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23 
water 

reservoirs

34
drinking water  

treatment works

650
South West Water  
wastewater works

18,300km 
drinking water  
mains network

17,515km 
of South West Water  
wastewater network

c.2.3m
total population 

served

151
bathing  
waters

South West Water 
We provide water and 
wastewater services to 
a population of c. 1.7m in 
Cornwall, Devon and parts 
of Dorset and Somerset. 

Isles of Scilly
From April 2020 we 
took over responsibility 
for providing water and 
wastewater services to the 
five inhabited islands. 

Bournemouth Water 
We provide water services to  
a population of c. 0.5 million 
in areas of Dorset, Hampshire 
and Wiltshire. Bournemouth 
Water was acquired by 
Pennon Group plc in April 
2015 and from 1 April 2016  
has been integrated with 
South West Water.
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1 Excludes the South West Water Retail activity which is undertaken by Source Contact Management Ltd who employ c.250 staff.
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Welcome

South West Water is the combined entity covering the original South West Water 
and Bournemouth Water areas, following the merger of the two companies in 2016.  
Both identities have been retained by the Company in their original operating areas. 
There are now performance commitments in place for 2020-25 spanning both areas. 
From April 2020, we also took over services for customers on the Isles of Scilly. 
We recognise the importance of customers and other stakeholders understanding 
what they can expect from us and being able to place trust and confidence in the  
data, information and publications we provide.
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Trusted
We do the right thing 
for our customers and 
stakeholders.

Collaborative
We forge strong 
relationships, working 
together to make a  
positive impact.

Responsible
We keep our promises  
to our customers, 
communities and  
each other.

Progressive
We are always looking  
for new ways to improve  
and make life better.

Executive summary

At South West Water we recognise how important it is for all our customers and 
stakeholders to have trust and confidence in the information we report, on the 
services we provide and how we provide them.
As part of this we carry out an exercise each year to identify 
where the risks, strengths and weaknesses are in providing 
information that stakeholders want and will trust.

This risks, strengths and weaknesses evaluation exercise was 
previously undertaken as a result of the Company Monitoring 
Framework (CMF) assessment carried out by Ofwat, the 
economic regulator for the water and sewerage industry in 
England and Wales. CMF was used as a tool to encourage 
companies to deliver high quality assurance of the information 
that they produce, and an assessment was carried out each 
year by Ofwat to ensure that companies were communicating 
in a clear, accessible and transparent way and that the 
information gave a fair view of how a company is performing. 
Companies were then put into one of three categories 
depending on how they scored: self-assurance, targeted or 
prescribed. In the last assessment, in January 2018, we were 
categorised as targeted as Ofwat identified some areas of 
concern with our data reporting.

In August 2019 Ofwat issued an information notice informing 
companies that they would not be publishing further CMF 
assessments, but would continue to scrutinise and challenge 
companies’ approaches to data quality and assurance of 
their performance reporting. We believe that undertaking 
engagement for this Risks, Strengths and Weaknesses 
Statement is a worthwhile exercise, as it ensures that we are 
meeting our customers’ needs with regards to the information 
we provide to them. We will therefore continue to publish this 
document going forward.

The Coronavirus pandemic this year has meant that it has 
never been more vital to provide customers and stakeholders 
with information that they want and can trust (see page 06 
for further information on how we have been keeping our 
customers informed at this time).

The Company operates within a risk-based framework in all 
it does. This framework encompasses the range of corporate 
risks we face and manage (see page 06), and risks to our 
information provision are also integrated into this framework. 
All key risks are recorded in a comprehensive risk register, 
controls and mitigations identified and risks reviewed at 
appropriate intervals. We are continuously working to improve 
our assurance approach, ensuring we are reporting information 
that our customers and stakeholders can have confidence in. 

We strive to live up to our values consistently with integrity and 
transparency.

The Board of South West Water has considered the findings 
of this exercise and are satisfied that the action plan and 
assurance methods employed provide improved transparency 
and confidence in our processes, with the overall aim of 
ensuring customers and stakeholders can trust and value South 
West Water and the information we publish.

Our values

Name and position Signed

Gill Rider
Pennon Group and South West Water  
Chair

Neil Cooper
Pennon Group and South West Water  
Senior Independent Non-Executive Director

Iain Evans  
Pennon Group and South West Water  
Independent Non-Executive Director

Claire Ighodaro CBE
Pennon Group and South West Water  
Independent Non-Executive Director

Jon Butterworth MBE
Pennon Group and South West Water  
Independent Non-Executive Director

Susan Davy 
Pennon Group and South West Water  
Chief Executive

Louise Rowe
South West Water Finance Director

Paul Boote
Pennon Group Finance Director

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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Business Plan  
2020-2025

Empowering
customers

a

new
deal

The information South West Water publishes and its assurance processes

We publish information which ensures we meet our statutory, licence and regulatory 
obligations but also provide information to customers on the Company’s activities, 
how the Company is performing and most importantly, how customers can get help 
when they need it. 
Information is published primarily on our website but also 
through a broad range of communication channels to reach 
our diverse customer base. Such channels include customer 
bills, annual newsletters and e-newsletters for customers who 
have subscribed. 

We also engage with our customers through the media such 
as advertorials in community magazines, community team 
engagement at external events, school visits, community 
speaker programmes as well as doorstep engagement as part 
of behavioural change campaigns e.g. Love Your Loo and Think 
Sink, as well as our programmes reaching out to customers 
on affordability and vulnerability issues. An independent 
WaterShare+ Advisory Panel has been established in line with 
our Business Plan for 2020-2025 which will further protect the 
interests of our customers and from 2021, we will introduce a 
Customer Annual General Meeting.

Underpinning the information we publish are robust risk and 
assurance processes. These processes have been embedded 
into the management of the Company and are designed to 
ensure risks are promptly identified, updated on a regular 
basis, and appropriate mitigation is in place to suit the level of 
risk (see diagram on page 05). These processes are critical 
not only to ensuring accurate data is presented but also, more 
fundamentally, that the risks to our performance and services 
are well understood and managed, so that the picture our 
information represents, is robust and reliable.

We have systems and processes in place to identify, manage 
and review risks, as detailed in the following pages. Our risk and 
assurance framework remains unchanged from our previous 
review of our risks, strengths and weaknesses in October 
2019 and the methodology for identification and mitigation 
of risk remains fit for purpose at individual business unit and 
corporate levels.

The following diagram summarises the typical assurance 
approach taken in any significant project involving submission 
of data:

Development of assurance framework  
and approval by the Board

Collation of data/information  
by relevant management

Departmental review and sense checks

Internal audit/review

External audit/review

Post review follow up procedures  
to address any issues

Management and Director 'sign off' 
of data submission

Board review of assurance and approval 
of the Risk and Compliance Statement

Examples of information we publish

ANNUAL  
PERFORMANCE  
REPORT

ANNUAL REPORT  
AND FINANCIAL  
STATEMENTS

SUMMARY  
PERFORMANCE  
REPORT

CHARGES SCHEMES  
2020-21

BUSINESS PLAN  
2020-2025

2020
Annual Performance Report  

and Regulatory Reporting

2020
Annual Report and Accounts

2020
Summary Performance Report 

 
 
 
 
 
 
 

 
 
Household Charges Scheme 
2020-21 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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The information South West Water publishes and its assurance processes 
continued

We have a mature integrated risk management framework 
which is fully embedded into our governance structures and 
embodies our values of being ‘trusted’ and ‘responsible’ in the 
way we carry out our business.

