 

accounts in the regulatory accounts 

section of this document; 

¶ Provided a glossary of terms on our 

website; and 

¶ Explained our approach to open data on 

page 96. 

 

Throughout this report we will 
provide  extra information to help 
you understand this report . 

 

1 Ofwat's Water company performance report 2021/22 

https://www.ofwat.gov.uk/wp-content/uploads/2022/12/WCPR_2021-22.pdf
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Our purpose is to deliver life®s essential 

service, so our customers, communities and 

the environment can thrive.  

 

Our operating area follows the River 

Thames and stretches from Gloucestershire 

to Essex, covering countryside, villages, 

towns and our capital city of London.  

So that we are closer to our customers, we 

transformed to a regional model in April 

2022 and have separate operational teams 

dedicated to London and Thames Valley & 

Home Counties. 

 

We®re committed to robust standards of 

corporate governance and follow the 

requirements of Ofwat®s board leadership, 

transparency and governance principles.  

Further details can be found in the 

®Compliance with the Corporate 

Governance Code® section of our annual 

report.

 

 

We want everyone at Thames Water to live 

our values: 

¶ Take care 

¶ Passionate about everything we do 

¶ Be respectful and value others 

¶ Reach higher, be better 

¶ Take ownership 

¶ Be proud, be blue. 

 

Over the past year, we®ve been bringing 

them to life through our living our values 

sessions, helping us to reconnect with our 

values and behaviours and understand what 

collective behaviours we need to exhibit to 

get to where we want to be.

¶ We serve 16 million customers across 

London and the Thames Valley 

¶ We move more than 7 billion litres of 

water and wastewater through our 

water cycle, every single day 

¶ Our ambassador volunteers provided 

support day and night, during the 

National Mourning for Her Majesty 

Queen Elizabeth II to make sure visitors 

to London and Windsor, including those 

in ­the queue®, had access to drinking 

water through our new waterwalls 

¶ We turn poo into power and self-

generate over 20% of our own energy, 

with 100% renewable electricity from 

the grid filling the gap 

¶ We've donated nearly £6m to our Trust 

Fund since 2009, making it one of the 

largest charitable funders of debt 

advice in our region.
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We publish the following documents on our website. 

 

 

 

 

   Our action plan 

  What we are doing to  

   improve our performance 

 

Annual report 

 

 

 

 

 

 

 

  

   

 Our sustainability report 

 

  

  

 

Methodology statement  

Processes and allocation 

methods used in our  

financial APR tables 

Reporting criteria 

Approach used to prepare 

non-financial information  

in our APR 

Glossary of terms  

Supporting our reader®s 

understanding 

We publ ish ou r APR data tables in in a MS excel format  on our 
website  where  they  can be accessed by all interested parties . 

https://www.thameswater.co.uk/about-us/investors/our-results
https://www.thameswater.co.uk/about-us/investors/our-results
https://www.thameswater.co.uk/about-us/investors/our-results
https://www.thameswater.co.uk/about-us/performance/action-plan
https://www.thameswater.co.uk/about-us/investors/our-results
https://www.thameswater.co.uk/about-us/investors/our-results
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ʂAs we take on the leadership of 
ƮœŘƥ ŘĬƁŷŘĬ īƶƥŘŷĸƥƥɠ Ǐĸʅƞĸ 
focused  on stepping up the 
deliver y of our  turnaround ɟʃ 

Cathryn Ross and Alastair Cochran 
Interim Co-Chief Executive Officers, appointed June 2023 

We want to start this statement by paying 

tribute to one of our supply chain colleagues 

who tragically lost his life last year, while 

carrying out a routine task. Safety is our top 

priority and ­take care® is a core Thames 

Water value. The incident is still being 

investigated to understand what happened 

and, more importantly, to prevent it from 

happening again. Our thoughts are with our 

colleague®s family and friends at this difficult 

time. 

Our turnaround 

As we take on the leadership of this iconic 

business, we®re focused on stepping up the 

delivery of our turnaround, to build on the 

strong foundations that have been put in 

place over the last two years. 

Our refocussed turnaround plan is built on a 

robust financial position. We had £4.4 billion 

of liquidity at the end of the financial year 

end and our shareholders have continued to 

support the business through additional 

funding.  

They committed £500 million of funding 

during the year, which was drawn in March 

2023. Shareholders have now agreed to 

provide a further £750 million of equity 

funding, which will be subject to certain 

conditions, to drive Thames Water®s 

turnaround over the remainder of the 

current AMP7 regulatory period and 

establish a solid foundation for Thames 

Water®s long term growth.  

In addition, our Shareholders acknowledge 

that the development and delivery of the 

new focused turnaround plan will require 

the provision of further equity support in 

AMP8 significantly in excess of the current 

commitment.  

In addition, our shareholders acknowledge 

that our turnaround will continue into AMP8 

and that the new refocused turnaround plan 

will likely require the provision of further 

equity investment significantly in excess of 

the current commitment to improve 

operational performance and financial 
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resilience. Indicatively, the AMP8 equity 

investment is expected to be in the region of 

£2.5 billion, but the nature and amount of 

such medium-term support will depend on 

finalisation of the new focused turnaround 

plan and the regulatory framework that will 

apply to the AMP 8 period. We very much 

appreciate shareholders® substantial 

investment in the business, which 

demonstrates their commitment to 

delivering Thames® turnaround and building 

a better future for our customers, 

communities and the environment. 

At the same time, we fully recognise our 

performance is not where it needs to be. 

The impact of the weather on our ageing 

assets was acutely felt in FY23, and we 

weren®t able to deliver key improvements 

quickly enough. 

During the year, it became clear we needed 

to accelerate the speed of performance 

improvements and so, in April, we began a 

review of the turnaround plan. As a result of 

that review, we®ve refocused the plan into a 

more targeted, prioritised, three year 

turnaround, that will drive faster 

improvements in key performance metrics. 

It will also be underpinned by greater 

financial discipline as we seek to secure 

maximum value from every pound we spend 

for our customers and the environment. 

Over the last 12 months we have made 

good progress in embedding the 

foundations of a turnaround in performance. 

We®ve moved to a restructured regional 

operating model, brought all customer-

facing telephone teams back to our region, 

and insourced the repair and maintenance 

of our water network.  

All of the structural changes are bringing us 

closer to customers and will deliver 

improvements in our performance while 

creating good quality local jobs. We®ve also 

continued our record levels of investment 

with £3.1 billion invested in our assets since 

the launch of the turnaround just over two 

years ago, £1.8 billion of which has been 

over the last year alone. 

In the coming year we will build on these 

foundations by prioritising a smaller number 

of performance improvements. These will 

be backed by clear metrics, with clear 

accountabilities across our leadership team.  

The health and safety of our colleagues and 

customers will always be our most 

important priority and we®ll be focusing on 

other areas that matter most to customers, 

such as reducing pollutions to improve river 

health. We know we can®t do everything at 

once and the new turnaround plan will focus 

on these critical areas. Clearly, prioritisation 

is key to ensure we can deliver 

improvements efficiently for our customers.  

We are also managing deliverability 

constraints in a constrained supply chain 

that has been impacted by recent global 

events. This is requiring trade-offs to be 

made as we focus on delivering substantial 

and sustainable improvements as quickly as 

possible, safely and in the areas that matter 

most. 

We®ve spent a lot of time over the last two 

years uniting around our purpose, values 

and behaviours. It®s clear that Team 

Thames is full of passion to make 

improvements in what and how we deliver 

for customers and the environment, but we 

need to make it easier for them to do this 

across London, the Thames Valley and 

Home Counties.  

To deliver the refocused turnaround plan, 

we®re empowering teams to take more 

accountability to speed up improvements. 

We also need to break down the legacy, 

and unnecessary, barriers to success and 

encourage our senior leaders to take 

ownership of the decisions they®re in the 

best place to make. 

The scale of the challenge 

While we are making positive steps, the 

scale of the challenge we face is significant 

and we need to ensure that we adequately 

reflect in our plans both the cost to deliver 

our services with an ageing asset base, and 

the investment required to improve our 

asset health over the long term . For years 

our performance has been severely affected 

by the health of our assets.  
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On a day-to-day basis our ageing assets 

need more maintenance to provide our core 

services, we spend more to fix assets that 

fail, and when we are hit with extreme 

weather, which is happening more often, 

our services are more adversely affected 

and take longer to restore. All of this feeds 

into our performance, and into financial 

penalties which in turn reduce the funds 

available to reinvest in the network. 

We®re in the concluding stages of an 

internal investigation into the scale of what 

needs to be done to improve our resilience, 

manage and renew our assets over the 

long-term. The report will be finalised in the 

Autumn and will enable us to factor in the 

costs associated with renewing our assets 

over the coming decades into our PR24 

business plan submission.  

It®s absolutely vital we understand what 

needs to be done and put a sustainable 

plan in place to manage and renew our 

assets, as we face into the challenges of 

climate change and population growth. 

The need for reform 

In recent years we have consistently 

advocated for systemic reform focused on 

three areas, relating to planning, regulation 

and investment in critical infrastructure. We 

absolutely align with this view and will 

continue to drive it forward. 

First, we need to stop using drinking water 

to flush toilets or water gardens, which will 

require a completely different way of 

planning developments. Second, we need 

to look outside the five-year regulatory cycle 

to be able to make the right long-term 

decisions ² we all know we®ll need water for 

more than five years, but the current 

regulatory model trains people in the sector 

to focus on the short-term. And third, we 

need a new coordinated approach to speed 

up critical projects like the Thames Tideway 

Tunnel, which don®t fit within the regulatory 

framework.  

The Thames Tideway Tunnel will reduce 

spills into the Tidal Thames by an estimated 

95% in the next couple of years, putting us 

way ahead in our journey to clean up rivers. 

But it was more than fifteen years in the 

making and was only possible through an 

innovative financial model, not seen before 

in the industry. The proposed reservoir at 

Abingdon could also be delivered in a 

similar way. 

Our first priority is to make sure we deliver 

our turnaround to improve customer and 

environmental performance. However, the 

country®s water and waste water resilience 

rests on a fundamentally different way of 

doing things; our assets are ageing, and the 

dual challenges of climate change and 

population growth are only going to 

intensify.  

We recognise the critical role we, the 

Executive team and our leadership 

community, needs to play in working with 

our regulators, peers, investors, NGOs and 

Government to drive radical reform. In the 

last few years, under Sarah Bentley®s 

leadership, we transformed our 

engagement with stakeholders, spending 

time listening and understanding and 

sharing ideas. We are committed to 

maintaining that transparent, honest and 

collaborative approach. A better water 

future is essential for everyone. It is not 

something that any water company can 

deliver alone. 

A pivotal price review 

This price review is pivotal for the sector®s 

long-term future. As we head towards the 

submission of our business plan for PR24, 

the stark reality of the situation facing the 

industry is clear. We absolutely need to 

invest to manage and renew ageing 

infrastructure and increase our resilience to 

extreme challenges that will only accelerate. 

Being able to balance investment with 

deliverability and affordability is at the heart 

of our business plan for the next five years. 

A challenging year for performance 

With our ageing assets and extreme 

weather events being major contributing 

factors, our performance fell short of 

expectations during the year, in key metrics 

including leakage and pollutions.  
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Our job is to deliver a good service, 

regardless of the weather. So the fact that 

2022 was a year of climate extremes is no 

excuse for poor performance. Nevertheless, 

the drought in the Summer followed by the 

freeze-thaw in December put major stress 

on our network and the resilience of our 

operational teams. We®d been performing 

well in reducing leakage in the early part of 

2022/23, however our performance was 

knocked off course by the extreme drought. 

It led to a 38% increase in mains bursts due 

to the excessively dry ground and increased 

pressure in pipes due to spikes in demand.  

The pipes faced more stress in December 

when the persistent freezing weather, 

followed by a quick thaw, led to cracks in 

pipes. Customers also felt the devastating 

impact on pipes in their own homes too. As 

well as leakage, the weather extremes had 

a negative impact on our performance in 

supply interruptions, consumption and 

pollutions. On the flip side, the exceptionally 

dry weather helped us secure a significant 

46% reduction in discharges of untreated 

sewage and improved performance in 

internal sewer flooding. 

While we haven®t met targets in some of our 

core metrics, we®ve continued to make 

good progress in the reduction of 

complaints with a 28% year-on-year 

reduction. Our capital delivery machine is 

also streets ahead of where it was. There®s 

been a six-fold increase in the work the 

team has on contract in the last two years ² 

a brilliant achievement while the supply 

chain still recovers from the impact of  

covid-19.  

A step forward in transparency 

We care deeply about the health of our 

rivers and cleaning up rivers is at the heart 

of our approach ² we®ve been clear for 

years that all discharges into rivers are 

unacceptable, whether they®re a result of a 

fault in our network or the design of our 

infrastructure.  

The weather helped us secure a huge 

reduction in sewage spills last year, with the 

exceptionally dry weather in the summer, 

and we won®t be complacent. 

Being transparent about what®s happening 

is key to rebuilding trust and we®re leading 

the way. We were the first in the industry to 

launch our live sewage discharges map in 

January 2023 and since then we®ve 

enhanced it with details of the investment 

we®re making at many of our sites. 

While it is clear that it is unacceptable, it is 

also clear that there is no quick fix to 

stopping sewage discharge. We need to 

fundamentally adapt and enhance the 

design of infrastructure that often more than 

a century old. We need to stop rainwater, 

and water from misconnections, getting into 

our vast network and overwhelming our 

sewage treatment works. We also need to 

work with property owners, developers and 

local authorities to ensure that we change 

our approach to drainage, so we don®t store 

up further problems, including in relation to 

surface water flooding, elsewhere. 

Supporting our customers with the cost-of-

living 

We increased our social tariff support to 

£50 million during a difficult year for many of 

our customers, as well as continuing to 

provide other support through our customer 

assistance fund and independent trust fund. 

We®ve also pledged to help customers with 

almost a quarter of a billion pounds through 

our social tariffs over the next two years.  

A year of unprecedented business change 

At the same time as facing various external 

challenges, the last year saw us embedding 

some fundamental changes within our 

business. We®re incredibly thankful to our 

colleagues across the business for all of 

their hard work and resilience not only in 

keeping the taps flowing and the toilets 

flushing, but also for their openness and 

enthusiasm in adapting to new ways of 

doing things.  

Throughout the year, Team Thames 

demonstrated real commitment to delivering 

improvements for the customers and 

environment. The scale of internal change 

and external challenge has meant that it not 

been easy for the team, and we continue to 

focus on supporting our colleagues through 
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this period. Sarah spent a lot of time during 

the year meeting colleagues at sites across 

our patch to listen to the challenges they 

face and support them in finding solutions.  

As an Executive team, we®ll continue that 

programme and remain committed to 

spending time with, listening to and 

supporting our frontline colleagues. 

Thank you 

We®d like to finish this statement with a 

thank you to Ian Marchant, our Chairman, 

who is stepping down after six years at 

Thames Water. Two of those years were 

spent as Interim Executive Chairman, 

during which he provided stability and 

direction for Team Thames. Ian will be 

warmly remembered across the business 

for his energy and enthusiasm, and the 

breadth of perspective he offered across 

such a wide range of issues. 

We®d also like to thank Sarah Bentley, until 

recently our CEO, who worked with such 

determination and passion to get this 

business back on track. After putting strong 

foundations in place, Sarah felt it was the 

right time to step away and allow a new 

CEO to take the reins as we enter the next 

phase of our turnaround journey. We are 

clear that we want to build on what Sarah 

achieved, including the way she 

transformed our engagement with 

colleagues and our relationships with 

stakeholders. 

We wish them both the best in their next 

endeavours. 

Thank you, 

 

Cathryn Ross and Alastair Cochran 
Interim Co-Chief Executive Officers 
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ʂgƮʅƥ ĬŬĸĐƞ Ʈœĸƞĸ ŷĸĸĲƥ ƮƁ īĸ 
urgent reform of the sector, so it 
can  deliver its regulatory, 
customer and environmental 
commitments, and the risks 
need to be at the top of the 
regulatory and political agenda .ʃ 

Ian Marchant 
Chairman 

 

2022 was a real manifestation of the 

heightening risk of climate change and the 

vulnerability of Thames Water®s ageing 

network. It®s clear that the world of water 

will need to operate very differently over the 

next 30 years, adding complexity to the 

delivery of short- term targets while also 

creating the need to develop long-term 

plans for our changing world. 

Thames Water has been through an intense 

period of change to lay the foundations of 

the turnaround, and, on behalf of the Board, 

I would like to thank Team Thames for their 

continued passion, determination and 

commitment to do their best for customers 

and the environment. Despite the 

challenges facing Thames, every single day 

the team supplies high quality drinking 

water to 10 million customers and treats the 

wastewater of 16 million across London and 

the Thames Valley. The scale of what the 

team does every day is something to be 

proud of. 

As a Board, we®re focused on supporting 

the Executive team in delivering strong 

foundations for the team to succeed and to 

deliver our purpose ² to deliver life®s 

essential service, so our customers, 

communities and the environment can 

thrive. 

Strong, ongoing shareholder support 

The Board has spent time considering our 

financial resilience and we®re in a solid 

position. Regulatory gearing is down to 

77.4%, compared to 81.3% five years ago, 

and, at 31st March 2023, we had £4.4 

billion of cash and committed facilities 

available. 

The challenge we face is that we need to 

fund significant investment over the next 

seven years to increase the resilience of our 

assets, to meet current and future 

environmental obligations and to improve 

the performance of the business for our 

customers and the environment. 

Our shareholders have been very 

supportive of the Board and Executive team 

and have already demonstrated that 

support in two ways; foregoing any income 

on their investment for the sixth year in a 

row and, as agreed in June 2022, investing 

an additional £500 million. 

Shareholders have now agreed to provide a 

further £750 million of funding by 2025, 

subject to satisfaction of certain conditions, 

to support the development and delivery of 

the new refocused turnaround plan, and 

have acknowledged that our turnaround will 

continue into AMP8 and that the new 

refocused turnaround plan will likely require 

the provision of further equity support 

investment significantly in excess of the 

current commitment to improve operational 

performance and financial resilience. 

Indicatively, the AMP8 (2025-2030) equity 
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investment is expected to be in the region of 

£2.5 billion, but the nature and amount of 

such medium-term support will depend on 

finalisation of the new focused turnaround 

plan and the regulatory framework that will 

apply to the AMP 8 period.  

The Executive team and the Board are 

continuing to engage in constructive 

discussions with shareholders and 

regulators to ensure the expected 

investment is forthcoming. 

The ageing network 

Performance during the year was affected 

by a number of large asset failures on 

Thames® ageing network, including a burst 

on a 100-year-old, 42-inch water main in 

Belsize Park. The declining health of 

Thames Water®s ageing infrastructure is 

increasingly evident, with the impact of 

climate change and population growth 

adding more pressure on the already 

stretched network. With that in mind, we 

welcome the Executive team®s leadership in 

getting a deeper understanding of the 

investment we need to make to increase the 

resilience of our network. 

With the business assessing the investment 

required over the long-term to renew and 

maintain our assets, I, and other members 

of the Board worked with Engineering and 

Asset Director, Caroline Sheridan and her 

team to review asset management data and 

understand the critical areas of risk.  

Despite improvements being made to the 

way we operate as part of the turnaround, 

asset failures have such a significant impact 

on our customers, our performance 

measures and the team®s resilience that it 

can be difficult to highlight the progress that 

is being made behind the scenes. There are 

no quick fixes to the challenges the 

business faces. However, as a Board, we 

have confidence in the team to turn around 

this business and are fully engaged in 

supporting them in this essential work.  

Climate risk 

The sudden and severe drought during the 

summer created real problems for the 

network and, as a Board, we spent a lot of 

time with teams across the breadth of 

Thames to understand the impact of the 

extreme weather and the mitigation 

measures in place. Despite the severity of 

the drought and the impact on our water 

operations, Team Thames continued to 

make sure customers across the region had 

access to the water they needed for life®s 

essentials. During the year, we were 

provided updates by the newly formed 

Climate Change Working Group, which 

reports to the Health Safety and 

Environment Committee and is led by 

Caroline Sheridan. The group was set up to 

increase the business® oversight of climate 

risk and opportunity, as well as reporting 

requirements, including alignment with the 

Taskforce for Climate Related Financial 

Disclosures. You can find the TCFD report 

in our Annual Report. Given it has continued 

to be a year of significant external 

challenge, the Board®s Audit, Risk and 

Reporting Committee has spent a lot of time 

discussing the principal risks. Each principal 

risk has now been given a Board sponsor, 

as well as the Executive lead, to increase 

focus and governance of risk management 

and support the business in mitigating the 

biggest risks to the delivery of life®s essential 

service. 

Long-term planning 

Ian Pearson and I have been members of 

the Water Resources Management Plan 

subcommittee over the past year. We®ve 

spent time with the teams working on the 

long-term plan for water resources and 

have also provided guidance on the 

Drainage and Wastewater Management 

Plan, as the business prepares for the 

heightening pressures. 