Our risk management approach incorporates both top-down 
and then bottom-up processes, ensuring a common 
understanding of the risks and opportunities that the Company 
is exposed to and how they may impact upon the achievement 
of our strategic priorities.

This integrated assurance approach ensures an appropriate 
level of assurance is applied and identified using a risk-based 
approach dependent on the assessed risk and complexity of 
assurance requirements.

In any significant area or project where assurance is required 
over submitted data, information certificates will be prepared by 
those responsible to confirm that the submission is robust and 
all material issues have been addressed. 

Independent internal review is used to ensure that processes 
are robust and adhered to. External review and audit 
processes are used whenever significant data is provided 
to an external audience. All our published information is 
subject to independent assurance to the level we determine is 
appropriate, in order to provide confidence to our customers 
and stakeholders that our information is accurate, reliable and 
complete, no matter how complex it is.

We have established feedback processes to ensure that issues 
or queries raised during the internal and external assurance 
processes are followed up so that any changes or remedial work 
is completed as appropriate. This ensures that our reported 
service performance data is robust, transparent and legitimate.

We have well established formal management systems and 
processes for all activities within our regulated business. 
These systems are independently certified to the International 
Standards Organisations’ ISO 9001 (Quality Management 
Systems), ISO 14001 (Environmental Management Systems), 
ISO 50001 (Energy Management Systems) and ISO 27001 
(Information Security Management Systems) standards.

These ensure the efficiency, quality and safety of all we do. 
A programme of internal audit takes place, together with 
external audit, as part of continued certification and annual 
assurance. The Company uses the services of an independent 
external team to audit non-financial data and report on 
their findings.

South West Water’s Board recognises the importance of 
meeting the Company’s statutory, licence and regulatory 
obligations and believes that the Company is aware of and 
adequately understands these obligations and has met them 
in all material respects as a diligent company.

Our Assurance Plan will further detail key assurance activities 
that the Board will oversee and our annual reporting will 
lay down further detail on the outcome of these assurance 
activities and the Board’s conclusions.

The integrated assurance approach includes:

External scrutiny

Group independent internal audit

Financial audit 

Technical audit 

Quality regulators  
(including ISO external reviews) 

Business management systems 
external audits 

Other external assurance providers

3rd line of defence

Management

Performance reviews

Local quality control

‘Sense checking’ annual certification 
and ‘sign off’ of submitted data

1st line of defence

2nd line of defence

Policy setting and 
compliance checking

Business management systems

Internal audits

Policies and culture  
(e.g. whistle blowing) 

QA and ISO internal reviews 

Risk & compliance internal reviews

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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Identification of South West Water’s risks, strengths and weaknesses

Although Ofwat will no longer be assessing us through the 
Company Monitoring Framework (see page 03 for further 
information), we have used their final assessment from 
January 2019 as well as our own assessment with internal 
and external stakeholders to identify our risks, strengths and 
weaknesses in providing information that our customers and 
stakeholders want and can trust, enabling us to target areas for 
improvement. This statement combines the risks, strengths and 
weaknesses of Bournemouth Water and South West Water into 
a single document.

This exercise is an additional assessment to the identification 
of operating risks which are inherent in our business activities, 
and the associated mitigation measures which we discuss in 
our Annual Report and Financial Statements. It forms part of 
an ongoing process of continual improvement concerning 
information we provide, which is overseen by the Regulatory 
and Risk and Compliance teams.

Coronavirus pandemic – providing information to customers 

The emergence of the Coronavirus crisis in March 2020 
presented South West Water and the wider water industry 
with a variety of challenges, not least the logistical and 
technical challenge of maintaining essential services to 
customers while ensuring social distancing among frontline 
workers. However, it was also vital during this period that  
we provided customers with up to date information about  
our working practices and precautions we were, and still  
are, taking.

We set up a dedicated Coronavirus updates page on our 
website, which could be accessed from the top of the main 
page. This provided customers and stakeholders with the latest 
updates and FAQs regarding our provision of services. We also 
used social media heavily to communicate with our customers 
on a daily basis, directing them to useful resources.

One of our biggest concerns has been to help our vulnerable 
customers during this period, whether they were self-isolating 
or needed support with paying their bill. To support customers 
facing difficult financial circumstances we took steps to ensure 
they would be provided with support in the most appropriate 
way. This included automatically extending social tariffs and 
payment plans and proactively identifying those customers 
most in need.

Following the announcement of ‘stay at home’ guidance on 23 
March, we introduced a dedicated Priority Services register for 
those self-isolating. We also immediately implemented a range 
of additional measures and processes to prevent any risk of 
contracting or spreading the virus while carrying out essential 
work in the community.

We have been able to adapt quickly to the changing situation, 
ensuring that customers have been kept up to date and have 
been able to access the resources they need.

Business as 
usual process

INFORMATION  
AND FEEDBACK  

ANALYSED
INFORMATION, 

FEEDBACK  
AND SPECIFIC  

RESEARCH  
COLLATED

RISKS  
STRENGTHS  

AND  
WEAKNESSES

DRAFT 
ASSURANCE 

PLAN

ASSURED 
ANNUAL 

AND OTHER 
REPORTING

ASSURANCE 
PLAN 

FINALISED

FURTHER  
CUSTOMER  
AND OTHER  

STAKEHOLDER  
FEEDBACK

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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Information sources

A consistent methodology is applied to the identification, evaluation and management 
of our principal risks which considers both the likelihood of the risk occurring and the 
potential impact from a customer and other stakeholder, financial, management effort 
and reputational perspective. 

Customer and  
stakeholder  

online survey

WaterShare+  
Advisory Panel  

meeting
Board  

meetings

Customer  
engagement via 

focus group

Annual report  
action plan

Corporate risk  
assessment

There are many sources of information on which to base the 
assessment of our risks, strengths and weaknesses and we 
have used all of these to inform our statement. Information 
and feedback comes from both internal and external sources 
throughout the year, and we proactively seek customer 
feedback. Improvement is a continuous process at South 
West Water and feedback received from all sources is used to 
strengthen our processes and information provision.

The key sources of information are detailed below:

Corporate risk assessment
We seek to reduce and mitigate our risk exposure, in line with 
our desired risk appetite and tolerance levels, through the 
operation of a robust internal control environment which is 
aligned to the “three lines of defence” model. 

The Board, via the Audit Committee, obtains comfort over 
the effectiveness of the internal control environment through 
the reporting of outcomes from a variety of internal and 
external assurance providers, including an independent internal 
audit function. 