Board engagement 

Making sure team Thames has the 

resilience to keep delivering the essential 

services, at the same time as adapting to a 

changing Thames Water, is a key focus for 

the Board and Executive Team. To maintain 

a good understanding of the challenges 

facing the front line, Ian Pearson, our 

Workforce Engagement Lead continued to 

run an extensive programme of Board 
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engagement during the year. He led 19 site 

visits, as well as a range of virtual sessions, 

with other members of the Board also 

joining him at a number of sessions.  

In June 2022, I, with members of the Board, 

visited the River Chess, to see the smarter 

water catchment plan in action. One of 

three plans for this regulatory period, the 

River Chess Smarter Water Catchment Plan 

brings together partners in the river 

community to take joint action to improve 

river water quality, focused on the strength 

of partnership and nature-based solutions. It 

was great to meet some of the stakeholders 

who are working together with teams at 

Thames Water to make a real difference to 

the beautiful chalk stream. 

Changes to the Board 

We®ve appointed John Holland-Kaye, Chief 

Executive of Heathrow, to the Board as a 

Non-Executive Director to represent USS. 

David Waboso, an Independent Non-

Executive Director, stood down. 

Despite the Board changes, the 

Independent Non-Executive Directors 

remain the single largest group on the 

Board, in alignment with strong governance. 

Full details of the Board can be found in the 

Annual Report. 

On 27 June 2023, Sarah Bentley stepped 

down as CEO and from the Board. The 

process has begun to recruit her 

replacement and, in the meantime, Alastair 

Cochran, our Chief Financial Officer, and 

Cathryn Ross, our Strategy and External 

Affairs Director, are interim co-CEOs 

Stepping down from the Board 

After six years as Chairman of Thames 

Water, including two years as Interim 

Executive Chairman, I®ve decided to step 

down this Summer. On 29 June 2023, it 

was announced that Sir Adrian Montague 

would become Chair of Thames Water 

Utilities Limited from 10 July 2023. The 

challenges facing the water industry, and 

Thames Water in particular, are increasing 

all the time, whether it®s the current and 

future implications of climate change, the 

impact of the health of our ageing assets or 

the increasing focus on us. The task of 

transforming this business will be extensive 

and challenging and will take longer than 

any of us would want. However, we have 

built strong foundations to deliver a 

turnaround and put a good team in place to 

do this. 

I wish everyone involved with Thames Water 

all the best as the turnaround journey 

continues. 

 

Ian Marchant 
Chairman 
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The impact of climatic events on 
our performance is a common 
theme running through our 
commentary.   

This is despite a backdrop of significantly 

increased recent investment and being two 

years into a turnaround plan designed to 

produce sustainable improvements.  

This year the weather adversely affected on 

our performance against the following PCs: 

¶ Abstraction incentive mechanism 

¶ C-MeX 

¶ Internal sewer flooding  

¶ Leakage 

¶ Mains repairs 

¶ Per capita consumption 

¶ Pollution incidents 

¶ Responding to major trunk mains bursts  

¶ Security of supply index 

¶ Sewage pumping station availability 

¶ Water quality events  

¶ Water supply interruptions. 

Our climate strategy 

At Thames Water, adapting to and 

mitigating our contribution to climate 

change have been important parts of how 

we do business for a long time. 

We®re continuing to improve the way climate 

risk becomes an inherent part of our 

strategy and business planning. 

We have made significant assessments to 

understand climate related risks and 

opportunities, and their impact on our future 

plans. 

The period 2022/23 was dramatic for the 

UK®s climate. In summary: 

Summer drought (declared August 2022) 

Last summer was the joint hottest on 

record (with 2018) and the increased 

demand for water by our customers meant 

that we had to pump more water through 

our pipes, at higher rates, to meet demand. 

This put additional pressure on our ageing 

network and caused an increase in the 

number of leaks.  

The drought also created unprecedented 

­soil moisture deficit®, with ground drying 

out. As much of the ground in our region is 

clay, which hardens when it dries out, our 

pipes had less flexibility to move. Driving 

vehicles on this solid ground made the 

problem worse.  

This caused a significant increase in visible 

leaks that needed fixing in both our pipes 

and customers® pipes.  

The drought also impacted on our pollution 

incidents as the lower flows in rivers 

resulted in discharges having a greater 

impact than they would have otherwise. 

August storms 

In August, the Met Office issued yellow 

warnings for storms, travel disruption, 

power cuts, lightning, heavy rain and flash 

flooding. 

Given the lack of green space and densely 

populated areas in London, in some areas, 

the rain overwhelmed our surface water and 

sewage combined sewers, resulting in 

600% more hydraulic floods than our target 

for the period.  

Following this heavy rainfall, the incoming 

flow was greater than our sewage treatment 

works (̄ STW°) could treat, therefore the 

excess was screened and passed to storm 

tanks for storage (with a view that it would 

be returned to the head of the works for 

treatment when the STW had capacity). 
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However, our storm tanks became full 

before the rain stopped, meaning that 

excess flow had to be discharged into rivers 

(as overflowing sewage heavily diluted with 

rainwater). 

Due to the size of our sewer network, this is 

not a straightforward problem to deal with. 

As an example, Witney STW, which serves 

a population of about 45,000 people, 

receives sewage from a network of more 

than 200 miles of sewers. We®re working on 

detailed plans for reducing these inflows 

and will be making a case for the necessary 

investment in our next business plan. 

 

 

 

 

 

 

We published our River Health 
Report in April 2023. If you click 
on the image, you w ill find more 
details on the st eps we ar e 
taking  to improv e river quality.  

Wet autumn  

The autumn of 2022 was wetter than 

average. November was a particularly wet 

month, with some areas in our region 

having double the average rainfall.  

The re-wetting of the ground caused 

further movement and more leaks, as well 

as increasing hydraulic floods by 140% 

over target. 

Winter freeze/thaw  

In December, we experienced one of the 

most significant cold spells since 2010. 

The prolonged cold spell before 

Christmas ended with a rapid thaw which 

caused a surge of leaks as the pipes were 

affected by the sudden change in 

temperature (a variance of 17o C in one 

day between 17 and 18 December 2022).  

As a result, our mains repair volume in 

December was 46% greater than at any 

equivalent time in the last ten years. 

However, having learned lessons from the 

­Beast from the East® weather event, our 

customers experienced less than 10% of 

the supply interruptions seen in 2018. 

Early part of 2023 

This was followed by a period of intense 

rain in January, which saw some areas 

having roughly half their average rainfall 

for the month in the first two weeks, 

causing a significant increase in pollution 

incidents due to power outages. 

We operate in one of the most densely 

populated parts of the UK and our 

infrastructure sometimes struggles to 

cope with the volume of sewage that is put 

into it, particularly during periods of heavy 

rainfall. 

Our performance was further impacted 

the following month when England had its 

eighth driest February since earliest 

records began in 1836, and its driest since 

1993. 

How this compared with 2021/22 

In 2021/22 we were affected by different, 

but equally significant, climatic events. The 

chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/www.thameswater.co.uk/media-library/home/about-us/performance/river-health/river-health-report.pdf
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speed and severity of the rainfall which fell 

during the two storms London in July 2021 

was the main cause of sewer flooding. 

These events overwhelmed the current 

design capacity of the below ground 

systems. 

We estimate that these events alone 

added an additional £20m to our 2021/22 

Outcome Delivery Incentive (¯ODI°) 

position as declared in our Annual 

Performance Report last year. 

It is pertinent that the Environment Agency 

(ĒA°) has chosen to exclude the impact 

of Storm Eunice (in February 2022) from 

our pollution®s incidents performance 

metric for this reporting period. 

 

For AMP7, Ofwat conditionally permitted us 

a £300m allowance to enhance the 

performance of our London water network. 

The allowance was provisional on us 

delivering an agreed scope of work through 

a gated process, and on a substantial 

contribution from shareholders to the cost 

of the improvement works. 

In November 2022, Ofwat confirmed we®d 

met the requirements and we committed a 

significant shareholder investment of 

£400m that will benefit customers across 

the region through investment in water 

supply. 

This funding boost will allow us to replace 

112km of our leakiest water mains pipes 

across London. 

To reflect how this will impact on our 

performance, our performance targets for 

mains repairs and leakage for the last two 

years of the AMP have been updated as 

follows:  

 

2  Per 1,000 kms of mains 

Year  
Mains 

repairs2 
Leakage3 

23/24 
Was 254.8 17.4% 

Now 254.7 17.4% 

24/25 
Was 251.1 20.4% 

Now 249.3 20.5% 

 

With Ofwat's approval, we®ve also agreed to 

three new performance commitments for 

the 2020-2025 price control period.  

These are: 

¶ Trunk mains renewal (in period 

penalty 2023/24 onwards) 

¶ Future London strategy (in period 

reputational 2024/25 only) 

¶ London data validation work streams 

(in period reputational 2023/24 

onwards). 

We are also progressing our Water Supply 

System Resilience Programme (¯WSSRP) 

conditional allowance which we intend to 

submit to Ofwat in July 2023. If approved, 

the WSSRP conditional allowance will 

deliver major asset resilience improvements 

to some of our key assets at Coppermills 

and Hampton Water Treatment Works.  

 

We have six Thames Tideway Tunnel 

( T̄TT°) performance commitments. The 

tunnel is being constructed by Bazalgette 

Tunnel Limited to tackle the problem of 

overflows from the capital®s Victorian 

sewers for at least the next 100 years.  

We®re responsible for the connection works 

to our existing network. 

3 Three year average reduction  
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What we®re measured against 

We measure our performance against a set 

of targets we agreed with Ofwat as part of 

our Asset Management Plan ( ĀMP°). The 

water industry works in five-year regulatory 

periods, otherwise known as an AMP 

period. AMP7 covers the period from 1 April 

2020 to 31 March 2025. 

For AMP7, we have 55 (2021/22: 52) PCs: 

¶ 15 Ofwat defined ̄ common° PCs 

where our performance is 

benchmarked against other companies  

¶ 37 b̄espoke° PCs that we designed to 

help us focus on our key customer 

priorities 

¶ 3 ¯bespoke° PCs relating to our 

conditional allowances  

What happens if we fail to meet our targets 

If we perform better than the targets that we 

have been set, we can earn a financial 

reward. When we fail to meet a target, we 

incur a financial penalty. 

Both penalties and rewards will adjust how 

much customer revenue we can collect for 

our water, wastewater and retail services. 

Some PCs can incur both rewards and 

penalties while others are reward or penalty 

only. 

These are also known as outcome delivery 

incentives (̄ ODI°) and the amount we pay 

or receive depends on how far we®ve 

missed or exceeded the target for an 

individual financial performance 

commitment, and specific calculation rules 

set by Ofwat.  

Our ODIs are calculated in a number of 

different ways. Some calculations reflect 

how we performed within the regulatory 

year, some our performance in a calendar 

year, while others are based on our 

performance across the AMP. 

Not all our PCs have a financial reward or 

penalty attached to them. Some are 

reputational only to recognise the impact 

our performance can have on the reputation 

of the company. 

We know that our operational performance 

is unacceptable, and we are committed to 

improving it. We published our action plan 

to improve performance on our website in 

April 2023. 

 

On the following pages, we 
explain how Ǐĸʅǎĸ performed 
against each PC  target and, 
where a target has not been met, 
ǏœĐƮ Ǐĸʅƞĸ ĲƁŘŷŌ ƮƁ ŘŵƛƞƁǎĸ our 
performance .  

https://www.thameswater.co.uk/about-us/performance/action-plan
https://www.thameswater.co.uk/about-us/performance/action-plan
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Performance Met Not met Total 

target 

No 

target  

Total 

number 

PC Type 20/21 21/22 22/23 20/21 21/22 22/23 22/23 22/23 22/23 

Common 5 7 4 8 6 9 13 24 15 

Bespoke 21 22 22 13 12 12 34 3 37 

Additional PCs5 - - - - - - - 3 3 

Total 26 29 26 21 18 21 47 8 55 

Rewards/(Penalties) (in £m)6 20/21 21/22 22/23 

Water quality compliance -0.898 -1.262 -16.043 

Water quality events - - -0.142 

Leakage 2.671 - -8.908 

Water supply interruptions -10.120 -6.956 -20.022 

Mains repairs -1.058 8.714 -16.674 

Pollution incidents -2.739 -1.433 -9.345 

Sewer flooding7 -10.560 -28.831 -5.531 

Unregistered household properties -0.211 -0.211 -0.211 

Empty household properties -0.308 - 0.231 

Clearance of blockages -5.223 -6.410 -8.811 

Renewable energy produced -1.370 0.725 2.096 

Treatment works compliance - -0.123 - 

Environmental measures delivered  - -0.667 - 

Security of Supply (SoSI) - - -0.224 

Sewer collapses - - 0.340 

Reducing risk of lead 0.015 0.429 0.689 

Empty business properties 0.549 0.497 0.278 

Total net penalties  -29.252 -35.528 -82.277 

 

 

4 C-MeX and D-MeX measures the relative performance of companies. They are common PCs. 
5 For 2022/23 onwards relating to our conditional allowances). 
6 All rewards and penalties are stated at 2017/18 prices. 
7 Our 2021/22 penalty Includes the impact of the London flooding of July 2021, a 1 in 200-year weather event. If this 

was excluded our penalty would be c.£20m less. 

  

While n ot ODIs, in 
2022/23 we also 
received penalties of 
ʤ13.121m for C- MeX 
and ʤȲɟȳȵȭŵ D- MeX. 
(2021/22ɡ ƮƁƮĐŬ ʤ18m)  

 

 

 

. 
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Abstraction incentive mechanism 50 

Acceptability of water to consumers 44 

BSI for fair, flexible inclusive services 47 

Clearance of blockages 47 

C-MeX 23 

Counters Creek 54 

D-MeX 36 

Drainage & wastewater management 

plans 50 

Empty (void) household properties 40 

Empty business properties 40 

Enhancing biodiversity 53 

Environmental measures delivered 51 

Households on our social tariff 39 

Installing new smart meters in London 48 

Internal sewer flooding 32 

Leakage 25 

Mains Repairs 30 

Natural capital accounting 54 

Number of water quality events 44 

Per Capita Consumption 27 

Pollution incidents 33 

Power resilience 46 

Priority services 24 

Proactive customer engagement 42 

Properties at risk of low pressure 41 

Reducing risk of lead 45 

Renewable energy produced 52 

Replacing existing meters in London 48 

Responding to major trunk mains bursts 45 

Risk of severe restrictions in a drought 37 

Risk of sewer flooding in a storm 37 

Satisfied vulnerable customers 39 

Securing our sites (2020Ȥ25 projects) 43 

Securing our sites (legacy projects) 43 

Security of supply index 46 

Sewage pumping station availability 49 

Sewer collapses 34 

Sludge treatment before disposal 49 

Smarter Water Catchment Initiatives 53 

Surface water management 52 

Treatment works compliance 35 

TTT Critical asset readiness 58 

TTT Effective stakeholder engagement 57 

TTT Effective system operator 58 

TTT Managing early hand back of land) 59 

TTT Maximising value of land sales 59 

TTT Readiness of Beckton STW 57 

Unplanned outages 31 

Unregistered household properties 41 

Water quality compliance 29 

Water supply interruptions 28 

WINEP Delivery 51 
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Penalty:  £13.121m 

Customer experience and satisfaction 

out of 100 through a customer survey 8 

Our ability to drive customer satisfaction 

this year has been affected by: 

¶ General concerns about water 

companies environmental performance  

¶ Our planned phasing out of our 

outsourcing partners. 

We expect to see some further deterioration 

in our C-MeX score as we®re now 

publishing live storm discharge and event 

duration data on our website. 

As the only water company publishing this 

information, we have been recognised as 

industry leading by CCW and praised by 

external stakeholder groups as a step 

change in transparency over this topic. 

 

Unprecedented weather extremes in the 

year have resulted in a range of operational 

issues (e.g. increased bursts and pollution 

incidents) that have adversely impacted on 

customer perception. 

We have also seen negative media 

sentiment regarding the temporary usage 

ban (¯hose pipe ban°), in position from 

August to November 2023. 

 

In 2024, we will migrate to new outsource 

partners for digital customer contact, back-

office services, document handling and post 

services.  

We will focus on improving basic customer 

service in operations, driving improvements 

across no water, visible leak, blockage, and 

sewer flooding. Our PR24 planning has 

customer focused objectives, including (but 

not limited to) an increase in first time issue 

resolution, improvements to case 

management of customers more proactive 

communication, and a drive to enable 

customer excellence through an engaged 

workforce.  

We confirm that we comply with the C-MeX 

reporting requirements with regard to the 

provision of at least five channels (including 

three online) for customers to contact us.  

 

RĸĲƶĬŘŷŌ ĬƁŵƛŬĐŘŷƮƥ ŘƥŷʅƮ Đ PC 
but , as it contributes to our  
C- MeX score , we provide more 
information in the ʂ!īƁƶƮ 
customer com plaints ʃ ƥĸĬƮŘƁŷ 
later in this document .

 

8 The 17 largest water companies in the industry take part in two equally weighted monthly customer 
surveys (customer experience and customer satisfaction). The results are used to calculate rewards or 
penalties based on the relative performance of the company. 

 

https://www.thameswater.co.uk/about-us/performance/river-health/storm-discharge-and-event-duration-monitoring
https://www.thameswater.co.uk/about-us/performance/river-health/storm-discharge-and-event-duration-monitoring
https://www.thameswater.co.uk/help/water-restrictions
https://www.thameswater.co.uk/help/water-restrictions
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Reputational only 

% of customers on our priority service register9 

We®ve met our target this year. 

We continue to grow our Priority Service 

Register (¯PSR°) through targeted email 

and social media campaigns, our work with 

third sector partners, data sharing 

partnerships, our proactive over 80s 

campaign and enhanced identification 

processes in our contact centres. 

We®ve also introduced a digital tool to 

improve the profiling of our check in 

process, so that we make sure that 

attempted contacts are made while 

avoiding peak demand periods such as 

annual billing.    

We®ll continue our efforts to undertake data 

sharing with partners and increase our 

reach. 

We®ll look to assess opportunities to 

increase our actual contact response rate 

above the required minimum target and 

revise our policy for the appropriate action 

for customers where no contact has been 

received within 6 years. This will support us 

in holding accurate data and providing 

customers with the right level of support. 

 

Individuals registered by service type: 

Service10 Number 

Communication 39,830 

Support with mobility and 

access restrictions 
308,748 

Support with supply 

interruption 
344,534 

Support with security 10,688 

Support with other needs 47,500 

Total individuals registered11 365,774 

 

Register movements in year: 

 Individuals Households 

At Mar 2022 291,135 284,379 

Additions 105,430 104,953 

Removals (30,791) (30,433) 

At Mar 2023 365,774  358,899 

 

9 This is the % of all households in our region that are on the PSR, known as ­Reach®, and our how often 
we contact them. 

10 The restriction of water usage in the summer 2022 drought resulted in a review of certain PSR needs 
codes and drove an additional 10,000 PSR registrations. 

11 An individual may be registered for more than one service. 
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 BW04   

Penalty:  £8.908m 

% reduction in leakage using a 3-year average from 

the 2019/20 baseline 12 

We®ve missed our target this year.  

This is in spite of us meeting our leakage 

targets 13 for both 2020/21 and 2021/22. 

Our three-year average actual for 2022/23 

was 602.2 Ml/d representing a 10.7% 

reduction against the AR20 baseline of 

674.4 Ml/d, as restated in AR22 reporting.  

Our annual average leakage was 619.7 

Ml/d against the target of 550.9 Ml/d.  

We remain committed to our end of AMP 

20.5%14 reduction target but know that we 

have a lot to do to improve our 

performance. 

In response to the summer drought, we 

immediately enacted a substantial and 

ambitious Leakage Recovery Plan (̄LRP°) 

With the initial focus to develop an end-to-

end plan to reduce and repair the leakage 

outbreak, we: 

¶ Enhanced and improved upon our 

Director-led, daily, weekly, bi-weekly 

cadence of meetings with executive 

sponsors and independent reviewers 

¶ The Thames Water Board approved 

funding of £65m, above our initial IBP 

to support the delivery of the LRP

 

12 As part of our LRIIP, we continue to look for data quality and reporting methodology improvements. It is 
likely that we will recalculate both our baseline and leakage outturn next year as we seek to provide the 
most accurate and complete view of our leakage performance. 

13 All leakage numbers are quoted post maximum likelihood estimation (MLE)  
14 Increased from 20.4% as part of Ofwat®s approval of our PR19 conditional allowance to enhance the 

performance of our London water network in February 2023. 