The UK Corporate Governance Code requires companies to 
determine their risk appetite with respect to the level of risk it 
is considered appropriate to accept in achieving its strategic 
objectives. Striking an appropriate balance between risk 
and reward is key to the success of the Company’s strategy. 
The Board has established their risk appetite for each of 
the principal risks which allow the business to pursue value 
enhancing opportunities, whilst maintaining an overall level of 
risk exposure which the Board considers to be appropriate.

Horizon scanning is undertaken to assess the future 
environment and potential impact on the business and risks 
are captured in risk registers which are regularly reviewed 
and challenged. Principal risks and ‘deep dives’ into specific 
areas are considered at the Company’s quarterly Risk and 
Assurance Forums. 

On an annual basis we report our principal risks within our 
Annual Report and Financial Statements (available online at 
southwestwater.co.uk/report2020). This report describes 
the principal risks along with how they are being managed or 
mitigated in line with the Board’s risk appetite. Bournemouth 
Water has been incorporated into this risk assessment process.

Consistent with previous years, in 2019/20 we have identified 
principal risks in the following categories:

• Law, regulation and finance
• Market and economic conditions
• Operating performance
• Business systems and capital investment delivery.

Specific risk assessment processes consider the risks 
concerning the information we provide to our stakeholders 
whether as part of annual reporting or at other times. These 
risk assessments ensure that appropriate levels of assurance 
are obtained in respect of this information.

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
http://www.southwestwater.co.uk/report2020
http://www.southwestwater.co.uk/report2020
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Information sources continued

Annual reporting
We report annually on our performance information 
through our Annual Performance Report, and from 2017 
we have published a summary Annual Performance Report 
(available online at southwestwater.co.uk/report2020) so 
that our customers can understand how we are performing, 
and Ofwat can have confidence that we are delivering on our 
regulatory commitments to customers. This is a key activity 
which demonstrates our transparency.

Performance reporting is a continual process of improvement 
as we use the data to make management decisions on a daily 
basis, as well as for informing monthly reports to the Board. 
Our technical auditors, Jacobs, were requested to audit and 
assure the reported performance commitment and Outcome 
Delivery Incentive (ODI) metrics which are derived from internal 
company data. Highlights from their audit opinion in 2020 
included:

• Levels of compliance with SWW’s internal requirements and 
definitions of performance commitments and ODIs in the 
2014 Final Determination have remained high in all functions

• Progress with the ODIs is reported monthly through the 
Directors’ Report which is reviewed by the Executive 
Management Board and ODI Board which demonstrates 
thorough governance

• Number of items of good practice including governance and 
level of checking of data

• As the majority of targets that have been missed are 
reputational, these need to be articulated carefully in SWW’s 
Annual Performance Report publication.

We are always looking to improve our annual reporting process 
and will take into account Jacobs’ minor comments and 
process improvements for the next reporting process in 2021.

Customers and stakeholders
We have a wide variety of regular communication channels with 
our customers and stakeholders:

• Monthly customer tracking surveys in both South West 
Water and Bournemouth Water areas

• Daily communication through South West Water’s local 
contact centre and social media, analysed for trends and 
hot topics

• Ongoing targeted customer research, for example in 
service improvement through co-creation workshops and 
post-event customer surveys following events such as 
supply interruptions, and affordability surveys to measure the 
effectiveness of our water poverty initiatives

• Community events to reach out to customers with 
affordability issues or in vulnerable circumstances led 
directly to the development of our WaterCare app to provide 
additional support to customers who need help accessing 
our affordability schemes and priority services register

• Regular meetings with regulators: Ofwat, Drinking Water 
Inspectorate and Environment Agency; as well as CCW, 
the statutory customer representative group

• Regular meetings with the Company’s independent customer 
challenge group – previously the WaterFuture Customer 
Panel (covering both South West Water and Bournemouth 
Water), WaterShare Panel for South West Water and 
Customer View Group for Bournemouth Water – now the 
WaterShare+ Advisory Panel. All meeting minutes are 
publicly available on our website

• Investor engagement through interim and preliminary results 
announcements and shareholder meetings available on our 
website.

We use the feedback received from customers and stakeholders  
to improve the information provided.

Key stakeholders

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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Engagement and findings

We believe that understanding the opinions and requirements of our stakeholders 
and customers is vital to ensure that information provided is relevant, understandable 
and easy to access. We continually engage with them to ensure that we are providing 
information in the best way.

Long-Term Tracking Survey
We have been tracking customers’ perceptions and satisfaction 
with various areas of our operation for several years, using 
our Long-Term Tracking Survey. We enhanced this survey to 
include questions to help us identify areas of improvement for 
the CMF, asking customers how they receive information and 
if the information they receive is about right, and how satisfied 
they are that the range of communication methods available 
to contact the Company meets their needs and are easy to 
access. We also track whether customers understand our 
objectives and whether they think we are delivering against 
them. With the merger of Bournemouth Water, the same survey 
was introduced into the Bournemouth area.

The latest results from this survey show us that most 
customers feel that the amount of information they receive 
is about right, however there may be scope to increase 
communication with only 3% feeling it is currently too 
much. Over three quarters of customers are happy with the 
communication channels on offer.

Focus groups
We have always found focus groups to be a useful tool in 
engaging with our customers and even during the coronavirus 
pandemic continued to run them to understand how we can 
communicate better with our customers (see page 06 for 
further information on how we have supported our customers 
during the coronavirus pandemic). In the summer we undertook 
some qualitative engagement comprising three chat-based 
online focus groups with a cross section of South West 
Water customers, including different socio-economic groups. 
The purpose of this was to understand how households have 
been using water since the Covid-19 outbreak, whether it is 
appropriate for SWW to encourage water efficiency and how to 
communicate around this issue with customers.

“Looks good.  
Visual pictures 
always draw the 

attention.”
Focus group, aged 18-30

 

“I quite like this. It 
doesn’t set the target 

too high. 5 litres 
seems reasonable.”
Focus group, aged 55+

We found that there were a range of channels customers 
engaged with, such as social media, local advertising, emails, 
and information on their bills. Customers are also highly likely to 
consult the website when seeking information. 

We will continue to use this feedback to ensure that we are 
communicating with customers in the correct way.

Website and social media
Our customers’ needs and expectations in the digital space 
have changed a lot within recent years and it has become 
increasingly important for us to continue to work hard and 
improve our digital offering. Every day our customers, and 
stakeholders engage with us through our website – it’s a tool 
for them to access information, and complete tasks which meet 
their individual needs; applying for a water meter, signing up to 
our Priority Services, reporting a leak, and more.

Building on the success of the South West Water website 
project, we launched Bournemouth Water’s new website on the 
same platform this year. The website offering has significantly 
improved – Bournemouth’s website is now mobile friendly, 
has improved user journeys and ability to self-serve, updated 
content and design throughout, as well as enhanced website 
security (see page 16 for further information). 

Social media has also become an important tool for us to 
communicate with our customers, and we now have a presence 
on twitter, facebook and Instagram. This provides an alternative 
way for customers to contact us, as we can provide updates on 
disruptions, works in progress and any other queries.

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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4 5

Waterlevel issue 32

Our unique scheme, which shares our success with you and gives you a greater say in 
our business, has two main parts:

1. Sharing our success
One million South West Water and 
Bournemouth Water customers will each 
receive a £20 rebate from a pot of £20 million 
of cost savings achieved by South West Water 
in our last business plan, from 2015-2020. Our 
efficiency means you benefit.

Each eligible customer will receive a £20 rebate, 
and you will be able to choose how to receive it 
either as:

• A credit on your bill*, or

•  Shares in our parent company, Exeter-based 
Pennon Group Plc.

The shares choice will require an online 
application and will be held in a Nominee 
Service on behalf of the participating 
customers. The nominee service will be 
administered by Link Market Services Trustees 
Limited, part of Link Group and Regulated by 
the Financial Conduct Authority. Further details 
will be provided when we write to you.

The value of shares can go down as well as 
up and you may not get back the original 
investment.

Eligible customers will receive an email or  
letter with details about the rebate and how  
to register your choice during September.

This rebate does not apply to new customers in 
the Isles of Scilly because the cost saving was 
achieved in 2015-20, before the Isles of Scilly 
became part of South West Water’s service 
area. However, scheme benefits could apply in 
the future if we outperform our current 2020-25 
business plan. 

* Some customers who pay by direct debit will have the 
option to have £20 refunded to their bank account.

2. A greater say 
•  WaterShare+ panel meetings in public every 

three months

 - Independent Chair and panel

 - Hear about plans and progress

 - Ask the panel and SWW directors questions

•  Customer Annual General Meeting  
(from 2021)

Why are we doing this?  
We have done this because you, our customers, 
told us that you want more of a say in the 
business and that investors shouldn’t be the 
only ones who benefit when the business 
performs well. We pioneered WaterShare, 
an earlier success-sharing scheme, in 2014. 
WaterShare+ is a new, improved version.  

We believe it’s only right that, if we outperform 
our regulated business plan, you should share in 
any financial benefits. 

WaterShare+ reflects a new kind of water 
company, closer to the customers and 
communities we serve.

How we will do it
It’s not just about what we’re doing, but also 
how we’re doing it.

• We will operate in your best interests

•  We will ensure strong financial control, sound 
administration, good governance and take a 
responsible approach to corporation tax

•  We will maintain transparent and clear 
policies for dividends and executive pay 
which are grounded in the delivery of our 
commitments to you.

References to the customer share offer (the “Offer”) in Pennon 
Group Plc (“Pennon”) on this page are an advertisement 
and not a prospectus for the purposes of the EU Prospectus 
Regulation. The references to the Offer, which have been 
prepared by and are the sole responsibility of Pennon, 
have been approved solely for the purposes of section 21 
of the FSMA by Barclays Bank PLC (“Barclays”). Barclays, 
whose registered address is at 1 Churchill Place, London E14 
5HP, is authorised by the Prudential Regulation Authority 
and regulated by the Financial Conduct Authority and the 
Prudential Regulation Authority. Barclays is acting exclusively 
for Pennon and for no-one else in relation to or in connection 
with the Offer and will not be responsible to anyone other than 
Pennon for the protections offered to clients of Barclays and 
is not providing, and will not provide, advice in relation to the 
Offer or any related matter.

Customers should not elect to acquire Pennon shares in 
the Offer except on the basis of the information contained 
in the prospectus in its final form to be published by 
Pennon in due course. Copies of the prospectus will, 
following publication, be available on Pennon’s website.

This advertisement does not constitute an offer or 
recommendation concerning the Pennon shares. 

The Nominee Service is provided by Link Group which is 
a trading name of Link Market Services Trustees Limited 
which is authorised and regulated by the Financial Conduct 
Authority.  Registered office: The Registry, 34 Beckenham 
Road, Beckenham, Kent BR3 4TU. Registered in England and 
Wales No. 2729260.

For further information, including the legal and regulatory 
status of this company, visit  
www.linkassetservices.com/legal-and-regulatory-status

“The New Deal is about doing 
the right thing. It ensures that 
customers remain at the heart of 
our service and success, building 
trust through transparency.”

Susan Davy, South West Water  
and Bournemouth Water

Our Business Plan for 
2020-25 and what it 
means for you

A New Deal 
Over the next five years, customers 
can look forward to lower bills, further 
investment and more of a say in 
how South West Water is run under 
our innovative new business plan for 
2020-25. 

Our five-year ‘New Deal’ sees the 
average water and sewerage bill 
falling by 11% in real terms, with the 
average bill in 2025 being lower than 
it was in 2010. 

Shaped by our biggest ever 
consultation with customers, the plan 
was fast-tracked for approval by 
Ofwat, the water industry Regulator. If 
we outperform, our customers benefit. 

We also 
pledge to:

•  Address water poverty 
by making bills more 
affordable for all

•  Deliver environmental 
leadership

A key feature of our New Deal is 

•  A unique scheme which 
shares our success with you 
and gives you more of a say 
in our business

•  Extending our services  
to the Isles of Scilly

•  Extra steps to ensure our 
services are affordable and 
accessible for all

•  New smarter ways of 
working, using new 
technologies to deliver  
more for less

•  The biggest environmental 
improvement programme for 
15 years

•  Reducing the amount of 
water lost through leaks  
and bursts by at least 15%, 
having already cut leaks by 
50% and having always met 
our targets

•  Working together to 
reduce how much water we 
use in our homes – saving 
money in the short term 
and helping secure water 
supplies in the future

•  Expansion of flagship 
catchment management 
schemes to improve raw 
water quality and natural 
water storage, and provide 
protection from flooding  
and drought

•  Reducing the time water 
supplies are interrupted  
to your homes

•  Reducing the number of 
discolouration, taste and 
smell contacts

•  Investing in bathing water 
quality improvements

•  Reducing sewer flooding 
events that affect homes  
and businesses

Highlights include:

•   Provide outstanding  
customer service

•   Deliver our promises, 
supporting the regional 
economy and our communities

southwestwater.co.uk/watershareplus

Visit: southwestwater.co.uk/newdeal
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Our unique scheme, which shares our success with you and gives you a greater say in 
our business, has two main parts:

1. Sharing our success
One million South West Water and 
Bournemouth Water customers will each 
receive a £20 rebate from a pot of £20 million 
of cost savings achieved by South West Water 
in our last business plan, from 2015-2020. Our 
efficiency means you benefit.

Each eligible customer will receive a £20 rebate, 
and you will be able to choose how to receive it 
either as:

• A credit on your bill*, or

•  Shares in our parent company, Exeter-based 
Pennon Group Plc.

The shares choice will require an online 
application and will be held in a Nominee 
Service on behalf of the participating 
customers. The nominee service will be 
administered by Link Market Services Trustees 
Limited, part of Link Group and Regulated by 
the Financial Conduct Authority. Further details 
will be provided when we write to you.

The value of shares can go down as well as 
up and you may not get back the original 
investment.

Eligible customers will receive an email or  
letter with details about the rebate and how  
to register your choice during September.

This rebate does not apply to new customers in 
the Isles of Scilly because the cost saving was 
achieved in 2015-20, before the Isles of Scilly 
became part of South West Water’s service 
area. However, scheme benefits could apply in 
the future if we outperform our current 2020-25 
business plan. 