 

 

¶ Increased repair and maintenance 

team capacity to 240 teams (480 

people), supported by 100 additional 

enabling, logistics and support 

resources 

¶ Took learning from the Beast from the 

East to support our customers in how 

they can identify, report and repair 

leaks on their pipes 

¶ Extended our working patterns and 

adjusted elements within our policies, 

such as our Customer Side Leakage 

( C̄SL°) self-fix parameters, to find and 

fix leaks more quickly 

¶ Built a plan to manage the potential 

impact of a more severe winter 

¶ Introduced an experienced Leakage 

Recovery Programme Manager in 

November 2022 to support the end-to-

end drive on performance 

¶ Adjusted our ways of working across 

our end-to-end find and fix business 

(leakage detection, planning and 

scheduling, and repair & maintenance) 

to create local ownership, fostering 

collaboration and control. 
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In 2022/23, we fixed 66,896 leaks 
(compared w ith 61,671 in 
2021/22). This equates to one 
leak being fixed almost every 7 
mins 45 seconds  

The higher leakage levels this year are 

despite having significantly increased 

output of detection and repair of leaks. 

Compared to 2021/22, we repaired 9% 

more leaks and repairs on our burst mains 

increased by 54%. 

We prioritised our work based on the leaks 

that matter the most to our customers. This 

resulted in repairing 36% more visible leaks, 

which meant we saved more water as these 

leaks tend to be bigger.  

In April 2023, a new Head of Leakage 

joined the business to oversee all elements 

of leakage reduction as well as our long-

term reduction strategy.  

At the beginning of July we were broadly 

tracking in line with our Year 3 trajectory. 

However, the hot summer, with record high 

daily temperatures and prolonged dry 

weather, meant we had to run many of our 

water supply sites and pumps at full 

capacity to accommodate the large 

increases in customer demand.  

The prolonged dry weather caused the 

ground to move as it dried out, which 

placed stresses on our buried pipes, leading 

to an increase in breaks and leakage.  

During December, our leakage 

performance was further impacted by the 

substantial freeze-thaw event when 

minimum temperatures moved rapidly from 

a prolonged period of below freezing to 10.9 

degrees in air temperature. 

  

We®ve set ambitious targets to recover our 

performance, including more leakage-

focused repair teams on the ground and the 

installation of more smart meters to improve 

our understanding of consumption.  

Our recently launched Leakage 

Transformation Programme (¯LTP°) sets out 

to improve our ability to tackle leakage and 

bring our performance back on track.  

The programme has been structured under 

three key themes: 

¶ Fix the right leaks, faster ² new tools to 

make better use of data to allow us to 

prioritise leaks and reduce repair times. 

We®ll improve our ways of working to 

boost local ownership; and implement 

systems and processes to help detect 

more leaks through educational and 

awareness campaigns 

¶ Understand leakage and consumption ²

install more meters in large buildings, 

such as blocks of flats to improve our 

understanding of consumption across 

different property types, and we®ll install 

smart meters in areas where there is a 

high demand for water  

¶ Build sustainable foundations ² changing 

our ways of working to deliver sustained 

leakage management and to set us up 

for long term success. A new leakage 

operating model will result in coordinated 

decision-making, improved awareness 

across our network, and will focus on 

delivering improvements in the most 

effective and efficient way possible. 

 

Learn more about our leakage 
commitment here .  

https://www.thameswater.co.uk/about-us/performance/leakage-performance
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BW05  

Penalty: n/a 

Three year average % reduction in the  

average water usage of household customers   

 

We®ve missed our target this year. 

This is a PC where our performance is 

assessed at the end of AMP.  

Our three-year rolling average15 Per Capita 

Consumption (¯PCC°) performance for 

2022/23 is 146.0 Ml/d. Whilst we have not 

met the target, we have seen a slight 

reduction in our consumption levels.   

Our in-year actual PCC is now much closer 

to the WRMP forecast than previously. 

We believe that some of the reduction in 

usage is due to the cost of living crisis, as 

people reduce their hot water consumption 

to reduce energy bills.   

We also implemented a Temporary Use Ban 

( T̄UB°) in August 2022 and media 

coverage of the drought encouraged a 

further reduction in customer usage. 

We continue to experience post-COVID 

hybrid working changes in the balance of 

household versus business water use. 

Whilst we increase smart meter penetration 

and increase our targeted water efficiency 

engagement, most factors impacting 

consumption are external and outside of 

water company control or direct influence.   

We experienced unprecedented peaks in 

water demand across the summer. 

We®ll continue to roll out our smart metering 

programme, which will positively influence 

customer behaviours and reduce 

consumption. 

The smart meter data we collect will be 

analysed to proactively engage with 

households and businesses to drive water 

efficiencies, reducing both their bills and 

resource consumption.  

We®ve introduced a sector-leading 

environmental incentive for developers, 

offering financial incentives to increase the 

water efficient performance of fittings and 

appliances in new homes. It also enables 

greater take-up of water reuse technologies 

(rainwater harvesting and greywater 

recycling) and offers a route to achieving 

water neutrality for any new residential 

development in our supply area. 

Before and during the summer, we will 

increase our water saving messages across 

our channels (using emails and text 

messaging) to help customers know how to 

save water. 

We®re implementing an 'always-on' 

customer campaign across all media 

channels to highlight our water resource 

status and water efficiency benefits.  

We®ll also develop regular and proactive 

direct customer engagement through an 

enhanced digital platform. 

 

15 2020/21,2021/22, 2022/23 
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BW03  

Penalty: £20.022m 

Length of time our customers don®t have 

water16 (in mm:ss) 

We®ve missed our target this year. 

Our 2022/23 performance has been 

impacted by five significant events, in order 

of significance:  

¶ 05:49 Oxford Event (October 22) 

¶ 02:06 Belsize Road, NW6 (December 

22) 

¶ 01:44 Netley Mill WTW (August 22) 

¶ 00:54 Ladymead WTW (November 22)  

¶ 00:44 New Mill Lane, OX29 (July 22). 

Excluding these events, our overall outturn 

is much closer to our target at 08:38.  

Whilst our underlying performance is 

improving, the asset health of our network is 

fragile, and the dramatic range of 

temperatures experienced in the year 

caused a series of exceptional operational 

incidents. 

 

We®re investing £12m on water production 

resilience, focusing on power resilience, 

critical spares, and resourcing. 

We will minimise the impact of operational 

incidents by creating a full-time incident 

management team and by making sure that 

we have 24/7 capacity to deliver bottled 

water to our most vulnerable customers. 

We plan to make more use of tankers to 

bring customer back in supply. 

We®re analysing data from our pressure 

loggers to understand impacts during 

supply interruptions.  

This year, the line definition for this PC has 

been updated to clarify that companies 

should report interruptions that are greater 

than or equal to three hours duration. 

We®ve reviewed our prior year reporting and 

have not identified a need to restate prior 

years® performance. 

We also confirm that our reporting excludes 

any supply interruptions to cattle troughs as 

required by Ofwat. 

 

 

16 This is the average number of minutes our customers don®t have water, for interruptions lasting three 
hours or more. 
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 BW06a 

Penalty: £16.043m 

Measured with the Compliance Risk Index (¯CRI°), 

the annual aggregated score of our level of 

treated water compliance incidents17 

We®ve missed our target this year. 

This is a calendar year measure. 

Our CRI performance this year has been 

affected by four microbiological incidents 

caused by ingress into the contact tank at: 

¶ Coppermills WTW (February 2022)  

¶ Hampton WTW (September 2022 ² three 

incidents).  

These incidents alone contributed 8.87 to 

our overall figure. 

The size of these sites means that any 

incidents have a much greater impact on 

overall performance than an equivalent 

incident at a Thames Valley site. 

These incidents have been assessed as 

being unlikely to impact on public health. 

Key operational initiatives include the 

­coliform zero® and ­turbidity zero® 

improvement plans, which focus on 

reducing risk at the large London process 

plants and focus on ingress.  

In 2022/23 we took immediate action to 

cover our contact tanks at both Hampton 

and Coppermills WTWs to address the risk 

of ingress whilst major capital improvement 

schemes are on schedule for completion in 

2023/24. 

In addition, our investment programme aims 

to maintain or improve our assets® health. 

For example, in 2023/24, we will roll out ­fix 

it® plans identifying and addressing water 

quality risks across six sites (Fobney, 

Netley, Kempton, Coppermills, Ashford & 

Hampton). 

We will also continue to develop our training 

and competency and make sure that we 

have clear and up to date procedures and 

documentation. 

 

 
When an incident  occurs, the 
cause is investigated and 
assigned a score between  
0 and 5. The individual failures  
are aggregated into an annual  
score.

 

17 This measure aligns with the current risk-based approach used by the DWI. 
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BW01 

Penalty:  £16.674m 

Number of repairs we have made to the 

network per 1,000 kms of mains18 

We®ve missed our target this year. 

Mains repairs have significantly increased 

from last year, which means we are doing 

more work than anticipated.  

Last summer®s drought created an 

unprecedented ­soil moisture deficit®, with 

ground drying out, which contributed to a 

significant increase in visible leaks requiring 

burst repairs. 

The wet autumn and December freeze/thaw 

that followed meant further ground 

movement and an increase in the number of 

bursts on our network. 

For example, our mains repair volume in 

December was 46% greater than at any 

equivalent time in the last ten years.  

The drought also meant that we saw an 

increase in demand and had to pump more 

water through our pipes at higher rates, 

causing more leaks. 

 

 

We initiated our leakage recovery plan in 

late summer, significantly increasing the 

leakage detection activity and mains repairs 

undertaken to control overall leakage.  

Over the next three years, we will spend 

close to £200m replacing water mains most 

prone to bursting. 

Our calm systems programme enables us 

to prioritise our mains replacement using 

data on burst frequency, supply interruption 

hotspots and leakage sensitive areas.  

We®re investing in more surge loggers to 

proactively identify and address potential 

bursts.  

We®re still developing our 2023/24 mains 

repair strategy, but it will build on the 

ongoing mains rehabilitation and our 

response to this year®s challenging 

conditions. 

 

The more repairs we make,  
the worse we perform against 
this target. Howeve r, we will 
always prioritise customer 
needs.  

 

 

18 Our targets have been amended for 2023/24 and 2024/25 as part of Ofwat®s approval of our PR19 
conditional allowances to enhance the performance of our London water network in February 2023. 
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BW02  

Reward: £0m 

% of water we were unable to supply due to 

unforeseen circumstances19 
 

We®ve met our target this year. 

This is our third year of outperformance 

against this target. 

Our outperformance reflects prompt 

operational responses to events.  

The drinking water quality driven enhanced 

inspection programme and refurbishment of 

treated water structures, enhanced hazard 

review assessments and public health plan 

have a synergistic benefit on unplanned 

outage. 

  

While we concentrate on all unplanned 

outages, we are particularly focused on the 

reliability and resilience of our five London 

works as they contribute over 60% 

weighting to this measure, and they are 

critical to our continued outperformance.  

We are operationally focused on achieving 

longer-term improvements through asset 

criticality assessments, regular site trip 

reporting and response review, and a tool to 

assist with alarm management.  

These improve our operational response to 

asset events to manage the system and 

keep customers in supply.

 

19 This is water we were unable to supply to our customers because of an unforeseen deterioration or 
failure of the assets we use to source and treat the water.  
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CS03 

Penalty: £5.531m 

Number of internal sewer flooding incidents  

per 10,000 sewer connections 

 

 

We®ve missed our target this year. 

Our underlying performance is much 

improved from last year, but we have still 

missed our target. 

Our performance has been affected by ¯one 

off ̄ weather events, particularly in London 

where the built-up environment means 

heavy rain fall causes more sewer flooding 

than in the Thames Valley. 

For example, the storms in August resulted 

in hydraulic floods being 600% over target, 

while the wet November increased hydraulic 

floods to 140% over target. 

 

 

We®re conducting a review of planned 

activities and focusing on blowbacks and 

repeat floods, both of which should be 

preventable. 

We will improve triaging at the first 

customer contact point and also data 

collection at the first touch point from the 

engineer.  

 

This will allow quicker investigation and 

more efficient and accurate scheduling of 

follow-on work, whilst also allowing our 

teams more time to analysis floods and 

identify trends to improve proactive options 

to prevent flooding. 
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ES01      
 

Penalty: £9.345m

Number of pollution incidents per 10,000km 

of our wastewater network that pose a danger 

to the environment 
 

We®ve missed our target this year

This is a calendar-year measure.  

Based on the latest update from the EA, we 

had 331 pollution incidents20  in 2022.  

Our performance has been adversely 

affected by the summer drought which 

caused lower flows in rivers resulting in 

discharges having a greater impact than 

they would otherwise have done. 

As we operate in one of the most densely 

populated parts of the UK, our infrastructure 

sometimes struggles to cope with the 

volume of sewage that is put into it, 

particularly during periods of heavy rainfall. 

During the intense rain in January, and 

storms in February 2022, we also 

experienced power outages and, in some 

instances, were unable to operate our 

pumps. This led to an increase in pollution 

incidents. 

It should be noted that the Environment 

Agency (ĒA°) has chosen to exclude the 

impact of Storm Eunice (seven incidents in 

February 2022) from our pollution®s 

performance metric for this reporting 

period. 

 

Our plans for improving our performance 

are set out in our Pollution®s Incident 

Reduction Plan (̄ PIRP°), which we are in 

the process of updating and will publish a 

revised version later in the year. 

As well as rolling out the PIRP initiatives, we 

will deliver a transformation plan focused on 

additional training and changes to our 

existing processed.  

The EA has provisionally assessed our 2022 

Environmental Performance Assessment 

( ĒPA°) as 2-star (out of 4) 21.  

 

You can find more details in our PIRP. 

 

  

 

20 This excludes seven incidents relating to Storm Eunice that the EA has stated won®t count in our total.  
21 Per the EA®s provisional EPA letter dated 26 May 2023. 

https://www.thameswater.co.uk/media-library/home/about-us/regulation/pollution-incident-reduction/pollution-incident-reduction-plan-year-three.pdf
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CS02  
 
Reward: £0.340m 

Number of sewer collapses per 1,000 km of 

sewer network 22 
 

We®ve met our target this year. 

We have met the target for this performance 

commitment for the third successive year.  

This consistent level of performance follows 

the implementation of the new collapse 

reporting definition in year 1 of AMP7 and 

an increased planned sewer rehabilitation 

programme in AMP7.

 

Planned programmes of gravity sewer 

CCTV survey and rehabilitation will continue 

in year 4, together with a new delivery 

model to allow a faster turnaround between 

the identification of sewer defects on CCTV 

surveys and the delivery of planned 

rehabilitation solutions from a wider pool of 

skilled contractors. 

We will also prioritise investment in the 

planned rehabilitation or replacement of 

rising mains.  

In the longer term, our digital team is 

scoping a project that will centralise the 

sewer collapse and rising main burst history 

data, enabling better asset deterioration 

analysis and long-term planning.  

 

22 This is the number of sewer collapses or breaks which have impacted our customers or the 
environment, and where we have replaced or repaired the pipe. 
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 CS01 
  
Penalty: £0m

% of our treatment works compliant with their 

discharge permit conditions 

   
 

We®ve missed our target this year. 

This is a calendar year measure. 

Although we have marginally failed to meet 

our target for 2022, we will not receive a 

penalty (as it is above the deadband).  
 

We have had two numeric failures this year:  
 

¶ Chalgrove STW, ammonia failure (May 

2022) 

¶ Fobney WTW pH failure (February 2022).  
 

Senior incident reviews have been 

conducted for each of these failures and 

actions agreed to mitigate the risk of similar 

occurrences. Each review identified 

different causes. 

Progress on the agreed actions is reviewed 

at the monthly compliance and pollution 

steering group which is chaired by the 

operational leadership team.  

 

 

Over the next two years, we will continue to 

invest in sewage treatment plants and 

sewers, including significant upgrades to 

wastewater treatment plants and sewerage 

networks to reduce storm discharges and 

pollution incidents. 

It will help Thames Water achieve its 

commitment to reduce the total annual 

duration of discharges by 50% by 2030 

compared to the 2020 baseline. This 

commitment includes an 80% reduction in 

discharges in particularly sensitive 

catchments. 

Despite a detailed investigation, no 

definitive root cause was identified for the 

pH failure. However, we have identified 

actions to improve our processes going 

forward. 

 

 

We are investing record sums in 
upgrading our sewer systems  
and treatmen t works and are 
striving every day to reduce  
the discharge  of untreated 
sewage into our rivers . 
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AWS01 
 

Penalty:  £5.680m

Customer experience out of 100 through 

customer survey and actual performance 23 
 

Despite stable performance on this 

measure, the sustained improvements of 

other water companies have impacted our 

league position. 

In the year, we were ending the existing 

contractor partnership in place in the 

Thames Valley area. We experienced some 

issues during this period as the handover 

was taking place.  

 

23 The 17 largest water companies in the industry take part in a monthly qualitative customer satisfaction 
survey (50% of the measure). The remaining 50% is how we perform against selected Water UK service 
level targets. The results are used to calculate rewards or penalties based on the relative performance of 
the company. 

 

 

We regularly review the quarterly qualitative 

survey data with senior and operational 

stakeholders within the business, to identify 

and implement improvement measures. 

We®re establishing new service delivery 

contracts for our developer markets, 

replacing the outgoing agreement and 

aiming to embed and sustain further 

improvements through this. 

From April 2023, we®ve made environmental 

incentive discounts more accessible to 

developers that include water efficiency 

elements in their designs. 

A new workflow management system will be 

delivered by the end of 2023/24. 
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DW01 

Reputational only 

% of customers in our region at risk of 

severe water restrictions during a 1-in-200-

year drought 

 

We®ve missed our target this year. 

This measure has been adversely affected 

by our performance in leakage, mains 

repairs and PCC.  

This AMP, we forecast that the Swindon 

and Oxfordshire ( S̄WOX°) water resource 

zone would be in surplus.  

However, the level of demand in that area 

over the past years has exceeded what was 

forecast, resulting in a deficit, partly due to 

the weather and partly due to changing 

habits since covid as more people continue 

to work from home. 

 

Our performance of this measure will 

improve as components of our action plan 

deliver our turnaround.

 DS01 

 

Reputational only 

% of the population at the risk of sewer 

flooding in a storm from a 1 in 50-year 

storm  

We®ve met our target this year. 

 

The key factor that may change our 

reported performance in this AMP will be 

the opening of the Thames Tideway Tunnel. 

Other than that, we have no major flooding 

schemes planned.  
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AR05 

 
Reputational only 

satisfaction levels of customers who are on 

our priority services register (%)   

 

We®ve missed our target this year. 

There have been no changes to service 

delivery, but we®ve improved slightly as 

we®ve updated the customer satisfaction 

measurement from1-5 to 0-10 to align with 

C-MeX customer surveys 24 increasing the 

data diversity. 

Our wider C-MeX improvement plans will 

drive continued achievement of this 

performance commitment. 

 

These measures incentives us to 
be there for our customers when 
they need us.  You can find out 
more on our social tariffs in  
Table 2N on page 152. 

 

 

24 This change of approach has been agreed with Ofwat. 

ER03  

Reputational only 

households receiving support from our 

social tariff 

 

 

We®ve met our target this year.  

The introduction of a new income and 

expenditure assessment for customers has 

had a positive influence on our social tariff 

growth this year, while the cost-of-living 

crisis has helped to increase both 

awareness and demand for our social tariffs 

and related support. 

The rapid growth in households on our 

social tariff since 2020 is due to our 

engagement with local authority and 

housing associations. We have now 

reached two thirds of the eligible population.  

We®ll continue collaborating with partners to 

share data, provide targeted proactive 

support and optimise the criteria for social 

tariffs.  

Future growth will be reduced as we 

engage with customers who are hard to 

reach or new to financial pressures.  

We®re expanding criteria for our social tariff 

so that those spending a high proportion of 

net income on water can obtain support. 
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 ER02  

 

Reward: £0.231m 

% of empty household properties 

in our billing system 

 

We®ve met our target this year.  

We recruited a voids management team at 

the start of 2022/23 who have made good 

progress this year in reducing the number of 

properties listed on our ­empty® database. 

The increase in the number of serviced 

apartments and Airbnb type properties has 

proven challenging when trying to bill an 

end user, and we are currently working on a 

longer-term solution to address this.   

The cost of living crisis is suspected to have 

had an impact on customers informing us 

that they've moved into properties, 

increasing reliance on our voids recovery 

processes. 

  

 EWS08  

 

Reward: £0.278m 

Properties billed that were previously on 

listed on our system as empty (nr.) 

We®ve met our target this year. 

We®ll continue to positively engage with 

retailers, as well as making greater use of 

outputs from of our external data matching 

partner. 

 

 

 

These measure s incentivise us to 
make sure that all properties 
that we should be billing are 
registered on our systems and 
billed  for their water usage . 
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ER01  
 

Penalty:  £0.211m 

How we have done against our plan to 

identify households that are not being billed 

 

20/21 21/22 22/23 

not  

completed 
 not  

completed 
 not  

completed 

We®ve missed our target this year. 

We have plans in place to achieve this 

target over the next 2 years of the AMP.

BW07  

 

Penalty:  £0m 

How many properties are receiving, or at 

risk of receiving low pressure (nr.) 

We®ve met our target this year for the third 

consecutive year by carefully managing the 

impact of supply and demand during the 

drought. 