* Some customers who pay by direct debit will have the 
option to have £20 refunded to their bank account.

2. A greater say 
•  WaterShare+ panel meetings in public every 

three months

 - Independent Chair and panel

 - Hear about plans and progress

 - Ask the panel and SWW directors questions

•  Customer Annual General Meeting  
(from 2021)

Why are we doing this?  
We have done this because you, our customers, 
told us that you want more of a say in the 
business and that investors shouldn’t be the 
only ones who benefit when the business 
performs well. We pioneered WaterShare, 
an earlier success-sharing scheme, in 2014. 
WaterShare+ is a new, improved version.  

We believe it’s only right that, if we outperform 
our regulated business plan, you should share in 
any financial benefits. 

WaterShare+ reflects a new kind of water 
company, closer to the customers and 
communities we serve.

How we will do it
It’s not just about what we’re doing, but also 
how we’re doing it.

• We will operate in your best interests

•  We will ensure strong financial control, sound 
administration, good governance and take a 
responsible approach to corporation tax

•  We will maintain transparent and clear 
policies for dividends and executive pay 
which are grounded in the delivery of our 
commitments to you.

References to the customer share offer (the “Offer”) in Pennon 
Group Plc (“Pennon”) on this page are an advertisement 
and not a prospectus for the purposes of the EU Prospectus 
Regulation. The references to the Offer, which have been 
prepared by and are the sole responsibility of Pennon, 
have been approved solely for the purposes of section 21 
of the FSMA by Barclays Bank PLC (“Barclays”). Barclays, 
whose registered address is at 1 Churchill Place, London E14 
5HP, is authorised by the Prudential Regulation Authority 
and regulated by the Financial Conduct Authority and the 
Prudential Regulation Authority. Barclays is acting exclusively 
for Pennon and for no-one else in relation to or in connection 
with the Offer and will not be responsible to anyone other than 
Pennon for the protections offered to clients of Barclays and 
is not providing, and will not provide, advice in relation to the 
Offer or any related matter.

Customers should not elect to acquire Pennon shares in 
the Offer except on the basis of the information contained 
in the prospectus in its final form to be published by 
Pennon in due course. Copies of the prospectus will, 
following publication, be available on Pennon’s website.

This advertisement does not constitute an offer or 
recommendation concerning the Pennon shares. 

The Nominee Service is provided by Link Group which is 
a trading name of Link Market Services Trustees Limited 
which is authorised and regulated by the Financial Conduct 
Authority.  Registered office: The Registry, 34 Beckenham 
Road, Beckenham, Kent BR3 4TU. Registered in England and 
Wales No. 2729260.

For further information, including the legal and regulatory 
status of this company, visit  
www.linkassetservices.com/legal-and-regulatory-status

“The New Deal is about doing 
the right thing. It ensures that 
customers remain at the heart of 
our service and success, building 
trust through transparency.”

Susan Davy, South West Water  
and Bournemouth Water

Our Business Plan for 
2020-25 and what it 
means for you

A New Deal 
Over the next five years, customers 
can look forward to lower bills, further 
investment and more of a say in 
how South West Water is run under 
our innovative new business plan for 
2020-25. 

Our five-year ‘New Deal’ sees the 
average water and sewerage bill 
falling by 11% in real terms, with the 
average bill in 2025 being lower than 
it was in 2010. 

Shaped by our biggest ever 
consultation with customers, the plan 
was fast-tracked for approval by 
Ofwat, the water industry Regulator. If 
we outperform, our customers benefit. 

We also 
pledge to:

•  Address water poverty 
by making bills more 
affordable for all

•  Deliver environmental 
leadership

A key feature of our New Deal is 

•  A unique scheme which 
shares our success with you 
and gives you more of a say 
in our business

•  Extending our services  
to the Isles of Scilly

•  Extra steps to ensure our 
services are affordable and 
accessible for all

•  New smarter ways of 
working, using new 
technologies to deliver  
more for less

•  The biggest environmental 
improvement programme for 
15 years

•  Reducing the amount of 
water lost through leaks  
and bursts by at least 15%, 
having already cut leaks by 
50% and having always met 
our targets

•  Working together to 
reduce how much water we 
use in our homes – saving 
money in the short term 
and helping secure water 
supplies in the future

•  Expansion of flagship 
catchment management 
schemes to improve raw 
water quality and natural 
water storage, and provide 
protection from flooding  
and drought

•  Reducing the time water 
supplies are interrupted  
to your homes

•  Reducing the number of 
discolouration, taste and 
smell contacts

•  Investing in bathing water 
quality improvements

•  Reducing sewer flooding 
events that affect homes  
and businesses

Highlights include:

•   Provide outstanding  
customer service

•   Deliver our promises, 
supporting the regional 
economy and our communities

southwestwater.co.uk/watershareplus

Visit: southwestwater.co.uk/newdeal

Engagement and findings continued

Performance reporting
As many of our documents can be quite technical we have 
previously engaged with customers to see if there were better 
ways of presenting this to them. Since its first publication 
in January 2017, we have continued to publish a shorter, 
customer friendly version of our Annual Performance Report, 
based on what customers have told us they want to see. 
This includes a summary of where we have performed well in 
the reporting year, areas where we need to improve and how 
our performance compares to other water companies.  
Our 2019 document also had a section ‘looking forward’ to the 
new regulatory reporting period, so that customers are aware 
of what performance commitments we will be reporting on. 

We have also continued to update our online video, that from 
source to sea explains what our performance commitments 
are, what they measure, current performance and if we are 
hitting our targets. We have found that customers respond 
well to animated videos as they find this format incredibly 
clear, informative and easy to watch as well as being different 
to what they have seen before. To build on this, we have 
created a video explaining our Priority Services Register and 
affordability measures to customers, which has been shared 
on our social media.

For further information 
on our performance 
reporting please see 
page 12.

WaterShare+
We have built on our innovative performance sharing and 
reporting framework WaterShare, and from 2020 onwards it has 
become WaterShare+. This is a key part of our 2020-25 ‘New 
Deal’ Business plan which allows customers to share in our 
success as well as giving them a greater say in our business; it 
has two main parts:

• Sharing our success – if we outperform our business plan 
there are financial benefits which we share with customers. 
If we underperform, our customers are protected. Thanks 
to our performance between 2015 and 2020 we were able 
to share approximately £20 million with customers under 
WaterShare+, meaning that each eligible customer received 
£20 from us. If we continue to outperform our current 
business plan to 2025, we will continue to share benefits with 
our customers under WaterShare+.

• A greater say – an independent WaterShare+ Advisory 
Panel has been established to protect the interests of our 
customers. The Panel provides an independent review of our 
business plan commitments and Board Pledges. The Panel 
meetings will be held quarterly, where possible in public 
across our area of operation, and customers will have the 
chance to attend and to interact with the Panel. From 2021, 
we will also introduce a Customer Annual General Meeting.

Holding these meetings in public where the Panel will review 
and challenge our performance and the WaterShare+ scorecard 
will provider greater transparency to customers around our 
performance as well as give them the opportunity to put 
questions to us at the customer AGM and panel meetings. 