In previous years, the exceptional demand 

would have had a greater impact on this 

measure. 

We will continue to focus on resolving 

customer issues more quickly while also 

giving regional teams with local knowledge 

more responsibility for tracking and 

resolving each case. 

 

Low water pressure affects our 
customers by slowing the 
amount of water coming out of 
the tap so that even simple 
things lik e filling a glass with 
water takes longer.   



Thames Water Annual Performance Report 2022/23 

 

42   

 

AWS02  
 

Reputational only 

Number of times we proactively contact customers 

in the year25

We®ve missed our target this year. 

As part of business prioritisation, a decision 

was taken to scale back activity in this area. 

Currently, most of the proactive customer 

engagement activity is focused on London, 

due to the greater proportion of customers. 

We continue to develop and implement 

enhanced digital customer engagement 

capability (e.g. smart meter portal) so that 

we can proactively email engagement to all 

smart metered households, and longer term 

to all households. 

Our PR24 plan embeds digital customer 

engagement and proactive targeted water 

efficiency visits as part of the effort to meet 

demand reduction targets.  

The table summarise our proactive 

engagement with our customers in the last 

year. 

 

25 As part of this PC we also committed to publishing a net promoter score). However since C-MeX 
replaced NPS as the customer satisfaction measure, we are unable to provide this information. 

26 Local Authority Housing Associations (̄LAHA°) - discontinued after 2020/21. 
27 The Greenredeem scheme motivates our customers to reduce water consumption, through behaviour 

change, by winning prizes, donating to charities and redeeming gift cards. 

 

. 

Activity  21/22 22/23 

Smarter home visits 20,993 2,366 

Smarter business 

visits 
3,688 387 

Smarter home 

wastage visits 
2,293 300 

LAHA26 visits - - 

Proactive smart CSL 

repairs  
2,183 2,607 

Greenredeem27 8,622 669 

NHH fat, oil and 

grease (FOG) visits  
7,874 15,825 

School visits 173 - 

Digital smarter home 

visits 
3,667 - 

Digital education 

visits 
126 43 

Digital portal 

engagements 
- - 

Proactive lead pipe 

replacements 
14,496 13,389 

TOTAL        64,115 35,586 

https://www.greenredeem.co.uk/water-customer-engagement/
https://www.greenredeem.co.uk/water-customer-engagement/
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Ȥ DWS02

Penalty: n/a 
% of 28 borehole sites we have made 

SEMD compliant  

We®ve met our target, this year.  

This is a PC where our performance is 

assessed at the end of AMP. 

We®ve delivered 15 projects so far in this 

AMP and are ahead of schedule. 

We introduced a new governance structure 

at the start of AMP7 which has improved 

the outputs.  

This, together with improved dialogue with 

our suppliers and contractors, means that 

we are on target to deliver all the outputs for 

AMP. 

 

Security and Emergency 
directive s (ʂSEMDʃ) are notices , 
issued  by Defra  under s208 of the 
Water Industry Act 1991 , about  
national security or the need to 
mitigate t he effects of a civil 
emergency.  

DWS03  

 

Penalty: n/a  

Percentage of 264 AMP6 sites we have 

made SEMD compliant (%) 

 

We®ve met our target this year. 

This is a PC where our performance is 

assessed at the end of AMP. 

We®ve delivered 180 projects so far in this 

AMP and are ahead of schedule.  

At Hampton WTW, there was a delay to 

planned works due to the contact tank 

leaking, but a workaround has now been 

found and progress continues.  

We continue to work collaboratively across 

the delivery teams to provide the most 

efficient and cost-effective approach and 

are on target to deliver all the outputs for 

AMP.  
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 BW08 

 
Penalty: £0.0m 

Times we®ve been contacted 28 by 

customers about their water per 1000 

population 

We®ve met our target this year. 

This is a calendar year measure. 

We forecast that performance will be 

maintained below the target of 0.60 during 

the AMP.  

We will continue to minimise customer 

complaints relating to water quality issues 

through day-to-day operational 

management and provision of relevant 

information on the company®s website 

relating to typical water quality issues. 

 

28 The contact might be in relation to the taste, odour or cloudiness of their water, or a report of an illness 
due to our drinking water

 

 BW09 

   

Penalty: - £0.142m 

Water quality events categorised as 3, 4 or 

5 by the DWI that impact customers (nr.) 

We®ve missed our target this year. 

This is a calendar year measure. 

Three quarters of the notices issued relate 

to network and site incidents. 

The remaining quarter relate to the 

condition of internal plumbing systems 

which are outside of the company®s direct 

control. 

 

Our performance has been particularly 

impacted by climatic events that have 

exposed the lack of resilience within our 

supply systems. 

 

Our improvement in this metric is strongly 

linked to our plans for leakage and mains 

repairs, along with water quality specific 

improvement schemes.
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 BW10  

 

Reward: £0.689m 

Cumulative number of lead communication 

pipes we will replace in the 2020/25 period 

We®ve met our target this year 

This is our third consecutive year of 

outperforming the target and reflects our 

focus on accelerating this programme. 

Our performance will be maintained based 

on the processes established and 

engrained over the previous 3 years.  

 

®ƶƞ ǏĐƮĸƞ ŵĐŘŷƥ ĐƞĸŷʅƮ ŵĐĲĸ 
of lead , but some older 
properties have a lead 
communicat ion pipe between 
our water main  and the 
outside stop valve . We are 
gradually  replacing lead pipes .  

 

29 Categorised as for three hours or more, with trunk mains being our largest network pipes. 

Reputational only 

Average number of minutes customers are 

without water29 because of a burst (mm:ss) 

 

We®ve missed our target this year. The 

number of major trunk main bursts 

increased from eight to nineteen. 

Two significant trunk main events 

contributed 07:58 to this measure:  

¶ Oxford Event in October (05:53)  

¶ Belsize Road, NW6 in December 

(02:05). 

See our explanation for mains repairs. 

Improvements in this measure will be 

attained through the implementation of our 

action plans for mains repairs. 
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DW02 

Penalty: £0.224m 

Our ability to maintain a water supply, 

particularly during a drought 30 

We®ve missed our target this year. 

Our modelling has shown a small risk of 

insufficient supply in the SWOX region, 

estimated as 3Ml/d during a peak demand 

event.  

We are working to assess how the 

exceptionally hot and dry weather in 

summer 2022 and the implementation of 

the temporary usage ban (̄TUB°) impacted 

on our understanding of peak demand. 

We need to improve resilience in our SWOX 

area. A programme of work is planned 

which includes a major investment of our 

Gatehampton WTW.  

 

 

30 The index is based on the difference between the available headroom and the target headroom in each 
WRZ in a dry year 
31 For interruptions over three hours. 

DWS01 
 

Penalty : n/a 

Cumulative number of our key sites that we 

have made resilient to power disturbances 
31 

We®ve missed our target this year. 

This is a PC where our performance is 

assessed at the end of AMP. 

We have not delivered anything specifically 

against this commitment this year.   

However, we have completed a review of 

our current level of resilience including:  

¶ Understanding of likely impacts e.g. 

large scale supply loss, waste spills, 

power outages; 

¶ Progressing key mitigations e.g. priority 

sites/ tanker locations, generator/ 

uninterrupted power supply servicing, 

satellite phones; 

¶ Conducting two internal exercises; and 

¶ Working closely with Defra and Water 

UK to contribute to national planning. 

While we don®t expect to deliver any further 

outputs specifically against this 

commitment, we will continue to focus on 

resilience in the round. 
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CS04

Penalty: £8.811m 

Blockages32 we®ve cleared from the network  

 

We®ve missed our target this year. 

Customers® behaviour continues to be a 

problem as approximately 80% of blockage 

clearances are caused by customer related 

issues (fat, oils and greases ( F̄OG°) or wet 

wipes). 

However, we have also encountered 

resource constraints during the latter half of 

the year that has impacted on our 

performance. 

We are reviewing our resource and vehicle 

availability to ensure a prompt, ­right first 

time® response. We are also continuing to 

improve the analysis informing our planned 

programme so that we proactively clear 

blockages from the most problematic areas 

of the network. This should also reduce our 

sewer flooding risk. 

 

The lower the number of 
blockages , the  fewer issues we 
have  with the operation of the 
sewer network . 

 

32 Obstruction in a sewer which causes a reportable problem (e.g. flooding)  
33 In order that our service is available to all, in AMP7, we committed to achieving then maintaining the 
British Standard Institute®s vulnerability standard BS1847. 

  AR07 

Reputational only 
Renewal of our annual certification33 

 

20/21 21/22 22/23 

achieved maintained maintained 

We®ve met our target this year. 

We maintained our accreditation without 

any non-compliances recorded and with 

good feedback received. 

By modifying our quality management 

systems, we have improved our contact 

centres® capability to spot customer 

vulnerability. 

We also rolled out an improved mandatory 

e-learning module for our customer support 

teams. 

We will continue to identify opportunities to 

improve training for our frontline field teams. 

We are also reviewing the ISO standard 

which will replace the BSI18477 in March 

2024. 
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 M01 

 

Penalty: n/a 

Cumulative number of new, smart 34 meters 

that we have installed in London since 1 

April 2020 (in thousands) 

Penalty: n/a 

Cumulative number of basic35 meters 

replaced with smart meters in London since 

1 April 2020 (in thousands) 

 

34 A smart meter is a meter that uses advanced metering infrastructure (̄AMI°) to be read remotely. 
35 An existing meter is one installed in the Thames Water network prior to 1 April 2020 without smart 
meter capability. 

We®ve met our targets this year. 

These are PCs where our performance is 

assessed at the end of AMP. 

We experienced shortages in component 

availability at the beginning of the year, but 

this was eased through collaborative 

working with suppliers.  

2023/24 will see a change in our work mix 

as we focus on our internal installation 

programme.  

We®ll continue to work closely with our 

delivery partner to make sure resources are 

available and utilised effectively. 

We®ll continue to balance our roll out with 

providing operational support during winter 

leakage incidents.  

 

 

 

 

Our smart  metering  programme  
is focussed on London as it is our  
most water stressed area . 

In  November  2022, we installed 
our one millionth digital meter.  
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CS05

Penalty: £0m 

Average number of pumps available for use 

in our sewage pumping stations (%) 

 

We®ve met our target this year. 

 

Even though we have met this target, our 

performance has been adversely affected 

by the increase in both the frequency and 

magnitude of extreme rainfall events.  

Their occurrence after extended dry periods 

resulted in abnormal volumes of debris 

causing pump blockages and failures. 

We®re automating data collection, removing 

the need for detailed reconciliation of 

manual trackers and improving our 

response times.  

Our tracking of flow and pumping trends for 

each site and the frequency of data 

capturing is being improved to gain a more 

accurate reflection of asset availability. 

ES03 

Penalty: £0m 

Sludge that we treat before disposal (%)

 

We®ve met our target this year. 

The majority of the remaining untreated 

sludge was a result of ongoing optimisation 

at our Oxford and Basingstoke sludge 

centres. A proportion of sludge from Little 

Marlow was sent to land (restoration) as 

there is currently insufficient cake reception 

capacity at our advanced digestion sites 

due to the optimisation programme.   

The volume to restoration was lower than 

last year.    

Investment is being made to improve the 

condition of our assets. Alongside this, the 

implications of new regulations (the 

Industrial Emissions Directive) impacting 

bioresources. 

 

Sewage sludge is a product of 
the wastewater treatment 
process.  
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 DWMP  

 

Reputational only 
Cumulative % completion of our DWMP in 

line with Water UK requirements 

 

 

We®ve met our target this year. 

Ofwat has extended the submission 

deadline from 31 March 2023 to 31 May 

2023, so we have agreed with Ofwat that to 

claim 100% compliance. 

Our DWMP was published in May 2023 and 

will be used to support our business plans 

for AMP8. 

 

 

 

 

36 We have included five sites in this measure: Pangbourne groundwater source, and the pumping 
stations of New Gauge, Axford, Pann Mill, and North Orpington.  

 

  EW01  

 

Penalty: £0m 

Abstraction from environmentally sensitive 

sites 36 when levels are low (Ml/d) 

We®ve missed our target for this year. 

AIM reduces abstraction of water at five 

environmentally sensitive sites when flow or 

levels are below an agreed point.  

We®ve worked hard to implement AIM 

wherever possible, without compromising 

security of supply, and were able to reduce 

our AIM score as the drought receded and 

pressures of our resources reduced.   

 

The extremely low river and groundwater 

levels, high water resources pressure and 

high demand caused by the drought meant 

we were unable to comply with AIM at 

Axford and Pangbourne.  

We®ll maintain good communications with 

site operatives to allow us to comply with 

AIM when possible, however our customers 

security of supply will always be our priority. 

chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/www.thameswater.co.uk/media-library/home/about-us/regulation/drainage-and-wastewater/the-plan.pdf
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NEP01  

 

Reputational only 

Whether we have delivered our WINEP 

programme37 

 

 

21/22 21/22 22/23 

Not met Not met Not met 

 

We®ve missed our target for this year. 

This year's performance is 'not met', as we 

have not delivered all the expected 

schemes in the WINEP programme in part 

due to internal programme management 

and cost constraints, along with supply 

chain issues and land access issues. 

The EA has not accepted our request to 

alter the delivery dates. 

These missed outputs also impact the ES02 

measure. 

We will continue progress checks with 

delivery teams to flag risks early and 

explore mitigation. 

WINEP is also now subject to strategic 

programme review which brings greater 

coordination and visibility to improve our 

delivery. 

 

 

37 The Water Industry National Environment Programme (̄ WINEP°) is a list of actions that Defra has 
requested all water companies complete in AMP7 to contribute to meeting their environmental 
obligations. 

ES02  

 

Penalty: n/a 

Cumulative number of ¯green° status 

schemes in the WINEP programme at 1 Apr 

2019, completed in AMP7. 

We®ve met our target this year. 

This is a PC where our performance is 

assessed at the end of AMP. 

We have delivered slightly ahead of our 

target, due to acceleration of the event 

duration monitoring programme.  

This year, four of the measures submitted to 

the EA are yet to be approved (although we 

are satisfied that they meet the approval 

criteria). 

 

Our performance is unlikely to be 

maintained next year as we have a large 

number of complex schemes remaining in 

the AMP programme and there is a risk that 

not all schemes can be completed. Not all 

schemes agreed with the EA at PR19 

remain on the current list of obligations.  

We will continue tracking outputs to 

understand our delivery position to attempt 

to partially mitigate this issue by bringing 

forward 2024/25 schemes where possible 

and prioritising schemes with the greatest 

cost-benefit ratio. 
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 DS02  

Penalty: n/a 

Area (in hectares) where surface water is 

disconnected38  from the public sewer 

system  
 

We®ve missed our target for this year. 

This is a PC where our performance is 

assessed at the end of AMP. 

We®ve experienced delays in project 

delivery, due to planning and/ public 

engagement requirements. 

This year the cost of living crisis has 

impacted resourcing in some local 

authorities. 

With the majority of legal agreements and 

collaborative ways of working with our 

delivery partners agreed, (e.g. councils, 

charities and schools), we can move 

forward with supporting project delivery. 

We anticipate a significant increase in 

hectares delivered in 2023/24.

 

38 This is the area which through appropriate surface water management is diverted and passed through 
either a sustainable drainage system or new surface water system that does not communicate with 
combined sewers. 

39 These are electricity, heat and gas, solar and bromide and energy sources, such as biogas, which are 
exported to the national grid.  

 

EWS03   

Reward: £2.096m 

Amount of renewable energy39 produced (in 

GWh)  

We®ve met our target this year. 

The quantity of renewable heat produced 

and reported increased due to operations 

prioritising the use of biogas in the boilers 

over combined heat and power (¯CHP°) 

and due to better data collection.   

The Deephams biomethane plant 

Renewable Heat Incentives (R̄HI°) 

accreditation in the year further contributed 

to this increase. 

However, renewable electricity produced 

decreased as less gas was used in CHP 

engines.  

We will continue to drive performance of 

sludge treatment, to maximise biogas 

production and generation assets to 

maximise the quantity of renewable energy 

produced (heat and electricity).  

Next year, we will be commissioning new 

solar projects as well as an additional 

biomethane plant at Mogden STW. 
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EWS01  

 

Penalty: n/a 

Natural habitats we®ve created and 

enhanced our 61 sites of Biodiversity 

Interest (nr.) 

 

 

We®ve missed our target this year. 

This is a PC where our performance is 

assessed at the end of AMP. 

While we continue to support nature 

recovery, the budget related to the delivery 

of this performance commitment has been 

removed as we prioritise other deliverables. 

Alternative options are still being 

considered. 

We continue to pursue a corrigenda 

document to reflect changes in the Defra 

measurement tool (e.g. to remove areas of 

land that have been sold and heavily 

modified waterbodies (reservoirs) where 

biodiversity enhancements cannot be 

made).  

 

40 We have committed to delivering smarter water catchments initiatives in three river catchments (Chess, 

Crane, and Evenlode). These whole river interventions will address multiple environmental issues. 

EWS02  

Penalty: £0m 

Delivering smarter water catchments 

 initiatives 40 (nr.) 

 

We met our target for this measure last year 

by creating the three catchment plans. 

We®ve continued to deliver a range of 

actions against each catchment plan in 

agreement with our external stakeholders, 

ranging from water quality analysis and 

modelling to the implementation of 

wetlands. 

We®ll continue working in partnership to 

deliver the actions set out in each 

subsequent year.  

 

The latest version of our plans 
can be found on our website . 

https://www.thameswater.co.uk/about-us/responsibility/smarter-water-catchments
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EWS04  

 
Reputational only 

% landholdings where natural capital stocks 

are assessed41  and reported publicly  

 

We met our target in the first year of the 

AMP. 

 

We continue to contribute to the non-

numeric target component, but no further 

improvements are planned. 

We are developing a methodology to allow 

natural capital data to be used during our 

'needs' solution optioneering process.  

 

We have over  6,500 hectares of 
sites including treatment works, 
recrea tional sites and nature 
reserves.  

 

 

 

41 By better understanding the current condition of the environment that we own, or can influence, and 
the impact of our interventions. 

 

Reputational only 

Understanding the risk of flooding and level 

of resilience within the catchment 

21/22 21/22 22/23 

n/a n/a n/a 

This PC does not have a target this year. 

Our performance (®met® or ®fail®) will be 

measured in 2023/24 when we will deliver a 

fully assured report which sets out our 

understanding of the risk in the catchment 

and outlines its long-term strategy for 

alleviating flooding in the area. 

We have resourced up with partners to 

deliver the output by 31 July 2023 and meet 

the external assurance required. The 

external assurance has also been procured. 

No further action will be taken on this PC 

after completion of the studies in July. 

We are also required to report annually on 

how we are managing the resilience of our 

network in the area, and how we have 

increased our understanding of the flood 

risks in the catchment. 

You can find this report on the following 

pages. 
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Counters Creek  was a river in 
London, rising  north of Kensal 
Green Cemetery and join ing  the 
tidal Thames south of the old 
Cremorne Gardens , incorporated 
into the sewer system when the 
Victorian sewers were 
constructed in the late 1800 s as 
part of ou r combined sewer 
system . 

This is our annual report to demonstrate 

how we are managing our network to 

manage long-term resilience and reduce 

flood risk for customers who live in the 

Counters Creek Catchment.  

It outlines the activities undertaken between 

1 April 2022 and 31 March 2023.  

The London sewer system does not have a 

conventional dendritic, branch-like structure 

and so flow routes can vary depending on 

rainfall locations and intensities.   

Below is a map of the area. The bold black 

boundary indicates the area where rainfall 

can affect flow in the Counters Creek 

sewer. 

. 

Drainage and wastewater management 

plans (̄ DWMP°)  

The DWMP underwent public consultation 

in summer 2022. There were very minor 

technical revisions to the solutions 

proposed for the Counters Creek Area.  

The final DWMP plan was released on 31 

May 2023.  

To find out more about the DWMP in the 

Counters Creek area, please refer to the 

catchment strategy plan ( C̄SP°) for 

Beckton. 

London flood review  

On 12 July 2021, the Counters Creek area 

was affected by an extreme rainstorm that 

flooded more than 1,500 properties. We 

commissioned an independent review into 

the causes of July 2021 floods. The final 

report from the London Flood Review 

( L̄FR°) was published on 12 July 2022 and 

can be found on our website.  

The key findings of the LFR were:   

¶ The main cause of the flooding was the 

intensity of the rain, compounded by 

the tide-locking of the combined sewer 

overflows into the Thames, which 

caused the network to back up  

¶ All our drainage assets, including 

pumping stations and various flood 

alleviation schemes, worked to 

expected standards, but were 

overwhelmed by an intensity of rain 

beyond their design capacity  

¶ There is no silver bullet solution to 

manage this increasing risk. A range of 

­grey® and ­green® infrastructure 

solutions, as well as a significant 

increase in public awareness will be 

required.   