To find out more please see page 15.

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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Engagement and findings continued

Engagement of customers for this statement
Every year, when preparing this statement, we think it is 
important to engage with our customers specifically on 
whether the information we provide is precise enough for 
their needs, and find out what they like and dislike about the 
documents we publish and the channels of communication 
we use.

The feedback we receive through this process is not 
considered in isolation but as part of our continuous 
programme of engagement with customers and stakeholders – 
results are triangulated against other research undertaken and 
through feedback received from customers and stakeholders in 
the course of our business as usual activities. Seeking feedback 
from a range of sources, for example from our Long-Term 
Tracking Survey or regular liaison meetings with CCW, we are 
able to gain insight into the best ways to communicate with 
customers and stakeholders and to provide information they 
want in formats that suit their needs.

As in previous years, we have issued an online survey to 
stakeholder groups including regulators, local authority 
representatives and academic institutions as well as a broad 
selection of customers, to gain feedback on specific documents 
and the strengths and weaknesses they believe they have.

The survey was designed to gain feedback on the following 
areas:

• the awareness level of several company publications, 
including charges schemes, Annual Performance Report and 
Codes of Practice

• if there is anything they particularly like or dislike about these 
documents

• the importance each stakeholder places on the information 
the Company publishes

• how they use the information that the Company publishes
• current concerns about the information reported
• awareness of our WaterShare+ scheme
• accessibility of the website when searching for information
• if the Board purpose reflects our role as a provider of an 

essential public service
• if stakeholders would value information presented in a 

different way, would like further information, or feel that any 
of the information is not required.

Responses were received from over 100 customers and 
stakeholders which we have used, as well as the feedback 
received from c. 1,200 customers via our Long-Term Tracking 
Survey, to help us identify any additional risks, strengths and 
weaknesses to be included in this statement. Overall, responses 
were positive about the documents we publish.

Results – customer and stakeholder feedback
Feedback is summarised as follows:

Strengths
• the majority of respondents thought that the information 

published was precise enough for their needs and wouldn’t 
value it presented in a different way

• when accessing our information, respondents felt that our 
website was easy to navigate

• the majority of respondents also continue to feel that the 
information published is about right

• the majority of respondents believe that the Board’s purpose 
reflects the Company’s role as a provider of an essential 
public service

• they generally believe that information is full, accurate and 
provided when requested.

Risks and weaknesses
• awareness of some documents we publish is still low 

amongst customers although for many accessing information 
is ‘need’ driven so many will not look for or pay attention to 
information if they do not require it

• some respondents felt that the language used was slightly 
complex and ‘plain English’ would be better.

“South West Water 
delivers clear, easy to 

understand information 
to its customers.”

Online survey respondent

 

“Tells you everything 
you need to know.”

Online survey respondent

“Plain English would 
be better.”

Online survey respondent

 

“I would like very 
brief information as 
I don’t have time to 
read through a lot.”
Online survey respondent

“It is not enough just to 
publish something on 

your website and expect 
everyone to look at it.”

Online survey respondent

 

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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Previous actions

In our 2019 Risks, Strengths and Weaknesses Statement we identified risks and 
weaknesses to focus on in the upcoming year, with specific actions to undertake. 
In the following pages we provide an update on how we have addressed these actions 
and whether this has impacted on their categorisation for 2020.

Reporting of ODI performance to customers
2019 Action: Continue to ensure that our explanation of 
performance to customers is clear, particularly where we 
believe exceptions apply

In Ofwat’s last Company Monitoring Framework assessment 
in 2018 they had serious concerns regarding our outcomes 
reporting, believing we were not transparent with stakeholders 
about excluding the impact of severe weather on our ‘duration 
of supply interruptions’ performance commitment. We always 
endeavour to be transparent with our customers and 
stakeholders, therefore were disappointed by this assessment. 
We restated our performance in our Annual Performance 
Report and have continued to provide transparency to 
customers around performance reporting. We continue to 
have three stages of reporting ODI information to customers 
in our annual reporting to ensure that it is as understandable 
as possible for them, developed directly from their feedback:

• Annual Performance Report
• Customer summary of the Annual Performance Report
• Performance commitments video.

Annual Performance Report
We continue to publish our Annual Performance Report every 
year, which provides details to customers on our current 
performance for each of our ODIs, explaining reasons for 
improving or decreasing performance. As 2019/20 was the 
last year of the five-year regulatory period, customers were 
also able to see how we have performed over the past five 
years. The double page at the beginning of the document 
highlights how we have delivered against our targets, with 
each ODI categorised into one of eight outcomes (six for BW). 
The document then progresses to report on each outcome, 
detailing performance for each ODI within that category, for 
the past five years. To find out more about our annual reporting 
please visit southwestwater.co.uk/report2020. 
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 Domestic customers paying a 
metered bill

 Customers assisted by water  
poverty initiatives

 Supplies interrupted (>24 hrs) due  
to flooding on our sites

 Operational contacts resolved first 
time (water)

 Operational contacts resolved first 
time (wastewater)

 Customer overall satisfaction

—   Service incentive mechanism (SIM)1

 Customer satisfaction with value  
for money

 Number of restrictions placed 
on customers

 Leakage

 Time taken to fix significant leaks

 Security of Supply Index (SoSI)

3 of 4
2019/20 TARGETS MET

 Internal sewer flooding

 External sewer flooding

 Asset reliability – process

 Asset reliability – pipes

 Compliance with sludge standards

 Odour contacts

4 of �
2019/20 TARGETS MET

2 of 5
2019/20 TARGETS MET

 EA water stress status

 Drinking water pollution incidents 
category 1 & 2

 Wastewater treatment works 
descriptive compliance

 Wastewater pollution incidents 
category 1 & 2

 Drinking water pollution incidents 
category 3 & 4

 Wastewater pollution incidents 
category 3 & 4

 Sustainable abstractions  
(EA/WFD classification)

 Catchment management (acres)

 Catchment management (farms)

 Operational carbon emissions (water)

 Energy from renewable sources 
(water)

 Wastewater treatment numeric 
compliance

 Wastewater population equivalent 
sanitary compliance

 Operational carbon emissions (waste)

 Energy from renewable sources 
(waste)

10 of 15
2019/20 TARGETS MET

 Non-compliant bathing waters

 River water quality improved

2 of 2
2019/20 TARGETS MET

 Taste, smell and colour contacts

 Asset reliability – processes

 Asset reliability – pipes

 Compliance with water quality 
standard 

 Interruptions to supply

� of �
2019/20 TARGETS MET

1 of 1
2019/20 TARGET MET

PERFORMANCE SUMMARY

Delivering against

TARGETS

1 of 2
2019/20 TARGETS MET

1 SIM proxy, data not comparable.

11South West Water Limited Annual Performance Report and Regulatory Reporting 2020

Operational performance Regulatory reportingOverview

 Contribute to our community

 Metering

 Fair customer bills

 Repairing visible leaks

—  Service incentive mechanism (SIM)1

 Customer relationship management 
system

 Supporting a natural environment

 Energy used in water delivery

 Compliance with water quality 
standard

 Customer contacts: taste and 
appearance

1 of 2
2019/20 TARGETS MET

South West Water has a 
range of targets across both 
of its operational areas.
This includes targets with annual performance 
commitments and those with 2020 
performance commitments.

Of the annual targets, South West Water 
delivered 28 out of 40 targets and Bournemouth 
Water delivered 9 out of 15 targets for 2019/20. 

Of the targets not met, 10 were within financial 
deadbands/tolerances, such that financial 
penalties were not incurred. Across both areas, 
a total of 37 of 55 annual targets were met or 
within this financial deadband.

Our performance detailed in this document 
summarises performances against all of our 
targets. The section includes commentary 
on additional South West Water Key 
Performance Indicators (KPIs).

  See pages 12 to 47 to read about our performance. 

Where performance currently falls short 
of target, measures are described to bring 
performance back to the committed 
performance levels.

Key
Result

 Met

 Not met – no financial penalty

 Not met – financial penalty

—  N/A

 Average length of supply interruptions

 Serviceability

 Leakage

 Large scale interruptions

 Per capita consumption

4 of 5
2019/20 TARGETS MET

1 of 3
2019/20 TARGETS MET

1 of 2
2019/20 TARGETS MET

0 of 1
2019/20 TARGET MET

2 of 2
2019/20 TARGETS MET

Overview
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In 2019/20 we also piloted an enhanced  
Fats, Oils and Greases campaign in which  
we worked with commercial premises  
in blockage hotspot areas to reduce the 
amount of fat being put down sinks. 

Furthermore, our focus on proactive 
investigation, cleaning and repair of sewers 
is also helping to reduce the risk of flooding. 

External sewer flooding
Over 2015-20 the number of external sewer 
floodings declined by 9%.

This improving trend continued in 2019/20 
and we have outperformed our end-of-
period target. 

We continue to see the benefit from our 
aforementioned ‘Love Your Loo’ programme 
aimed at changing customer behaviour and 
reducing blockages in our network. 

Our ongoing improvement in sewer flooding 
performance provides a strong platform 
to meet the challenging targets we have 
set ourselves for further reducing external 
flooding over the next five years.

160

Internal sewer flooding 
Internal sewer flooding can be caused by 
a number of factors including blockages 
in our network or when the network 
becomes overwhelmed by a combination 
of sewage and rainfall during wet weather. 

Over 2015-20 the number of internal sewer 
flooding events decreased by 12%. However, 
after a record low number of internal sewer  
floodings in 2018/19, the extremely wet 
weather in 2019/20 contributed to an 
increase which unfortunately took us above  
our end-of-period target. These events are 
being investigated and we will be making  
targeted investment to alleviate the 
capacity issues. 

Reducing the number of internal sewer 
flooding incidents caused by blockages 
in our network continues to be addressed 
through a range of measures including 
sewer cleansing, enhanced monitoring 
and our award winning ‘Love Your Loo’ 
programme aimed at changing customer 
behaviour. 

OUR ENVIRONMENT

Reliable 

WASTEWATER
SERVICES 

Odour contacts 
In 2019/20 the number of odour contacts 
received was 242 – a marked reduction  
on the previous year which means we have 
outperformed our target of a maximum 300.

We are strenuous in our efforts to minimise 
the inconvenience that unpleasant odour 
causes to people, and welcome feedback  
as this helps us target our efforts. 

Where appropriate, we establish liaison 
groups to work with the local community 
to identify the source of smells and change 
operational practices or deliver investments 
that reduce any impacts.

This is supported by a rolling programme 
of odour control media replacement and 
adherence to the site-specific Odour 
Management Plans.

2019/20 target (135)
£+/-

INTERNAL SEWER FLOODING 
(Nr)

2018/19

2019/20

2017/18

2016/17

2015/16

2014/15

141

93

165

189

182

2019/20 target (3,200)
£+/-

EXTERNAL SEWER FLOODING 
(Nr)

2018/19

2019/20

2017/18

2016/17

2015/16

2014/15

2,897

2,924

2,938

3.504

3,702

3,179

2019/20 target (300)
£+/-

ODOUR CONTACTS 
(Nr)

2018/19

2019/20

2017/18

2016/17

2015/16

2014/15

242

242

335

278

230

333

Removing and disposing of wastewater safely and efficiently.

Operational performance Regulatory reportingOverview
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StableStable StableStable

Sewer blockages  
and collapses 
The number of sewer blockages and 
collapses has reduced by almost a quarter 
between 2015 and 2020. 

Our internal target to ensure the number  
of sewer blockages and collapses is below 
9,200 by 2021 is on track, with a further 
reduction again in 2019/20. 

Sewer blockages are a lead indicator for 
flooding and pollution from our network. 

The reducing trend demonstrates that our 
programmes of work to reduce blockages in 
the network through investigating, cleaning 
and repairing sewers and our ‘Love Your 
Loo’ campaign will continue to help reduce 
the more significant impacts of pollution 
and flooding on our customers and the 
environment. 

Compliance with  
sludge standards 
South West Water recycles treated sludge, 
known as biosolids, for use as an organic 
fertiliser on agricultural land.

Biosolids are produced through conventional 
anaerobic digestion processes, lime treatment 
systems and composting.

Biosolids recycling is a regulated and closely 
monitored practice. South West Water 
continually improves its quality assurance 
processes to ensure guidance and regulations 
are fully met.

Our performance for 2019/20 was 99.55% 
due to a small number of issues associated 
with our previous recycling contractors.  
Our biosolids compliance has been reviewed 
with reference to the Biosolids Assurance 
Scheme and the recently re-tendered 
contract for biosolids recycling. We anticipate 
returning to 100% compliance in future years.

Asset reliability 
Wastewater asset reliability defines  
whether the Company’s assets can continue 
to deliver a reliable level of service now and 
into the future. 

It is determined by nine performance 
sub-measures for wastewater treatment 
(processes) and wastewater network (pipes). 
The sub-measures are shown in Table 3B.

  See page 160.

 
All three wastewater treatment measures 
within asset reliability continue to show 
improvement, with the two compliance 
measures both showing performance 
better than the minimum control threshold. 
Wastewater compliance has increased 
and unplanned maintenance has reduced 
throughout the 2015-20 period. Performance 
for wastewater treatment is therefore 
classified as ‘stable’.

Performance for wastewater network 
(infrastructure) is based upon six measures. 

Sewer collapses / bursts and flooding (other  
causes) have remained consistent to previous  
years and remain within control limits. 

Sewer blockage incidents have continued  
to reduce. This can be attributed to a 
reduction in sewer misuse as a result of 
South West Water’s ‘Love Your Loo’ and 
‘Think Sink’ campaigns. 

Pollution incidents remain an area of focus 
where further reductions are being targeted. 

Overall, the wastewater infrastructure asset 
reliability measures have remained within 
control limits throughout the 2015-20 
regulatory period and therefore performance 
is classified as ‘stable’ overall.