The LFR made 28 recommendations. Three 

of the recommendations are clearly the 

responsibility of Thames Water to lead on 

and fit with our sewer flooding strategy. The 

activity to enable these recommendations is 

underway and progress on these will be 

reported annually.  

https://www.thameswater.co.uk/media-library/home/about-us/regulation/drainage-and-wastewater/beckton-catchment-strategic-plan.pdf
https://www.thameswater.co.uk/about-us/investing-in-our-region/london-flooding-response
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The remaining 25 recommendations either 

require the close collaboration of several 

organisations to achieve them or the lead 

organisation is other than Thames Water.  

 

London surface water strategic group 

( L̄SWSG°) 

The July 2021 floods highlighted that 

London®s drainage systems are an 

integrated system-of-systems and that 

managing flash-flooding from intense 

storms requires the close collaboration of all 

responsible agencies. Both the London 

flood review and the Mayor®s surface water 

roundtable identified the need for a high-

level, multi-agency, ­strategic group® to drive 

the co-ordination and necessary 

collaboration between the various partners, 

and to produce and deliver a London-level 

surface water management strategy and 

action plan.   

This led to the formation of the London 

surface water strategic group, which is 

made up of organisations with a strategic 

interest and/or responsibility for managing 

surface water flooding. It comprises 

representatives from six lead local flood 

authorities, and the Director/Mayoral 

adviser level representatives from the 

Greater London Authority, Transport for 

London, EA, London Fire Brigade, Thames 

Regional Flood and Coastal Committee 

( T̄RFCCT°) and Thames Water.   

In the LSWSG commissioning the London-

level surface water management strategy, 

the first recommendation of the LFR have 

been initiated. The LSWSG are also 

developing a work programme of quick 

wins/ no regret actions that can be 

delivered in parallel to the development of 

the London-level strategy and actions 

plan/s. The LSWSG will also review the 

remaining 25 recommendations made by 

the LFR.   

Sewer flooding resilience programme 

We have initiated at £10m programme to 

identify properties in Counters Creek 

flooded by the July 2021 storms, assess 

how they were flooded and, for properties at 

higher risk of sewer flooding, to install 

measures to increase their resilience. 

To date, we have surveyed over 900 

properties and we have begun a risk-based 

programme on installing anti-sewer flooding 

devices (non-return valves and Flooding 

Local Improvement Projects (F̄LIPS°)), with 

over 300 properties protected so far.  

 

Assured Counters Creek study  

The report to meet the Ofwat performance 

commitment is complete and going through 

review by the London Borough of 

Hammersmith and Fulham and the Royal 

Borough of Kensington and Chelsea in May 

and June 2023. 

It has also been independently assured with 

the assurer engaged in the review by the 

two boroughs.  

The final report will be published in July 

2023.
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  ET01 

Penalty: n/a 

Ability of Beckton STW is to receive flows 42 

 

months 20/21 21/22 22/23 

Actual  N/A N/A N/A 

Target  N/A N/A N/A 

This PC does not have a target for this year. 

The TTT isn®t due to be fully operational until 

2025. 

ET02  

 
Reputational only 

How well we are engaging with stakeholder     

 

We®ve met our target this year. 

An external research company, Yonder, 

carry out interviews with key stakeholder 

organisations to get independent feedback 

on the effectiveness of our engagement with 

senior members of key stakeholder 

organisations. 

Engagement is scored between 1 

(extremely poor) and 6 (extremely well) via 

a single survey of multiple questions. 

We will continue undertaking our 

stakeholder surveys and forming a 

response plan from the results.  

  

 

42 This measures, in months before commission date, that we have completed upgrades to the inlet works 
at Beckton Sewage Treatment Works ready to receive flows from the TTT. 

 



Thames Water Annual Performance Report 2022/23 

 

58   

 

ET04 

 
Penalty: n/a 

How ready out infrastructure is for TTT43 

 

 

months 20/21 21/22 22/23 

Actual  N/A N/A N/A 

Target  N/A N/A N/A 

 

   

This PC does not have a target for this year. 

The TTT isn®t due to be fully operational until 

2025. 

However, during 2022/23, we have 

delivered additional scope (flap valve 

replacement at Lots Road) following 

investigations which confirmed decreased 

asset performance would have impacted 

the LTT construction and commissioning 

programme if left unaddressed. 

 

43 How long before commission date, in months, we have completed infrastructure to receive flows from 
the TTT. 
44 Due to the changes to the commissioning date the 21/22 and 22/23 targets have been updated from 
100 to 0 in line with the revised delivery dates. 
45 The activities relate primarily to establishing a fully trained team to operate the tunnel with adequate 
procedures and externally accredited management systems. 

 

ET05  

Reputational only 

Our % readiness to operate the TTT when it 

is commissioned44 45 
 

We®ve met out target this year. 

We currently forecast all deliverables will be 

completed ahead of the revised 

commissioning date. 
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 ET06  

 

Reputational only 

Net profit or loss made on the sale of land 

related to the TTT 46 

 

£m 20/21 21/22 22/23 

Actual  0 0 0 

Target  0 0 0 

We®ve met out target this year. 

No land parcels have been sold in this 

period.  

To prepare for the eventual disposal of 

these sites, during 2022/23, we completed 

a Royal Institution of Chartered Surveyors 

­red book® valuation of the sites to establish 

values as at May 2021 which we will use to 

establish values which we will use to inform 

business planning/strategy development.  

We continue to engage with key 

stakeholders, including local authorities and 

landowners, who hold option or pre-emption 

rights to re-acquire the sites.  

We also have regular meetings with Ofwat 

and its advisors to provide ongoing 

progress updates. 

 

46 12 parcels of land that we acquired in relation to TTT. All are scheduled for disposal in AMP7. 
47 In months, how we have avoided project delays or cost overruns that would negatively impact 

customers by receiving land back early from Tideway once they have completed necessary work.

ET07 

 

Reward: n/a 

How prepared we are to receive land back 

from Bazalgette Tunnel Ltd 47 

months 20/21 21/22 22/23 

Actual  3 0 6  

Target  0 0 0 

We®ve met out target this year. 

This is a PC where our performance is 

assessed at the end of AMP. 

We®ve received land back six months earlier 

than planned. The DRMST Causeway Island 

was handed back in January.  

We will continue to work closely with 

Bazalgette Tunnel Limited to minimise 

delays and increased costs arising from 

programme issues 

.  
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About complaints 
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Overall, our 2022/23 complaint 
volumes were 28%48 lower than in 
2021/22.  

Telephone complaints 

This year we received 54% less telephone 

complaints than in the previous year.  

We®ve continued to improve our handling of 

calls from dissatisfied customers using our 

manager call back process, with particular 

focus on getting things right first time so that 

customers do not have to contact us more 

than once.  

In 2022/23 we completed nearly 11,000 first 

line manager call backs ² resolving 

significantly more issues on the day.  

in April 2022, we launched our 

asynchronous messaging service 

(WhatsApp) a continuation of the web chat 

capability we launched the previous year. 

This has helped us to reduce the volume of 

billing calls by 19%. We handle around 

15,000 messages and over 30,000 

webchats each month. 

We®ve continued to make improvements in 

reducing operational customer wait times 

(both for water and wastewater) within our 

operations contact centre which supported 

in our overall complaints reduction.  

Written complaints 

Disappointingly, and despite the increased 

availability of real time contact channels, our 

written complaints increased by 15%.  

 

 

 

 

48 Complaint volumes for 2022/23 were 75,768 (in 2021/22, 105,155). 

Improvement plans 

We®re making key improvements to improve 

our complaints performance by:  

¶ Insourcing all inbound customer service 

activity. This offers a significant 

opportunity to further improve complaints 

performance via both main contact 

channels ² written and telephone.  

¶ Our outsourcing review which offers 

further strategic opportunity to reduce 

complaints, with contracts awarded to:  

² Tech Mahindra, who will provide 

digital customer communications 

² EXL will provide back office 

transactional services 

² SPS Ltd will provide post room and 

document handling capability.  

Our new partners have been selected to 

digitise and automate key areas of our 

service offering, supporting customers 

to self-serve, and making journeys 

easier and more seamless. 

¶ Continuing to grow our existing social 

and Watersure tariffs, we currently 

support over 300,000 customers and 

launched additional support schemes 

and new entry criteria in December and 

March 

¶ Ongoing process improvements by our 

operational case management teams, 

including new ways of working in water 

and waste, alongside proactive case 

management for the journeys with the 

greatest impact for our customers. 
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London and Thames Valley  

& Home Counties performance 
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As part of our business plan for 
ȯȭȯȭ ƮƁ ȯȭȯȲɠ Ǐĸʅǎĸ īĸĸŷ ĐƥũĸĲ 
by Ofwat to report o n London 
performance  separately . 

We®re reporting performance for 18 

performance commitments which have 

been chosen because of our ability to 

collect the data, benefits for decision 

making and how useful the information is to 

our customers and stakeholders if they want 

to understand our performance at a regional 

level.  

How we define London 

Water: London water resources zone for 

water.  

Wastewater: area covered by the eight 

large London sewage treatment works.  

 

Our regional model 

We launched our new regional operating 

model on 1 April 2022, which focuses 

separate operational teams on London and, 

in a separate region, the Thames Valley and 

Home Counties (¯TVHC°) ² bringing us 

close to our customers and better driving 

performance improvement. 

This model helps us, and our stakeholders, 

to better understand the different 

opportunities and challenges we have in the 

two regions of our business, particularly 

relating to geography and the differing ages 

of our network. 

We explain how the total company level 

performance commitment is calculated in 

the section above. 
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(annual average) 

TVHC is a complex mix of urban towns 

surrounded by large rural areas where 

customer demand fluctuates significantly in 

the summer. 

As a result it is more likely to be impacted 

by resource and performance challenges 

 

 

 (%) 

The measure is very sensitive to the size of 

works that has an outage. As London has a 

greater number of complex and large 

production plants, an outage in London will 

tend to have more impact on the overall % 

than one in the TVHC.

 

 (%) 

 

There is no material difference in 

performance between London and the 

Thames Valley. 

 (%)

 

There is a larger proportion of water only 

company ( W̄OC°) households in TVHC, 

resulting in a lower % of PSR customers in 

TVHC compared to London.
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 (nr.) 

 

 

 

There are more blockages in London, 

consistent with there being more sewers in 

the region. 

 

(annual average)

 

 

 

A higher proportion of outside garden space 

in TVHC caused higher peak demands 

during warm temperature days. For 

example, average daily household 

consumption increased between 13-48% in 

homes with outside garden space, when 

temperatures exceeded 25̄C.

  

(mm:ss) 

Water supply interruptions tend to be higher 

in TVHC as alternative supplies are limited 

by a lack of network connectivity.  

TVHC also experiences more variations in 

pressure levels (due to ground height 

variations) while its more rural nature 

increases travel time and speed of 

identification.  

(nr. incidents per 10,000 connections)  

Due to the density of the infrastructure in 

London, heavy rainfall impacts this metric in 

our capital more than in TVHC. 

Last year, London was abnormally affected 

by the London Flooding event of July 2021.
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(nr. of incidents per 10,000km)

 

 

London has fewer pollution incidents as 

there are not as many routes for potential 

pollutions to access a watercourse. 

The disparity between the regions is 

magnified further by the greater sewer 

lengths in London compared with TVHC. 

  

(%)

 

 

Both our treatment works compliance 

failures this calendar year were in the 

TVHC. 

 (% FD consistent calculation) 

 

 

The SWOX area of the TVHC is in supply-

demand deficit under 1 in 200 drought 

conditions, while all other Water Resource 

Zones (¯WRZs°) are in surplus.

 (%)

 

 

Because of the way this measure is 

calculated, the risk of sewer flooding in a 

storm is significantly higher in Thames 

Valley than in London.   

 

 

100 100 10099.72

98.87
99.43

20/21 21/22 22/23
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 (mm:ss) 

 

 

 

The majority of our trunk mains are 

contained within the London supply area. 

However, in 2022/23, the severity of the 

Oxford event, has skewed the metric. 

Of the 19 incidents contributing to the 

overall measure, eight were in Thames 

Valley with the remaining eleven in London. 

 (nr.) 

 

 

 

 

 

 

Approximately 85% of sewer collapses 

happen in TVHC. However, we have seen 

an overall improvement in performance in 

both regions.

 (per Km) 

 

 

 

 

 

Bursts are more frequent in London as a 

significant number of old cast iron mains 

are over 100 years old.  

Some areas in London have soil 

conditions that are highly corrosive to iron 

mains and/or highly shrinkable, making it 

more susceptible to movement through 

changes in conditions.   

The increased traffic in London also has 

an impact on pipes due to forces created 

by increased tonnage, braking and 

acceleration.
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 (Score) 

 

 

All WRZ across London are in surplus under 

both annual average conditions and critical 

period conditions. The only one of our six 

WRZ not in surplus is SWOX. This reflects 

the same critical factors as PCC. 

 (%) 

 

 

 

We have more empty properties in London, 

reflecting the higher levels of customer 

transiency in the capital and the greater 

density of flats, which have presented 

access difficulties over the last couple of 

years. 

 

 (nr.) 

  

The biggest cause of contacts is the 

appearance of water. Contacts about illness 

generate the smallest volumes. There are 

no obvious reasons for the difference 

between the regions. 

99 
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The following section contains the statements we are required to make under the terms of our 

licence conditions and the statutory requirements set out in the Water Industry Act 1991. 

This table tells you where you can find this information in our 2022/23 submissions: 

Disclosure requirement Chapter where it can be found Ref 

Accounting methodology summary 
https://www.thameswater.co.uk/about-

us/investors/our-results 

RAG 3  

Accounting policy note for price 

control units 

Section 1, Regulatory Financial Reporting ² 

Accounting Policies 
RAG 3  

Adherence to assurance 

requirements in performance 

commitment definitions 

Our Regulatory Statements IN 23/03 

Audit and assurance reports x2 
Auditors® and assurance reports, 

page 154 and page 170 
RAG 3 

Board leadership. transparency and 

governance principles - annual 

reporting 

Our Regulatory statements - Risk and 

Compliance Statement  

 

Principles 49 

Board statement on accuracy and 

completeness of data and information 

Our Regulatory statements - Risk and 

Compliance statement   
RAG 3 

Common performance commitments 

compliance with Ofwat®s guidance 
Reporting Criteria, Appendix 1 IN 23/03 

Compliance with sanctions against 

Russia and Belarus related to the 

conflict in Ukraine 

Our Regulatory statements IN 22/01 

Excel version of APR tables on 

website 

https://www.thameswater.co.uk/about-

us/investors/our-results 

IN 23/03 

Long term viability statement 
RAG statements and disclosures, with further 

information in the Annual Report 
RAG 3 

Narrative disclosure: analysis of debt 
Section 1, Regulatory Financial Reporting ² 

Table 1E 
RAG 3 

Narrative disclosure: common 

performance commitments  
Our 2022/23 performance RAG 3 

 

49 Board leadership, transparency and governance- principles (Ofwat January 2019). 

https://www.thameswater.co.uk/about-us/investors/our-results
https://www.thameswater.co.uk/about-us/investors/our-results
https://www.thameswater.co.uk/about-us/investors/our-results
https://www.thameswater.co.uk/about-us/investors/our-results
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Disclosure requirement Chapter where it can be found Ref 

Narrative disclosure: costs Throughout this report RAG 3 

Narrative disclosure: current tax 

analysis 

Section 1, Regulatory Financial Reporting ² 

Accounting Policies 
RAG 3 

Narrative disclosure: current tax 

reconciliation 

Section 1, Regulatory Financial Reporting ² 

Accounting Policies 
RAG 3 

Narrative disclosure: financial flows 
Section 1, Regulatory Financial Reporting ² 

Table 1F 
RAG 3 

Narrative disclosure: interest RAG statements and disclosures RAG 3 

Narrative disclosure: outcomes Our 2022/23 Performance RAG 3 

Narrative disclosure: retail 
Section 2, Price review and other segmental 

reporting - Table 2C.  
RAG 3 

Narrative disclosure: return on 

regulatory equity 

Section 1, Regulatory Financial Reporting ² 

Table 1F 
RAG 3 

Narrative disclosure: social tariffs 
Section 2, Price review and other segmental 

reporting - Table 2N  
RAG 3 

Narrative disclosure: supply demand 

balance and metering 

Section 6, Additional regulatory information - 

water network plus -Table 6D 
RAG 3 

Narrative disclosure: totex 
Section 4, Additional regulatory information -

service level- Table 4C  
RAG 3 

Narrative disclosure: wholesale 

revenues 

Section 2, Price review and other segmental 

reporting -Table 2M,  
RAG 3 

Note on bad debt policy 
Section 1, Regulatory Financial Reporting ² 

Accounting policies 
RAG 3 

Note on capitalisation policy 
Section 1, Regulatory Financial Reporting ² 

Accounting policies 
RAG 3 

Note on revenue recognition  
Section 1, Regulatory Financial Reporting ² 

Accounting policies 
RAG 3 

Our approach to open data  Our Regulatory statements H2Open 

Protected land sales under  

Condition K 

N/A 

 
IN23/03 
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Disclosure requirement Chapter where it can be found Ref 

Reporting Criteria  
https://www.thameswater.co.uk/about-

us/investors/our-results 
 

Ring-fencing certificate 
Our regulatory statements - Directors® Ring-

Fencing Certificate 
RAG 3 

Risk and compliance statement 
Our regulatory statements - Risk and 

Compliance Statement 
IN23/03 

Statement as to disclosure of 

information to auditors; 
RAG statements and disclosures RAG 3 

Statement explaining out/under 

performance of the return on 

regulatory equity  

Section 1, Regulatory Financial Reporting ² 

Table 1F 
RAG 3 

Statement explaining the variance on 

infrastructure network reinforcement 

charges; 

RAG statements and disclosures RAG 3 

Statement on differences between 

statutory and RAG definitions; 
RAG statements and disclosures RAG 3 

Statement on dividend policy and 

explanations of dividends paid 
RAG statements and disclosures RAG 3 

Statement on executive pay and 

performance;  

RAG statements and disclosures, with further 

information in the Annual Report 
RAG 3 

Statement on innovation competition.   RAG statements and disclosures RAG 3 

Tax strategy for the appointed 

business  
RAG statements and disclosures RAG 3 

Transfer pricing disclosures RAG statements and disclosures RAG 3 

Transactions with associates and the 

non-appointed business (principles)  
RAG statements and disclosures RAG 5 

Water efficiency campaigns included 

in PCC commentary 
Our 2022/23 performance: PCC  IN 23/03 

Water supply interruptions-

restatement for updated definition  

Our 2022/23 performance: supply 

interruptions  
IN 23/03 

https://www.thameswater.co.uk/about-us/investors/our-results
https://www.thameswater.co.uk/about-us/investors/our-results
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Our Final Determination (¯FD°) prescribes assurance that we must obtain to meet some of our 

PC requirements. 

PC Assurance obtained for 2022/23 

Smarter Water Catchments  
EWS02 

Engagement of independent third-party auditor to execute agreed 

upon procedures for this metric under "ISRS 4400 (Revised), 

Agreed-Upon Procedures Engagements" and where necessary the 

results of those procedures have been reflected in our reporting. 

Renewable energy 

produced  
EWS03 

This metric is derived from an industry standard tool, carbon 

accounting workbook.  

Additionally, the renewables obligations certificates (̄ROCs°) are 

approved by Ofgem each month. 

Engagement of independent third party auditor to execute agreed 

upon procedures for this metric under "ISRS 4400 (Revised), 

Agreed-Upon Procedures Engagements" and where necessary the 

results of those procedures have been reflected in our reporting. 

Natural capital 

accounting  
EWS04 

Although not a FD definition requirement, we appointed WSP to 

perform a natural capital assessment for 100% of Thames Water's 

land holdings. 

Unregistered household 

properties   
ER01 

None. 

As we have not met our target for this metric in 2022/23, we have 

not obtained external third party assurance. 

Surface water management  
DS02 

The ISAE 3000 independent limited assurance report received from 

third-party, PwC, covers this metric.

 

SEMD  
DWS02/DWS03 

Externally assured as part of the annual SEMD submission to Defra. 

Proactive customer 

engagement  
AWS02 

None. 

This report will be published and assured later in the AMP. 

Power resilience  
DWS01 

Due to a wider business reprioritisation this programme has been 

halted so we have not delivered anything against this commitment 

this year. Additional assurance is therefore not required. 

Critical asset readiness for 

the London Tideway 

Tunnels 
 ET04 

None. 

This PC does not have a target for this year. 

Maximising the value of 

Tideway project land sales  
ET06 

None. 

No land parcels have been sold in this period.  



Thames Water Annual Performance Report 2022/23 

 

74   

 

PC Assurance obtained for 2022/23 

Empty Business Properties 
EWS08  

Engagement of independent third-party auditor to execute agreed 

upon procedures for this metric under "ISRS 4400 (Revised), 

Agreed-Upon Procedures Engagements" and where necessary the 

results of those procedures have been reflected in our reporting. 

Counters Creek 
CC 

This PC does not have a target this year. 

This will be obtained when the company publish a full report on its 

understanding of the risk in APR24. 

WINEP 
ES02 

The company secures confirmation from the EA that performance 

has been correctly reported. 

This year, we have included four measures submitted to, but not yet 

approved by, the EA (although we are satisfied that they meet the 

approval criteria).  

Enhancing Biodiversity 
EWS01 

While we continue to support nature recovery, the budget related to 

the delivery of this performance commitment has been removed as 

we prioritise other deliverables. 

While no independent third party assurance has been sought, this 

PC has been assured by our Risk, Audit and Assurance team. 

Delivery of WINEP 

requirements 
NEP01 

Same assurance process as for ES02. 
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This is to certify that at their meeting on 7 

July 2023, the Directors of Thames Water 

Utilities Limited (¯the Appointee°) resolved 

that, in their opinion, for at least the next 12 

months and with specific regard to the 

material issues or circumstances disclosed 

in the table of factors below: 

¶ The Appointee will have available to it 

sufficient: 

- financial resources and facilities; 

- management resources;  

- systems of planning and internal 

control; and 

- rights and resources other than 

financial resources:  

enabling it to carry out the Regulated 

Activities necessary to fulfil the 

Appointee®s obligations under the 

Instrument of Appointment without 

being dependent upon the discharge by 

another person of any obligation under, 

or arising from, any agreement or 

arrangement under which that other 

person has agreed to provide any 

services to the Appointee in its capacity 

as a Relevant Undertaker. 

¶ The Appointee will ensure that, as far as 

reasonably practicable, it has available 

to it sufficient rights and resources other 

than financial resources, so that if, at 

any time, a special administration order 

were to be made in relation to it, the 

special administrator would be able to 

manage the affairs, business and 

property of the Appointee in 

accordance with the purposes of the 

special administration order. The 

Appointee notes that it is working to 

secure additional shareholder funding 

but is making prudent preparation 

should this not occur or be sufficient.  

¶ All contracts entered into between the 

Appointee and any Associated 

Company include the necessary 

provisions and requirements in respect 

of the standard of service to be supplied 

to the Appointee, to ensure that it is 

able to carry out the Regulated 

Activities; and 

¶ Any issues or circumstances that may 

materially affect the Appointee®s ability 

to carry out its Regulated Activities are 

noted below and/or within the Risk and 

Compliance Statement on page 88.  

This Ring-fencing Certificate is an annual 

requirement under Condition P of the 

Instrument of Appointment (also known as 

the ­Licence®). 

The Board notes that the latest Ofwat 

guidance set out in IN20/01 for completion 

of the Ring-fencing Certificate requires the 

Board to state its opinion on whether the 

Appointee has ­sufficient® resources to 

deliver its regulated activities for at least the 

next 12 months. Condition P of our Licence 

requires that we have ­adequate® resources 

in place. The Board is satisfied that its 

stated opinion set out above regarding the 

sufficiency of the Appointee®s resources 

also addresses its Licence obligation to 

maintain ­adequate® resources. 

The Licence also requires a statement of 

the main factors which the Board has taken 

into account in giving its opinion for the 

Ring-fencing Certificate.  

In providing this opinion, the Directors have 

considered several factors as part of their 

enquiries prior to signing this certificate, 

including but not limited to: 

1. Financial resources and facilities 

¶ The Appointee®s Final Determination 

for the 2020 to 2025 regulatory 

period, accepted by the Company in 

February 2020. See section on 

­material issues or circumstances® 

below for further discussion and latest 

position; 

¶ The Appointee®s available cash 

resources and borrowing facilities of 
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c.£4.4 billion (at 31 March 2023), 

which includes significant undrawn 

bank facilities and taking into account 

the Appointee®s projected net cash 

flow for the next 12 months from the 

date of signing the Ring-fencing 

Certificate; 

¶ The Appointee®s investment grade 

ratings, as shown on page 188 of this 

report which retain at least one full 

notch headroom over minimum 

investment grade; 

¶ The Appointee®s compliance with its 

financial covenants as disclosed in 

our Annual Report; 

¶ The Appointee®s dividend policy and 

that it does not impair the Appointee®s 

ability to finance the Appointed 

Business and takes into account the 

impact on all stakeholders and having 

regard to the need to continue to 

attract equity capital and to ensure 

compliance with the updated dividend 

policy and payment requirements of 

its Licence and associated Ofwat 

guidance (with updates effective May 

and June 2023 respectively);  

¶ The preparation of the Appointee®s 

statutory accounts on a going 

concern basis and its long-term 

viability as disclosed on page 106 of 

this report and in our Annual Report; 

¶ The provision of £500 million of 

shareholder funding by the 

shareholders in March 2023;  

¶ The engagement between Appointee 

and its shareholders regarding the 

provision of further shareholder 

funding and equity investment and the 

discussions between the Appointee 

(with shareholder input) and Ofwat 

regarding the Appointee's regulatory 

arrangements;  

¶ Shareholders® commitment to fund 

£750 million of additional shareholder 

funding to be drawn during AMP 7 if 

certain conditions are met and 

undertaking to hold investment 

committee meetings in respect of 

such additional shareholder funding, if 

certain milestone conditions are met; 

and subject to approval, to negotiate 

in good faith commitment letters: and 

¶ That its shareholders acknowledge 

that the turnaround of the Appointee 

will continue into AMP 8 and that the 

development and delivery of the 

business plan for the period to 2030 

that the Appointee will prepare and 

submit to Ofwat to achieve a 

regulatory determination that 

supports the turnaround will require 

the provision for further equity 

investment significantly in excess of 

the current shareholder commitment 

to improve operational performance 

and financial resilience. Indicatively, 

this is expected to be in the region of 

£2.5 billion, but the nature and 

amount of such medium-term support 

will depend on finalisation of the 

business plan and the regulatory 

framework that will apply to the AMP8 

period. 

¶ See section on ­material issues or 

circumstances® below for further 

discussion and the latest position in 

relation to shareholder funding. 

2. Management resources 

¶ The Appointee®s People Strategy and 

People Plans which aim to ensure that 

the Appointee has continued access, 

having regard to current labour market 

challenges in respect of recruitment 

and retention, to personnel which will 

enable it to deliver its regulatory 

obligations. In particular: 

- The Appointee®s leadership and 

organisational structure, operating 

model and human resources 

(succession) planning strategy; 

- The Appointee®s ongoing process to 

streamline and simplify its 

organisational design, taking 

opportunities to improve efficiency 

and effectiveness while mitigating 

risk to service delivery during the 

change process; 
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- The Appointee®s learning and 

development programme and 

culture enables its people to gain 

skills appropriate to their roles; 

- The Appointee®s recruitment, 

reward and recognition strategy to 

attract high calibre candidates and 

retain employees with appropriate 

skills and experience; and 

- The Appointee®s ongoing 

commitment to diversity and 

inclusion enables attraction and 

retention of diverse talent and allows 

it to harness the unique skills, 

experiences and backgrounds that 

each individual brings - for more 

detail see our Annual Report. 

¶ The Appointee®s confirmation, as 

shown in our Annual Report and 

Sustainability Report, of how it seeks 

to meet the Board leadership, 

transparency and governance 

objectives set out in its Instrument of 

Appointment. This includes: 

- The independence of the 

Appointee®s Board from 

management; and 

- Continued review of its Board 

committees, their scope and 

composition. 

¶ The Appointee®s comprehensive 

programme of Board and Executive 

meetings supported by appropriate 

reports and information to enable high 

quality decision making. 

3. Systems of planning and internal control 

¶ The Appointee®s corporate risk 

register, enterprise risk management 

and assurance process, which 

reviews, monitors and reports on 

exposure to, and mitigating controls 

over, risks and uncertainties as 

disclosed in our Annual Report; 

¶ The Appointee®s performance in 

respect of its Performance 

Commitments as disclosed in tables 

3A-E on page 161 to page 165 of this 

report and made reference to in the 

Risk and Compliance Statement on 

page 92; 

¶ The Appointee®s generation and use 

of relevant, quality information in 

support of the functioning of internal 

control; 

¶ The Appointee®s business continuity 

planning process, including plans for 

loss of people (including to address 

loss of skilled resource risk), 

corporate sites, systems (including 

cyber security and power resilience) 

and supply chain; 

¶ The Appointee®s incident 

management processes in place 

which include incident command 

structure, defined roles and 

responsibilities, a dedicated customer 

incident response team and hazard 

briefs. These arrangements are 

supported by incident management 

training, audits, learning and an 

Executive-led incident management 

and business resilience committee. 

See section on ­material issues or 

circumstances® below for further 

discussion on how the Appointee has 

responded to, and learned from the 

2018 ­Beast from the East® and 

London flooding events in the summer 

of 2021 during which customers 

experienced unacceptable levels of 

service; 

¶ Improving river health and reducing 

pollutions is a key priority for the 

Appointee. Thames Water has been 

clear that any sewage pollution is 

unacceptable, no matter what the 

circumstances. Making the necessary 

changes will take time and 

collaborative working to achieve; 

¶ The Appointee®s Pollution Incident 

Reduction Plan (PIRP) is a key 

component of the River Health Plan to 

enable delivery of this priority. Steps 

include the installation of additional 

sewer monitors, impact of weather 

studies and focus on combined sewer 

overflows (CSO) on the network and 

discharges from sewage treatment 
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works. The Appointee also published 

its first 25-year Drainage and 

Wastewater Management Plan 

(DWMP) in May 2023 for a resilient 

and sustainable wastewater service 

that is fit for the future. See section on 

­material issues or circumstances® 

below for further discussion on the 

Appointee®s potential non-compliance 

with its environmental permits; 

¶ The Appointee®s commitment to 

integrity and ethical values. Its 

policies to prevent fraud and other 

unethical behaviour, mandatory 

training for employees on ethical 

behaviours (94.5% compliance rate 

as at the end of April 2023) and an 

anonymous whistleblowing hotline 

which has been supported by a 

proactive campaign to raise 

awareness; and 

¶ The Appointee®s ability to meet its 

legal obligations and its processes to 

comply with UK sanctions legislation. 

Legally binding undertakings, 

commitments and other actions in 

progress to address historic and 

current exceptions to this relating to 

leakage, smart metering, and non-

household market data together with 

work to address potential non-

compliance with environmental 

permits are set out in the material 

issues or circumstances section 

below. 

4. Rights and resources other than 

financial resources 

¶ The Appointee®s purpose, strategy, 

values and behaviours, which set the 

­tone from the top® and a clear 

direction for everyone across the 

business for the 2020 to 2025 

regulatory period, and its 

development of policies including 

health and safety. The Appointee®s 

Board engaged on the development 

of each component and how they 

align as Thames Water®s ­big picture® 

to inspire employees and drive the 

right outcomes. Culture 

transformation, driven by a specific 

focus on our values and behaviours, 

is an integral part of the turnaround 

plan. The values and behaviours have 

been defined and launched through 

companywide 'Living Our Values' 

events. A new guidance document 

called ­The Way We Work® sets out for 

employees the Appointee®s values 

and how everyone should live them. It 

guides people to do the right thing, 

make decisions and what to do if 

things go wrong. Values and 

behaviours are also an integral part of 

performance assessment and 

assessment of potential; 

¶ The Appointee®s digital strategy and 

design principles are supporting 

transformation of IT performance and 

resilience ² including significant 

investment in modernisation of 

underlying infrastructure. This is 

underpinned by IT policies which seek 

to ensure the operation and security 

of the technology assets essential to 

service provision. The risk of cyber-

attack is increasing as a result of the 

wider geopolitical climate. Through its 

dedicated cyber security programme 

the Appointee continues to improve 

its cyber security controls and to 

invest in its cyber defences, 

strengthen its IT capability and 

enhance its respond and recover 

capabilities; 

¶ The Appointee®s ability to be resilient 

by anticipating, coping with, 

recovering from and learning from 

disruptive events in order to maintain 

and improve quality of services for its 

customers and protecting the natural 

environment both now and in the 

future; 

¶ The Appointee®s integrated planning 

systems and development of a 

systems thinking approach; 

¶ The Appointee®s asset maintenance 

policies, systems, data analytics and 

modelling to monitor asset health, 

which are enabling it to act with 
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intelligence using data from 

customers, operations and the 

environment, to make accurate and 

proactive business decisions that 

improve productivity, help to manage 

risk of asset deterioration and to 

improve the service that it provides to 

its customers; and 

¶ The Appointee®s insurance 

programmes, including terms, 

counterparties and cover limits, which 

have been reviewed by an 

independent insurance adviser and 

approved by the Board. 

5. Contracting 

¶ The Appointee®s procurement and 

supplier management arrangements 

are appropriate for the Appointee to 

meet its regulatory requirements. 

These are enabled through a suite of 

contracts and supply arrangements 

for third party goods and services 

which enable the organisation to 

operate effectively; 

¶ Transactions between the Appointed 

Business and any Associated 

Company being at arm®s length, as 

made reference to in this report within 

the Regulatory Statements (relating to 

RAG5) and related party disclosures 

on page108; 

¶ The Appointee neither gives nor 

receives any cross-subsidy from any 

other business or activity; and 

¶ The Appointee has no agreements or 

other legal instruments incorporating 

a Cross-Default Obligation without 

Ofwat approval. 

6. Material issues or circumstances  

Turnaround plan 

In accepting the Final Determination (¯FD°) 

for the 2020 to 2025 regulatory period the 

Appointee said that it did not necessarily 

expect to be able to operate within the cost 

and service thresholds set out in the FD. 

The Appointee®s central expectation was 

that it would incur net overspends and net 

penalties. In accepting, the Appointee®s 

Board did so fully understanding the 

challenge presented by the FD (including 

regard to externally assured financial 

forecasting of key metrics and likely impact 

on covenants and credit ratings) and the 

support provided at that time by the 

shareholders in making its decisions.  

The Board recognises that the position has 

deteriorated further with significant forecast 

performance penalties and costs beyond 

those anticipated when the FD was 

accepted including significant inflationary 

headwinds in core areas of expenditure 

(including labour, energy prices and 

chemicals). In addition, the Appointee is 

currently underperforming against customer 

expectations and Ofwat has assessed the 

Appointee as ­lagging behind® compared to 

some of the other water companies in the 

sector. This is why, in March 2021, the 

Board and Executive developed a 

turnaround plan to transform the 

performance of the Appointee through 

­fixing the basics®, ­raising the bar® and 

­shaping the future®. The plan®s initial focus 

is on health and safety risk reduction and 

the reduction of compliance risk associated 

with the Appointee®s regulatory obligations 

as highlighted within this Certificate over the 

remainder of AMP7.  

The Appointee has built on the foundations 

laid in 2021/22 and made good progress on 

­fixing the basics® in 2022/23. This has 

included £500 million of funding from 

shareholders, delivery of a record level of 

investment by insourcing capital delivery, 

insourcing asset maintenance activity, 

surpassing the target for the number of 

meter installs, reducing complaints volumes 

and bringing back onshore and inhouse our 

customer contact agents, and supporting 

customers through the cost of living crisis 

with £50 million of social tariff support. 

Nevertheless, the Appointee has faced 

several unexpected challenges over the 

period, again impacted by weather events 

with a record drought and freeze / thaw 

event affecting progress on water metrics, 

including a risk to water quality (CRI), 

leakage and pollutions performance. These 

impacts have been exacerbated by the 
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Appointee®s asset health deficit, which has 

accumulated over decades.  High inflation 

and the consequential decline in real wages 

(the cost of living crisis) has also materially 

impacted financial performance causing 

significant financial strain on the Company.  

The Appointee is clear that there is a 

considerable lag between investment and 

performance improvements with large 

programmes of work spanning multiple 

years which will take time to reap the 

benefits. Until the end of AMP7 the 

turnaround plan remains focussed on fixing 

the basics and improving operational grip to 

be able to stabilise and improve 

performance in AMP8. To this end, on 11 

April 2023 the Appointee published its 

performance improvement action plan 

which sets out the core steps it is taking to 

deliver improved outcomes against several 

key common performance commitments. 

The Appointee is seeking an external review 

of the turnaround plan and will consider 

revisions as appropriate.  

Additional shareholder funding and equity 
investment 

The Board notes that in June 2022 the 

Appointee, the Board of Kemble Water 

Holdings Limited and the Appointee®s 

shareholders approved a business plan for 

the remainder of this AMP which assumed 

£1.5 billion of shareholder funding to, 

amongst other things, accelerate 

compliance spending, invest in improving 

operational performance and increase 

financial resilience.  

Since June 2022 the TWUL executive team 

has developed a revised internal business 

plan for the remainder of this AMP which 

assumes an aggregate of £1.25 billion of 

shareholder funding, which has been 

approved by the Board for the purposes of 

year-end reporting and delivery of this Ring-

fencing Certificate. This revised business 

plan reflects rephasing and other initiatives 

which offset inflation in the period such that 

total expenditure is in line with the June 

2022 business plan, with the Appointee 

prioritising expenditure in areas that deliver 

most benefit for customers, communities 

and the environment. The priorities have 

been shaped by the Appointee®s 

engineering and design capacity, the 

maturity of available technology and 

overarching financial discipline. 

The updates to the June 2022 business 

plan have been discussed with its 

shareholders for the purposes of year end 

reporting and the TWUL executive team is 

progressing a further iteration of the 

business plan for the period to 2030, 

including additional diligence and modelling 

in relation to asset health within the 

business which is expected to be a material 

factor in finalising the business plan. 

To support the Appointee in the delivery of 

its turnaround, its shareholders provided 

£500 million in shareholder funding (the 

Īnitial Shareholder Funding°) in March 

2023. The Appointee and its shareholders 

are currently engaged in a collaborative 

process to agree on and to facilitate the 

making of additional commitments to fund 

the additional £750 million assumed in the 

Appointee®s internal business plan (the 

Ādditional Shareholder Funding°) and to 

acknowledge the possibility of further equity 

investment in the medium-term significantly 

in excess of the current shareholder 

commitment. Indicatively, this is expected to 

be in the region of £2.5 billion, but the 

nature and amount of such medium-term 

support will depend on finalisation of the 

business plan and the regulatory framework 

that will apply to the AMP8 period. In 

addition, the Appointee (with shareholder 

input) is in discussions with Ofwat regarding 

the Appointee®s regulatory arrangements. 

The Appointee®s shareholders have 

evidenced their support for the Appointee 

through a Support Letter in July 2023 

(which replaces that from June 2022), 

where its shareholders committed to fund 

the Additional Shareholder Funding if 

certain conditions are met (and have 

undertaken to hold investment committee 

meetings in respect of the Additional 

Shareholder Funding if certain milestone 

conditions are met and subject to approval, 

negotiate in good faith commitment letters), 

including:  
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¶ investment committee approval by 

each shareholder on a several basis, 

not a joint and several basis; 

¶ satisfactory regulatory arrangements 

being agreed, business plan 

finalisation, no lock-up, trigger event or 

event of default under the Company®s 

financings, ratings requirements 

aligned to the cash lock-up 

requirements in the Appointee®s licence 

and execution of definitive finance 

documentation; and 

¶ no insolvency, special administration, 

change to position in the ring-fencing 

certificate, nationalisation or 

shareholder funding illegality. 

The Directors considered that the Initial 

Shareholder Funding already provided in 

March 2023, discussions between Ofwat 

and the Appointee in connection with the 

Appointee's engagement with its 

shareholders during March to July 2023, 

the Support Letter, a letter from Kemble 

Water Holdings Limited to the Board in July 

2023 and the process which is ongoing to 

facilitate commitment letters in respect of 

the Additional Shareholder Funding 

provided sufficient comfort at this time for 

the Board to consider that sufficient 

resources are or would be available to 

progress its business plan. 

However, there is no certainty that the 

Additional Shareholder Funding will be 

forthcoming and the provision of funds, 

including in respect of raising funds through 

the issuance of further shareholder funding 

and equity investment, could be vetoed by a 

shareholder or shareholders under the 

governance arrangements between the 

shareholders. The Board will carefully 

monitor on a regular basis progress towards 

achieving Additional Shareholder Funding 

and satisfaction of the conditions for this 

and keep under review pathways to ensure 

the Company®s continued financial 

resilience. 

The Directors noted that in the scenario 

where the Additional Shareholder Funding 

was not forthcoming, the Appointee would 

consider all options available at that time 

and could revise its business plan to fit with 

then available funding, and adjust total 

expenditure down accordingly. 

 Implementing a revised business plan 

would deliver less for customers, 

communities and the environment and, at 

that time, may result in the Appointee not 

having available to it sufficient financial 

resources and facilities to enable it to fund 

the Regulated Activities necessary to fulfil in 

full the Appointee®s obligations under the 

Instrument of Appointment. In addition, 

TWUL may face credit rating agency 

downgrades and accordingly its access to 

the debt capital markets (in particular via its 

holding company Kemble Water Finance 

Limited) may be significantly constrained. 

The Directors recognise that should they 

become aware of any circumstances which 

would change their opinion on the matters 

considered in this certificate, or other 

matters, such that they would not give the 

opinion contained in this certificate or which 

would materially affect the Appointee®s 

ability to carry out its regulated activities, 

the Appointee must inform Ofwat of this. 

Leakage  

The Appointee reduced leakage by 10.7% 

in 2022/23 using a 3-year average from the 

2019/20 baseline, which was below its 

target reduction of 14.1%.  

Underperformance was driven by last year®s 

weather conditions, in particular the 

prolonged hot and dry summer which 

created an unprecedented soil moisture 

deficit causing its pipes and its customers® 

pipes to move and crack leading to an 

increase in leakage. The Appointee 

estimates that this event increased its 

leakage position by at least 10%. In 

addition, the UK experienced a prolonged 

period of low temperatures between 8 and 

17 December 2022. On 12 December, the 

UK average maximum temperature was 

zero degrees with the 12 and 13 December 

the UK®s coldest days since 28 February 

and 1 March 2018 (the ­Beast from the 

East®). Daily minimum temperatures fell 

widely to between -5 degrees Celsius and -

10 degrees across the UK on several 



Thames Water Annual Performance Report 2022/23 

 

82   

 

nights. Temperatures then rose significantly, 

between 17 and 18 December, with 

increases of over 17 degrees Celsius within 

24 hours. 

The rapid thaw that followed heavily 

impacted leakage performance and led to a 

significant visible leak outbreak. 

Notwithstanding this, having taken learning 

from the winter event of 2018, we 

redesigned how we respond to major 

incidents and, consequently, customers 

experienced less than 10% of the supply 

interruptions experienced in 2018. 

The Appointee is making transformational 

changes to the way that it works but it is 

mindful that as annual leakage targets are 

based on a 3-year rolling average, the 

impact of this year will be felt, not just this 

year, but for the next two years® 

performance. Notwithstanding this, the 

Appointee remains committed to doing all 

that is reasonably practicable to achieve its 

regulatory AMP target to reduce leakage by 

20.5%. In 2022/23 the Appointee fixed a 

total of 66,896 leaks (compared with 

61,671 in 2021/22). This equates to one 

leak being fixed almost every 7 minutes 45 

seconds.  

To help achieve this the Appointee has 

enhanced its recovery plan developed in 

summer 2022 into a ­Leakage 

Transformation Plan® which will build solid 

foundations for the ambitious and 

sustainable leakage reductions needed over 

the coming years. The plan is focused on a 

data driven approach to better understand 

unmeasured consumption which will help to 

reduce leakage on its supply pipes and also 

help customers manage leaks on their 

premises. It will also continue to build on 

existing technology partnerships to support 

its plan and continue to install smart water 

meters to track water usage and drive the 

improvements that are required. 

In January 2021 Ofwat confirmed that no 

specific actions remain outstanding for six 

of the undertakings under Section 19 of the 

Water Industry Act. The Appointee also 

delivered its continuing commitments under 

Section 19 and will continue to develop and 

build on these activities to improve the 

management and delivery of its AMP7 

leakage reduction targets, including: 

¶ Regular leakage performance updates 

on its website with the ability for 

customers to leave feedback; and 

¶ Regular updates to its stakeholders and 

direct engagement with customers. 

The Appointee has delivered its Leakage 

Reporting and Insight Improvement 

Programme (LRIIP), which had been 

established to address issues regarding 

leakage reporting to improve assurance 

checks and processes, and which now 

provides the insight required to effectively 

deliver improved leakage performance 

expected by its customers and 

stakeholders. 

Commitments relating to smart metering 

The Appointee believes that it has delivered 

on its formal commitments in relation to the 

provision of access to smart meters and 

digital data services following an Ofwat 

investigation into compliance with the 

Competition Act 1998 and is working with 

Ofwat to confirm that the overarching 

commitments have been completed to its 

satisfaction.  

Undertakings relating to data accuracy 

The Appointee believes that it has delivered 

the formal undertakings accepted by Ofwat 

on 6 December 2021 under Section 19 of 

the Water Industry Act 1991 regarding data 

accuracy in the non-household market to 

secure compliance with Condition P of its 

Licence and its obligations under the 

Wholesale Retail Code and is working with 

Ofwat to confirm that the overarching 

undertakings have been completed to its 

satisfaction. 

London flooding events 

In the Appointee®s response to David 

Black®s letter on 26 October 2021 related to 

the extreme (nearly 1-in-200 year) flooding 

events in London it recognised that it failed 

to meet customers® expectations and the 

levels of service they received was 

unacceptable. The final (stage 4) report by 
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the independent London Flood Review 

(­LFR®) was issued on 12 July 2022 and 

found that the intensity of the storm was 

well beyond the design capacity of the 

Appointee®s systems and that its systems 

generally performed well, considering the 

magnitude of the event. The review made 

28 recommendations, 25 of which are 

beyond the direct control of the Appointee 

as they either require collective action or 

are for others to lead.  

The London Surface Water Strategic Group 

(­LSWSG®), a high-level, multi-agency 

partnership of the key surface water flood 

risk management agencies, including the 

GLA, TfL, London Boroughs, the EA and 

Thames Water, has been formed with the 

aim of driving collaboration between the 

partners on managing surface water in 

London. The LSWSG will also lead the 

development and delivery of a London-level 

surface water management strategy and 

associated action plans. The work 

programme for the LSWSG and the scope 

of the strategy has been informed by the 

recommendations of the LFR and other 

reviews on the July 2021 floods. The 

Appointee will track and report annually on 

the delivery of the LFR®s recommendations, 

including those delivered by external parties 

and directly by the Appointee. 

Drought 

Following the drought of last summer, the 

Appointee®s overall water resources position 

has continued to improve and Thames 

Water is currently operating at DEL-0 (the 

lowest risk level). The Appointee is 

continuing to monitor the situation closely 

taking a cautious approach and continuing 

to review and improve its preparedness 

ahead of this summer following the 

completion of a detailed lessons learnt 

review after the summer 2022 drought. 

70% of the actions from the lessons learnt 

review have been completed. The 

remainder have clear owners and 

accountabilities and are being tracked by 

the executive. Asset improvement work to 

recommission the Gateway water treatment 

(desalination) plant is now complete and 

following recent deliveries of carbon 

dioxide, commissioning of the 

remineralisation process started on 29 June 

2023. Subject to the successful completion 

of the activities needed to bring the plant 

back online we expect to put water into 

supply in late July. The Appointee®s water 

resources position remains healthy, and it 

will be running the plant at a low level to 

provide data that will support its future use. 

It should be noted that the carbon dioxide 

supply chain remains fragile and continued 

operation of the plant is entirely dependent 

of securing an ongoing regular and secure 

supply of the carbon dioxide that is essential 

to its operation. Notwithstanding this, the 

third-party delay to required approvals 

under the Water Supply (Water Quality) 

Regulations of the new reverse osmosis 

membranes will potentially limit the site to a 

maximum of 50Ml/d throughout 2023 and 

summer 2024. 

Flow to full treatment permit conditions  

The Appointee is at risk of non-compliance 

with flow to full treatment permit 

requirements at a number of its wastewater 

treatment sites. It has produced a 

Wastewater Asset Assurance Programme 

(­WAAP®), which includes significant 

investment in flow monitoring to enable it to 

better understand the potential risk of non-

compliance at each site. Delivery of that 

plan and any associated corrective actions 

at sites would reduce the number of sites at 

potential risk of non-compliance by around 

half by the end of AMP7, with the remainder 

to be addressed in AMP8. The WAAP is 

part of the business plan for the remainder 

of AMP7 that has been approved by the 

TWUL Board, as referred to above. The 

Board has confidence that this plan will 

address the risks of non-compliance 

identified and will closely monitor progress, 

adjusting the plan as necessary to ensure 

that it remains appropriate for reducing 

TWUL®s potential compliance risk. 

As part of its turnaround plan the Appointee 

is also enhancing its internal governance. 

This includes enhancing its approach to 

environmental compliance risks to further 

strengthen the line of sight of its 
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environmental permit compliance risks 

through the Executive Risk Committee, into 

the Audit, Risk and Reporting Committee 

(ARRC) and ultimately its Board. 

The Appointee remains under investigation 

by the EA with regard to its compliance with 

these environmental permits and by Ofwat 

with regard to its compliance with Section 

94 of the Water Industry Act and certain 

conditions of its Instrument of Appointment. 

The Appointee is also one of several 

companies subject to a pending 

Competition Appeal Tribunal class action by 

Leigh Day regarding reporting of pollution 

incidents at wastewater treatment works. 

WINEP programme 

The Appointee®s business plan for the 

remainder of AMP7, as approved by the 

TWUL Board and referred to above, will 

enable substantial delivery of its WINEP 

programme for AMP7 to reduce compliance 

risk with regard to its environmental permits 

and other obligations. There are 

deliverability constraints associated with the 

entirety of the WINEP in AMP7, which 

means that a number of schemes will now 

be delivered in AMP8. Final planning is 

taking place to determine the individual 

projects that will be impacted, after which 

discussions with regulators will take place. 

Asset resilience risk 

The Appointee is committed to improving 

the management of asset resilience risk, to 

avoid asset failure and to avoid increasing 

its asset health deficit.  

Following development of an asset strategy 

aligned to its long-term vision and design of 

a new operating model, the Appointee has 

continued to develop its management 

systems and bring further capability back in-

house. The Appointee is managing its asset 

risk through investment and higher 

operating expenditure in AMP7. In addition, 

the Appointee is investing a further £700 

million to address asset performance and 

integrity issues through the London Water 

Improvement (­LWI®) Conditional Allowance 

(which was approved by Ofwat in 

November 2022). This will see the 

Appointee undertake works including the 

replacement of 112km of distribution mains 

and seven large trunk mains in London. The 

Appointee is also progressing the 

development of its Water Supply System 

Resilience Programme (­WSSRP®) which it 

intends to submit to Ofwat on 28 July 2023 

for approval. If approved, this will fund major 

asset resilience improvements at two of its 

largest water treatment works in London ² 

Coppermills and Hampton. 

In the last year the executive has been 

undertaking an internal assessment of the 

Appointee®s position on asset health, led by 

our Engineering and Asset Director. This 

top-down assessment of our assets builds 

on an industry-standardised asset 

deterioration approach and models used at 

PR09 and PR14. This review will be finalised 

in the Autumn of 2023 and will enable the 

Appointee to factor in the costs associated 

with renewing its assets over the coming 

decades into its PR24 business plan 

submission.  It is currently estimated that 

the cost to the Appointee of managing its 

notional asset health deficit in AMP7 will be 

around £1.4 billion (2022/23 prices, 

equivalent of £1.2 billion (2017/8 prices)), 

and a further £4.3 billion (2022/23 prices, 

equivalent of £3.7 billion (2017/8 prices)) to 

stabilise the position in AMP8. Having an 

asset health deficit means that it costs more 
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to operate, repair and maintain assets and 

to deal with extreme weather, which also 

has implications for the performance of the 

business and ODI penalties. Having taken 

decades to accumulate, it is expected that 

this will take decades to address. 

The executive has focussed in recent 

months on the collection, organisation and 

categorisation of materials to provide 

detailed evidence, including site-specific 

information that supports the top-down 

analysis.  The executive will secure external 

assurance on the validity of these figures, 

so they can be reflected in the Appointee®s 

PR24 submission. 

SEMD 

The external landscape and requirements 

set out under Security and Emergency 

Measures Direction (­SEMD®) have changed 

significantly over the last year, with 

enhanced outcome requirements and 

guidance, a greater level of regulatory 

scrutiny and audit, and the establishment of 

the DWI as the enforcing body (previously 

this was Defra). As a result, the Appointee®s 

2023 submission was not only the largest 

and most comprehensive to date but 

included a range of positions against 

different outcomes. In total across an 

expanded 33 outcomes, four were 

assessed as ­red®. In response the 

Appointee has established an SEMD 

Programme with executive oversight to 

ensure it identifies and allocates appropriate 

systems and resources to improving their 

position. Security is an area of particular 

focus and risk, containing all four ­red® 

outcomes. 

In addition to this, the Appointee has 

identified a material risk through its 

enterprise risk management process 

relating to changes which take effect in 

2025 (beyond the time period of this 

Certificate), which would more than treble 

the population for which the Appointee 

would be required to plan for alternative 

supplies. This is beyond the Appointee®s 

current capability and plans have been 

developed that, if funded, will significantly 

enhance its capability to deliver alternate 

water supplies to customers. An overview of 

these has been submitted to the DWI and is 

currently included in PR24 proposals that 

will be submitted to Ofwat later in the year. 

IED 

The Appointee supports the objectives of 

the Industrial Emissions Directive (­IED®). 

However, it cannot commit to meeting all 

the requirements set out in the ­Appropriate 

Measures® guidance (issued in September 

2022) by December 2024.  The highly 

prescriptive approach set out in the 

guidance goes far beyond the original Best 

Available Techniques requirements to 

achieve compliance. 

The Appointee has concerns regarding the 

overall value for money for customers of this 

work, in the context of other planned 

environmental improvements. The 

Appointee also notes, given the constraints 

it faces in terms of what it is able to deliver, 

it will inevitably need to focus the capacity it 

has on those things that matter most for its 

customers and the environment. The 

resource that would be required to 

undertake the full scale of the work 

envisaged by an extensive interpretation of 

the IED would mean displacing work to be 

undertaken on other priority areas. 

The Appointee®s current estimate is that the 

cost of implementing IED aligned with the 

­Appropriate Measures® guidance will be in 

the region of £480 million of capital 

expenditure and a £40 million increase in 

operating expenditure per annum from the 

start of AMP8. This is a significant change 

to the assumptions made in 2019 with the 

EA expecting compliance by December 

2024. Detailed work to survey and scope 

the work needed at each of the 25 Sludge 

Treatment Centres to comply with the 

¯Appropriate Measures° is at an advanced 

stage. The work has revealed that the 

potential construction activity needed is 

now far more extensive and a programme of 

this size will need to be delivered over more 

than one AMP, especially when considering 

the requirement to maintain overall 

treatment capacity during construction 

activity and the wide range of other 
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infrastructure improvements that will be 

required in AMP8. During AMP7 we will 

focus on applying for the appropriate 

permits, with appropriate operational 

changes being planned for AMP8. 

Discussions are needed with the regulator 

(EA) to develop an appropriate delivery 

timescale for all aspects of IED. 

The constraints on delivering more quickly 

include the availability of skilled resources 

and additional capability to manage such a 

large investment programme, and the ability 

of the supply chain to ramp up to the rates 

required. The Appointee and other 

companies will need to do significant work 

to create the necessary pathways and 

recruit the required skilled individuals to 

support this programme.  

WRMP 

Through Water Resources South East 

(WRSE), the Appointee is working with the 

five other water companies in the South 

East to develop an overarching regional 

plan addressing future water challenges. 

Drawing from this regional plan, the 

Appointee published in December 2022 for 

consultation its draft Water Resources 

Management Plan 2024 (dWRMP24) 

focused on its own supply area, setting out 

how it will provide a secure water supply for 

a growing population; protect against the 

growing risk of drought and water 

shortages; and improve the environment. 

Following consultation and review of 

responses, the Appointee will be publishing 

its Statement of Response and dWRMP24 

by the end of August 2023. 

Developer services 

Following transition to new contractual 

arrangements in place of its Infrastructure 

Alliance, the Appointee is experiencing 

delays to completion of work supporting 

developers in the Thames Valley and on its 

major projects portfolio to support new 

developments. An action plan is being 

progressed to clear backlogs through full 

mobilisation of new contracts, recruitment 

of additional in-house commercial resource 

and by embedding new ways of working. 

In addition to taking all of the above into 

account, the Directors: 

¶ Procured a ­Review and Recommend® 

report from PwC, as part of the 

Directors® Water Industry Act Section 19 

Undertaking, to help inform them on 

their ability to sign the Directors® Ring-

fencing Certificate set out in the 

2022/23 Annual Performance Report;  

¶ Procured a report from PwC, as the 

Appointee®s auditor, stating whether 

they were aware of any inconsistencies 

between this Ring-fencing Certificate 

and the financial statements or any 

information obtained in the course of 

their work; see pages 154 to 159 for 

PwC®s audit report on the Annual 

Performance Report and the PwC 

report on the Ring-fencing Certificate 

which has been provided separately to 

Ofwat; and  

¶ Undertook quarterly reviews and 

enquiries during 2022/23 of compliance 

with the Ring-fencing Certificate 

included in the 2021/22 Annual 

Performance Report, to assess the 

appropriateness of the factors, risk 

exposure and associated disclosures on 

an ongoing basis. 

Therefore, the Directors have resolved that, 

in their opinion, and with specific regard to 

the material issues or circumstances 

disclosed in the list of factors above, the 

Appointee will have available to it, for at 

least the next 12 months, sufficient 

resources to enable it to carry out and meet 

its regulatory obligations, as set out in the 
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Company®s Instrument of Appointment. The 

Directors will continue to formally monitor 

the factors quarterly during the coming 12 

months. 

Board approval 

This certificate was approved unanimously 

at the Board meeting on 7 July 2023. 

Signed by the Board of Thames Water 

Utilities Limited: 

 

 Ian Marchant  

Chairman 

 Alastair Cochran 

Chief Financial Officer  

 Nick Land 

Deputy Chairman and Senior 

Independent Non-Executive Director 

 

 Hannah Nixon 

Independent Non-Executive 

 Catherine Lynn 

Independent Non-Executive  

 Ian Pearson 

Independent Non-Executive 

 Jill Shedden 

Independent Non-Executive 

 Guy Lambert 

Non-Executive 

 Michael McNicholas 

Non-Executive 

 John Holland-Kaye 

Non-Executive 
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This statement sets out the processes we 

have in place to demonstrate to our 

customers, to Ofwat and to our other 

stakeholders, our compliance with relevant 

statutory, licence and regulatory obligations, 

where Ofwat is the relevant enforcement 

authority. The obligations pertinent to our 

functions as a statutory Water and 

Sewerage Undertaker are primarily set 

down in the Water Industry Act 1991 and 

our Instrument of Appointment ² our 

¯Licence°50. The Licence also requires us to 

perform duties imposed under any other 

statutory and regulatory guidelines as 

necessary to fully discharge our obligations. 

Our approach to achieving compliance with 

our statutory, licence and regulatory 

obligations is based on establishing sound 

governance, risk management and system 

of internal controls.   

This statement covers the reporting year 

and is set out in the following sections.

We are committed to understanding our 

customers® needs and expectations and 

responding to them in our ongoing 

operations and long-term plans. Our 

programme of customer engagement is led 

by our Retail Director and overseen by the 

Customer Service Committee and, for our 

long-term planning, the Regulatory Strategy 

Committee (both sub-committees of our 

Board). 

In order to understand what customers 

want, we have a customer engagement 

programme that continuously gathers 

insights into customers® needs and 

behaviours. Our insights are gained from 

working with diverse customer groups, 

using a wide variety of techniques. This 

 

50 Licences and licensees - Ofwat 

includes bespoke research into specific 

topics, continuous surveys on brand 

perception and service satisfaction, 

analysing complaints and listening to social 

media. 

Customers® overarching expectations are 

clear: 

¶ A water and wastewater service that 

­just works® today and in the future 

¶ Provided at an affordable price and in 

an environmentally responsible way 

¶ By a company that always has good 

customer service 

¶ Which gives something back to the 

society and communities it touches. 

Our performance commitments are a 

response to customer expectations and 

provide a transparent way of demonstrating 

the extent to which we are delivering for 

customers (provided in our performance 

section of this document). For our 

household customers, C-MeX is the key 

measure Ofwat uses to evaluate customer 

satisfaction and compare water companies 

(with D-MeX the equivalent measure for 

developer customers). The C-MeX survey 

uses small samples and does not give us 

the depth of insights we need to improve 

our service, so we also monitor and manage 

our performance against three internal 

measures. These are: 

a) Service survey customer satisfaction 

b) Brand perception survey customer 

satisfaction and net promotor score 

( N̄PS°), a widely used measure of 

customer advocacy,  

c) Complaints. 

We are ranked 17th, at the bottom of the 

industry league table for C-MeX 

performance, and our aim remains to 

improve our service, move up the table and 

reduce the gap between us and the industry 

median. We have begun this journey by 

focussing on fixing the basics, for example 

by getting our complaints down and 

https://www.ofwat.gov.uk/regulated-companies/ofwat-industry-overview/licences/


Thames Water Annual Performance Report 2022/23 

 

89   

 

responding to them more quickly 

(complaints performance is summarised in 

the Section ­About Complaints® in this 

document). However, there is still much 

more to do, and this is reflected in our plans 

to transform our key customer journeys.  

Central to our plans is to empower team 

Thames to deliver exceptional customer 

service. We have relaunched our values 

and intend to embed our behaviours 

throughout our organisation to ensure 

customers are at the heart of all we do in 

every role.  

Key areas of focus in the last year to meet 

our customer expectations and drive 

improvements in customer satisfaction, 

brand perceptions and complaints include: 

Water and wastewater service that ­just 

works® today and in the future 

¶ Installed and replaced 113,000 smart 

meters across London, the Thames 

Valley and Home Counties to give 

customers greater control over their 

water use and bills, and to help us find 

and fix leaks 

¶ Sustained our extensive sewer cleaning 

programme (1,600km) and increased 

the number of sewer depth monitors to 

over 14,500, which help to proactively 

detect 390 potential blockages each 

month 

¶ Ran an ­every drop counts® campaign to 

help customers save water during the 

summer 2022 drought, which together 

with a temporary usage ban, reduced 

demand by around 10% 

¶ Reorganised ourselves into teams 

focused on London and Thames Valley 

& Home Counties to better meet the 

needs of customers and communities at 

a local level 

¶ Ran an ­always fixing® campaign that 

showed our frontline engineers working 

around the clock to find and fix leaks 

and ensure our Victorian pipework is fit 

for the 21st century, as part of our 

efforts to help build trust and 

confidence. 

Easy customer experience and tailored 

support 

¶ Reduced complaints by 28% since last 

year, after the 44% reduction the year 

before 

¶ Reduced our complaints response time 

from 10 to 5 working days for water and 

wastewater issues, closing around 60% 

of cases within 3 days 

¶ Recruited over 200 new advisors to 

bring our billing customer service team 

completely in-house, so customers 

always speak to a Thames Water 

colleague, and we can deliver a better 

service 

¶ Digitised more of our communications to 

improve channel choice 

¶ Made our online account management 

( ŌAM°) dashboard clearer for 

customers to understand balances, and 

past and upcoming payments, and 

welcomed another 203,000 customers 

to the service 

¶ Delivered new and improved self-

service tools on our website for 

submitting a meter read and managing 

direct debits or payment plans 

¶ Increased the number of people on our 

priority services register by 74,639  to 

365,774.  

¶ Retained our BSI 18477 inclusive 

services accreditation. Working with 

partners such as Sense, Kidney Care 

UK, MIND and Dementia UK, we have 

improved the accessibility of our 

website and training material for our 

people and we have enhanced video 

relay for deaf customers. 

A thriving environment and part of the 

community 

¶ Published our Event Duration Monitor 

map to provide industry leading 

transparency around our consented 

storm discharges, as part of our efforts 

to build trust and improve performance 

¶ Launched our five-year Catchment 

Partnership support fund (̄ CaPs°) to 
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support the partnerships which work to 

improve the water environment for 

wildlife and people 

¶ Engaged with over 21,000 children 

through our schools programme on 

topics such as the water cycle, water 

treatment and water saving 

¶ Our employees volunteered 3,700 

hours in the local community via our 

Time to Give programme 

¶ Since its completion, 71% of the young 

unemployed people on our Kickstart 

programme have found employment, 

with 54% at Thames Water 

¶ Partnered with Backyard Nature to 

create a Justice, Equity, Diversity and 

Inclusion (¯JEDI°) and microgrants 

programme, to deliver water and 

nature-based activities to young people 

and groups from marginalised 

communities or who are 

underrepresented in environmental 

conservation. 

Fair and affordable bills 

¶ 306,000 customers now benefit from 

our social tariff, receiving a 50% 

discount, a 26% increase 

¶ A trust fund of £500k this year to 

support customers in hardship 

¶ The first of our payment matching 

scheme customers, where we match 

money paid towards water debts to help 

break the cycle of debt and improve 

lives, reached the end of their two-year 

agreement and we cleared their 

outstanding water debts of £283,000. 

The Board is accountable and responsible 

for the prosperity of Thames Water for the 

benefit of customers, regulators, investors 

and other stakeholders. Our Executive 

develop and deliver our strategy and make 

day-to-day financial, operational and 

regulatory decisions. This includes 

responsibility for maintaining sound systems 

of planning, risk management, internal 

control and performance management. 

The Board and Executive are provided with 

a range of information sources and 

evidence, to enable them to broadly assess 

our overall compliance with our obligations. 

This includes the determination of the 

nature and extent of risk it is willing to take 

to achieve its strategic objectives, and for 

ensuring that an appropriate risk culture has 

been embedded throughout the 

organisation.  

The company reports to its stakeholders 

primarily through the Annual Report and 

Sustainability Report, and financial 

statements. This is where we publish our 

approach to risk management, principal 

risks and uncertainties and our long-term 

viability statement. Together these set out 

the material and emerging risks the 

company is currently facing, together with 

mitigation steps.  

Our internal control environment (or ­system 

of internal control®) has been designed to: 

¶ Align and be integrated with our risk 

management approach 

¶ Fully consider best practice, such as 

Committee of Sponsoring Organisations 

of the Treadway Commission ( C̄OSO°) 

Internal Control ² Integrated Framework 

¶ Fully consider Financial Reporting 

Council Guidance on Risk Management, 

Internal Control and Related Financial 

and Business Reporting. 

We are continuing to embed a risk-based 

­three lines® assurance model throughout 

our business. This distinguishes between 

first line processes and controls, second 

line oversight and third line independent 

assurance. 

We employ relevant expertise to ensure that 

we understand our statutory, regulatory and 

licence obligations and can translate them 

into policies, standards and procedures.  

This expertise includes, but is not limited to, 

legal, financial, regulatory, health and 

safety, asset and process engineers and 

environmental professionals.  
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We also draw upon additional external 

expertise where necessary, to ensure that 

any new, or changes to our existing, 

obligations are appropriately interpreted 

and applied.  

Management and oversight teams monitor 

compliance with approved policies and 

procedures on an ongoing basis. We have 

also developed and deployed a compliance 

controls framework where we have 

translated our compliance obligations into a 

set of minimum control operating 

requirements. Through the coming year we 

are enhancing our working practices and 

processes to deliver operating effectiveness 

against these requirements. 

 

The diagram below demonstrates how this 

structure is being applied across our 

business. 

Source: Thames Water 
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Our external reporting process is designed 

to ensure we provide our customers and 

stakeholders with information that is easy to 

understand, provides transparency and can 

be relied upon, in order to build trust and 

confidence in our reporting. 

To achieve confidence over the quality of 

the information we publish, including our 

regulatory submissions, we again apply our 

¯three lines° assurance model.  

This best practice approach means that we, 

and our customers, have a good level of 

assurance that our publications are 

accurate, complete and have been 

prepared correctly.  

The approach we take is also guided by our 

external regulatory reporting (Ofwat) 

standard. 

This establishes the minimum controls over 

the preparation and submission of 

information to deliver our response on time 

and to quality. For example, those 

submissions with the highest risk require 

approval of the Board and external 

independent assurance.  

We set out below material exceptions to our 

compliance with our statutory, licence and 

regulatory obligations. 

In addition, our annual Control Self-

Assessment process, by which all senior 

leaders across the business confirm their 

awareness and compliance with our 

obligations, has not identified any other 

incidences of material non-compliance for 

reporting. 

Exceptions to our compliance data and information 

Duty or 

obligation 

Disclosure Actions being taken to improve 

Environmental 

permitting 

regulations and 

section 94 of the 

Water Industry 

Act 1991, 

general duty to 

provide 

sewerage 

system 

In March 2022, we were one of five 

water companies to have an 

enforcement case opened by Ofwat. In 

TWUL®s case this took the form of a 

formal request under s203 Water 

Industry Act 1991. As part of our initial 

information disclosure, we identified 

that we could have a number of 

locations that have potentially breached 

their permits. 

TWUL remains under investigation by 

the EA with regard to its compliance 

with these environmental permits and 

by Ofwat with regard to its compliance 

with Section 94 of the Water Industry 

Act. 

In March 2021 we launched our eight-

year turnaround plan which focuses on 

significantly improving performance, 

with an unprecedented amount of 

investment directed towards 

safeguarding the environment. 

We®ve fully supported Ofwat and EA 

with their investigations and have 

remained focussed on delivering our 

­compliance first® plan. 

For more information, see the Directors® 

Ring-fencing Certificate. 

Performance 

commitments 

For 2022/2023, we failed to achieve 26 

of our 52 performance commitments. 

Full details on our performance can be 

found in the ¯Our 2022/23 

performance° section of this document 

To address this, we are focusing on 

fixing the basics, raising the bar, and 

shaping the future as part of our eight-

year turnaround plan. 

https://www.thameswater.co.uk/about-us/performance/action-plan/turnaround-plan
https://www.thameswater.co.uk/about-us/performance/action-plan/turnaround-plan
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Duty or 

obligation 

Disclosure Actions being taken to improve 

We note that we are not fully compliant 

with the Ofwat common methodology 

for leakage, PCC and Supply 

Interruptions (full details can be found 

in our Reporting Criteria). 

Furthermore, we note that we are 

waiting for EA final approval for four 

schemes against Environmental 

Measures Delivered, ES02  

Despite a significant increase in recent 

investment, the legacy of severe asset 

deficit and the fragility of our 

infrastructure were exposed in 2022-

23. 

We recognise that our performance is 

­lagging behind® when compared to 

some of the other water companies 

within our sector. 

Our shareholders showed their support 

in June 2022 by approving additional 

expenditure for the current regulatory 

period to accelerate the delivery of 

Thames Water®s turnaround 

performance to improve outcomes for 

customers, leakage, and the 

environment. 

By the end of the current regulatory 

period, we have committed to spend 

more than £1bn per annum on capital 

delivery projects. This is a significant 

target and is a driving force of the 

investment in our assets. 
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The Board of Thames Water Utilities is 

satisfied that we have, except where 

otherwise detailed: 

¶ Taken appropriate steps to understand 

and meet the expectations of our 

customers 

¶ A full understanding of, and have 

complied, in all material respects, with 

our statutory, licence and regulatory 

obligations 

¶ Appropriate systems and processes in 

place to identify, manage and review 

our material risks 

¶ Sufficient processes and systems of 

internal control to deliver our services to 

customers and meet our obligations 

¶ Provided data and information to Ofwat 

which is accurate and complete in all 

material respects. 

We also confirm that we have: 

¶ Committed to maintain robust standards 

of corporate governance, following the 

requirements of both the UK Corporate 

Governance Code and Ofwat®s Board 

Leadership, Transparency and 

Governance Principles (further details 

can be found in our Annual Report) 

¶ Provided Ofwat with assurance that we 

have sufficient financial and 

management resources to enable us to 

carry out our regulated activities for at 

least the next 12 months (as detailed 

within our Ring-Fencing Certificate in 

this document) 

¶ Sufficient rights and resources to enable 

a special administrator to run our 

Company if such an order were to be 

made (as detailed within our Ring-

Fencing Certificate) 

¶ Made sure that all trade with associated 

companies in the year has been at 

arm®s length, as set out in Regulatory 

Accounting Guidance (RAG 5 ² 

Guideline for transfer pricing and 

RAG3.14 ² Transactions with 

associates and the non-appointed 

business as found within the section 

¯RAG 3/5 statements and other 

disclosures° in this document 

¶ Maintained investment grade credit 

rating (as detailed in additional 

commentary on table 4H of our 

Regulatory Accounts) 

¶ A principles-based dividend policy in 

place (details of which can be in the 

section ¯RAG 3/5 statements and other 

disclosures° in this document) 

¶ Considered the financial impact of a 

range of severe, but plausible risk 

scenarios materialising to enable us to 

provide reasonable assurance that we 

will be able to continue in operation and 

meet our liabilities as they fall due over 

the next ten years, to 2032, as set out in 

our long-term Viability Statement 

¶ Explained how we link Directors® pay to 

standards of performance as set out in 

section 35A of the Water Industry Act 

1991 (further details can be found in the 

Directors® Remuneration Report in our 

Annual Report and Sustainability 

Report) 

¶ Made our auditors aware of all relevant 

information (as required under the 

Companies Act 2006) 

¶ Engaged and challenged management 

on their data and information assurance 

approaches through, for example, 

review and approval of the Statement of 

Risks, Strengths and Weaknesses and 

Final Regulatory Reporting Assurance 

Plans 

¶ Taken action to ensure that any 

exceptions and weaknesses in the data 

and information assurance approaches 

have been addressed, such as through 

the use of external independent 

assurance 

¶ Satisfied ourselves that the assurance 

approaches have appropriately 

identified and addressed any risks to the 

provision of accurate and complete data 

through reports from management and 



Thames Water Annual Performance Report 2022/23 

 

95   

 

Director deep dive sessions, 

predominantly with the Chairman and/or 

members of the Audit, Risk and 

Reporting Committee 

¶ Reported in Section 4 where we have 

not achieved the level of performance 

agreed in our final determination. 

Further information is available within 

the ¯Our 2022/23 performance° section 

of this document. 

During the course of its work, our 

independent auditor, PwC, is required to 

report if there are any material 

inconsistencies between the Regulatory 

Accounting Statements and other 

information contained within the Annual 

Performance Report; this includes the 

information contained within this Risk and 

Compliance statement.  

PwC has not identified anything to report in 

respect of this responsibility. A copy of the 

Independent Auditors® Report is provided 

after Table 2O in the Regulatory Accounting 

section of this document. 

Signed by the Board of Thames Water 

Utilities:  

 

 Ian Marchant  

Chairman 

 Alastair Cochran 

Chief Financial Officer  

 Nick Land 

Deputy Chairman and Senior 

Independent Non-Executive Director 

 

 Hannah Nixon 

Independent Non-Executive 

 Catherine Lynn 

Independent Non-Executive  

 Ian Pearson 

Independent Non-Executive 

 Jill Shedden 

Independent Non-Executive 

 Guy Lambert 

Non-Executive 

 Michael McNicholas 

Non-Executive 

 John Holland-Kaye 

Non-Executive 

 

  



Thames Water Annual Performance Report 2022/23 

 

96   

 

 

ʂOpen data means making data 
free ly available to everyone to 
access, use and share .ʃ      

H2Open Ofwat strategy  

In the year since H2Open 51 was published, 

we have made significant progress as we 

strive to make open data available allowing 

us to create value for water customers, 

communities and the environment. 

 

Annual performance report  

To make our year end reporting data 

accessible and reusable by all, we®ve: 

¶ Published our APR data tables in excel 

(in the exact table format to allow 

stakeholders to easily compare our 

performance with that of other water 

companies) 

¶ Added graphs for each PC showing our 

performance over the whole AMP to 

date (providing our stakeholders with a 

more complete view of our 

performance) 

¶ Listed our common PCs in the same 

order as that of the Water Companies 

Performance Report 2021/22 

( W̄CPR°) (so that stakeholders can 

easily compare our performance with 

that of other water companies) 

¶ Provided additional information in ¯blue 

boxes° (to help stakeholders® 

understanding of terms used in our 

APR) 

¶ Provided interactive links to relevant 

areas of our website e.g. other 

 

51 H2Open ² Open data in the water industry: a 
case for change 

publications such as the Annual Report 

and our leakage performance pages on 

our website (so that stakeholders can 

see more specific information on key 

subjects) 

¶ Provided a link to our action plan (as 

this provides the stakeholders with our 

latest plans to improve performance) 

¶ Produced a glossary of terms as an 

accompaniment to the Annual 

Performance Report (to ¯jargon bust° 

water industry specific terms). 

Our action plan 

We published our action plan to improve 

performance on 11 April 2023. 

Instead of a single pdf document, in the 

interests of transparency, we decided to 

create interactive web page content that 

not only links to individual pages on each 

performance commitment where the WCPR 

classified us as ¯lagging behind°, but also 

links to other key information that we 

already have on our website.  

We believe this approach creates the right 

balance between providing summarised 

information in a format that our customers 

and the public understand, and detailed 

information should they wish to learn more. 

It also allows our customers and the public 

to obtain a more holistic view of our plans to 

address performance, rather than looking 

through the narrow lens of just the action 

plan. 

We intend to keep our action plan updated, 

and this approach allows us to be more 

agile in the way we do this. For example, by 

providing links to our Pollution Incident 

Response and our River Health 

Improvement plans themselves, when we 

update these plans on our website, we will 

not need to change information in our action 

plan.  

https://www.ofwat.gov.uk/wp-content/uploads/2021/10/H2Open-2.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2021/10/H2Open-2.pdf
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Leakage  

We provide regular quarterly updates about 

our leakage performance on our website. 

We do this to be transparent about our 

performance and the plans we have to 

reduce leakage. 

Live sewage discharge alerts 

Since the beginning of the year, we have 

been publishing live sewage discharge 

alerts from over 460 permitted locations on 

our website (the first water company do so). 

Our Discharge Alert Manager (¯DAM°) 

product provides a near real-time capability 

to monitor our STW and CSO discharge 

points combined with other data from our 

assets (such as pump runtimes, storm tank 

levels).  

This product incorporates open data from 

the EA tide gauge Application Programming 

Interface (ĀPI°) to reduce false positive 

discharge alerts, thus making our operation 

more efficient and effective. Tidal data is 

fetched from the API and used to determine 

the tidal effect at our CSOs within the 

tideway of the River Thames.  

We have 30 EDM at tidally influenced sites 

and we use this data, in conjunction with 

the EDM sensor data to determine the 

current and historical tidal effect so that we 

can generate accurate discharge alerts.  

Groundwater infiltration risk dashboard 

Our ground water infiltration risk dashboard 

is linked to a dataset on the EA API ² 

ground water levels.  

Several STW catchments have been 

identified with seasonal high flows related to 

groundwater and / or river levels. These 

high flows have resulted in flooding or 

pollution. 

Abstract decision support tool 

Using open data from the EA®s real time 

flood-monitoring API has enabled us to 

create an Abstraction Decision Support 

Tool, which provides current river flow and 

level data at key locations along the course 

of the river Thames.  

The tool conditionally formats this 

information using triggers defined by the EA 

to provide a red, amber, or green status of 

the flow and level at each location.  

System operators in the London water 

control centre team in Thames Water then 

use the tool to inform decisions to increase 

or decrease abstractions, for example if a 

key weir level is in constraint and appearing 

red on the tool but there has been 

substantial rain in the catchment, the level 

and flow will likely rise to a level that permits 

abstraction within a short period of time. 

Using the tool, the operator is able to react 

quickly when the level reaches amber and 

propose abstraction increases to the EA.  

Likewise, if the level in the river turns red, 

the operator can reduce abstraction and 

inform the EA to assist their river 

management.  

The tool has empowered faster decision 

making, which has led to increased raw 

water abstraction and improved supply 

resilience.  

This has been particularly illustrated in the 

recovery of raw water storage during 

drought in 2022, where increases in river 

flows during September and October were 

often short-lived following heavy but 

sporadic rainfall and operators had to react 

swiftly to capitalise.  

Using the tool, operators were able to 

proactively propose abstraction increases 

to the EA, which prevented storage 

reaching critical levels and endangering 

 

https://www.thameswater.co.uk/about-us/performance/leakage-performance
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We®re significant contributors to three 

Open/Shared Data focussed Ofwat 

Innovation fund projects.  

As a case study - in one project, ­Sewer 

CCTV AI®, we (the contributing partners) 

intend to create an open data set to 

stimulate innovation and new product 

development in the market by opening 

water company data and making it readily 

useable through standardisation. 

The project will deliver an open reference 

dataset on Sewer defects; it will be open 

licenced and can be used by anyone to 

create and train new AI models. Thames 

Water are contributing time, expertise and 

data to this project and have shared 

>500GB of data into this project so far. 

Partnership working is central to our 

Smarter Water Catchments initiative and 

builds on existing relationships with key 

stakeholders in our catchments. Smarter 

Water Catchments is trialling a holistic and 

evidence-based approach to understand 

and improve three catchments within our 

operational area.  

Working with partners such as the Chilterns 

Conservation Board and the River Chess 

Association we have been able to share 

data, create confidence and build trust in 

the water quality insight we have on our 

rivers.  

Through these pilot projects, we have 

purchased real-time water quality Sondes 

which have been monitoring the 

catchments, detecting issues upstream and 

downstream of potential sources of 

pollution.  

Two-way data sharing with our partners has 

allowed us to respond quickly to any 

potential issues and use multiple sources of 

information to understand the potential 

impact on the river.  

To date, our partners on the River Chess 

have been pleased with the actions we have 

taken, satisfied with our methods of data 

collection and confident in our approach to 

ensuring we understand the impacts 

elsewhere in the catchment. Most 

importantly being transparent with our data 

has led to improved levels of trust within the 

partnership which can be evidence through 

correspondence, social media posts and a 

willingness to continue to work in 

partnership with ourselves.  

 

Thames Water recognises the increasing 

extent and reach of sanction legislation 

following the Russian invasion of Ukraine.  

As such, we have processes in place to 

deal with UK sanctions and to carry out a 

range of targeted and proportionate due 

diligence in relation to counterparties where 

this is necessary. 

Following the imposition of sanction 

legislation, we obtained advice from our 

legal advisers on the steps that need to be 

taken to comply with these sanctions, both 

from a supply chain and customer 

perspective.  

This advice has been circulated to the 

appropriate senior managers around the 

business and is being acted upon.  

Assurance work around compliance has 

also been carried out. This confirmed initial 

sanctions screening had been completed 

across the business including for new 

appointments and variations (̄ NAVs°), non-

household (̄ NHH°) retailers, and for our 

suppliers.  
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