2019/20 target (9,200)
KPI

SEWER BLOCKAGES AND COLLAPSES 
(Nr)

2018/19

2019/20

2017/18

2016/17

2015/16

2014/15

6,902

8,326

8,058

8,777

8,914

8,693

2019/20 target (100.00)
Rep

COMPLIANCE WITH SLUDGE STANDARDS 
(%)

2018/19

2019/20

2017/18

2016/17

2015/16

2014/15

99.55

100.00

98.70

100.00

99.94

100.0

Rep
2019/20 target (Stable)

2015/16 2016/17 2017/18 2018/19
Stable

2019/20

Stable StableStable Stable

Rep
2019/20 target (Stable)

Pipes

2015/16 2016/17 2017/18 2018/19
Stable

2019/20

ASSET RELIABILITY 
Processes

Customer summary of the Annual  
Performance Report
Following feedback from customers, we introduced summaries 
of the Annual Performance Report that customers could read 
to gain an overview of where we have performed well, areas 
where we need to improve and how our performance compares 
to other water companies there are separate documents 
for SWW and BW. This year we also included a ‘Looking 
Forward’ section where we introduced our 44 performance 
commitments for the 2020-25 period. These documents are 
written in simple, customer friendly language which are easier 
to understand than the full Annual Performance Report. We 
continue to track customers perceptions of this document and 
feedback remains positive.

2020
Summary Performance Report 

2020
Summary Performance Report 

Performance commitments video
Our performance commitments video explains the journey 
your water takes and how we are meeting our commitments. 
There are pop ups for each of our performance commitments 
detailing whether we have met our target for the reporting year. 
In previous focus groups, customers have commented that they 
found video formats engaging.

 

As we have now entered the 2020-25 regulatory period, we 
have a new set of ODIs to report on to our stakeholders and 
customers. We will be reviewing our current reporting methods 
to ensure that we are providing information to them accurately 
and transparently.

2019/20 2020/21

Status Risk Strength

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
http://southwestwater.co.uk/report2020  


southwestwater.co.uk | bournemouthwater.co.uk

13

South West Water Risks, Strengths and Weaknesses Statement 2020

Previous actions continued

Customer understanding of performance 
reported against consistency measure 
methodologies
2019 Action: Ensure communication around performance 
reported against the new consistency measures is clear in 
terms of no change to service

In September 2018 we published our Business Plan for 
the 2020-25 period, which contained new performance 
commitments and outcome delivery incentives which replace 
our current metrics for the 2015-2020 period. Although many 
of the commitments contain metrics that were included within 
our existing framework, there were several new metrics and 
measures that we will be required to deliver and report our 
progress against.

Ofwat requires companies in the 2020-25 period to report 12 
measures in a consistent way across the industry – known 
as consistency measures. Whilst these measures may report 
performance against some of our existing measures, such as 
leakage, the methodologies used differ which may result in 
different reported performance depending on the methodology 
used. This does not mean that there has been any change to 
our service.

In our 2019 Annual Performance Report (APR) we wanted 
to ensure that our customers were aware of these measures 
and that different methodologies may impact reported 
performance before we report on them for the first time in 
2021. As well as reporting on our 2015-2020 measures, we 
also provided our performance in line with the consistency 
measure methodologies.

In our 2020 report we continued to report our performance in 
line with these consistency measure methodologies so that by 
the time we are reporting the 2020-25 metrics in our 2021 APR, 
customers are comfortable that they are clear in terms of no 
change to service.

This year we also went further to ensure our customers were 
comfortable with these measures, by including a section in 
our customer summary performance report on consistency 
measures. This is a shorter document that accompanies our 
APR, and is specifically for customers. In the ‘Looking forward’ 
section where we discussed our upcoming performance 
commitments for the 2020-25 period, we added the following 
statement:

Some of the performance commitments have been carried over 
from the previous years, however they are reported in slightly 
different ways for this period. This does not mean that there 
has been a change in the service levels. 

OUTCOME PERFORMANCE COMMITMENT COMMON OR BESPOKE

Clean, safe and reliable 
supply of water

Water quality compliance (CRI) Common

Water supply interruptions Common

Mains repairs Common

Unplanned outage Common

Taste, smell and colour contacts Bespoke

Efficient delivery of the new Knapp Mill WTW Bespoke

Efficient delivery of the new Alderney WTW Bespoke

Available and Sufficient 
Resources

Water restrictions placed on customers Bespoke

Leakage Common

Per capita consumption Common

Reliable Wastewater  
Service

Internal sewer flooding incidents Common

External sewer flooding incidents Bespoke

Sewer collapses Common

Sewer blockages Bespoke

Odour contacts – wastewater treatment works Bespoke

Descriptive compliance Bespoke

Treatment works compliance Common

Total wastewater treatment works (WWTW) compliance Bespoke

Compliance with sludge standard Bespoke

Resilience

Risk of severe restrictions in a drought Common

Risk of sewer flooding in a storm Common

Resilience in the round – wastewater Bespoke

Resilience in the round – water Bespoke

Resilient water and wastewater services on the Isles of Scilly Bespoke

The progress we have made during the 2015-20 period means we are well-placed to build on our areas of ongoing success 
while addressing those areas in which further improvement is required. As we continue to evolve, the implementation of new 
technologies and sustainable ways of working will continue to provide a direct benefit to those customers we serve and the 
environments within which we operate. 

For the 2020-25 period we have 44 new performance commitments which cover our whole service area (South West Water 
and Bournemouth Water). Out of these 44, 15 are ‘common performance commitments.’ This means that all water and 
sewerage companies will report on these measures, enabling Ofwat, the economic regulator, and other regulators to compare 
companies’ performance. The rest of our performance commitments are ‘bespoke performance commitments’ meaning they 
are individual to our company. 

Some of the performance commitments have been carried over from the previous years, however they are reported in 
slightly different ways for this period. This does not mean that there has been a change in the service levels. Please see  
the table below to find out what our performance commitments are for the 2020-25 period.
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LOOKING FORWARD…

OUTCOME PERFORMANCE COMMITMENT COMMON OR BESPOKE

Responsiveness  
to Customers

C-MeX – Customer measure of experience Common

Operational contacts resolved first time – water Bespoke

Operational contacts resolved first time – wastewater Bespoke

D-MeX – Developer measure of experience Common

Customer satisfaction with value for money Bespoke

Priority services for customers in vulnerable circumstances

• PSR Reach
• Attempted contacts
• Actual contacts

Common

British Standard for inclusive service provision Bespoke

Overall satisfaction of services received on the PSR Bespoke

Protecting the  
environment

Pollution incidents (wastewater) Common

Number of pollution incidents cat 1-3 (water only) Bespoke

Biodiversity – enhancement Bespoke

Biodiversity – compliance Bespoke

Biodiversity – prevent deterioration Bespoke

EPA Bespoke

Benefiting the  
community

Bathing water quality Bespoke

Abstraction incentive mechanism Bespoke

Fair charging and  
affordable bills  
for all

Installation of AMR meters Bespoke

Number of customers on one of our support tariffs Bespoke

Voids for residential retail Bespoke

Percentage of customers who find their water bill affordable Bespoke
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LOOKING FORWARD… CONTINUED

We are confident that we have communicated to our customers 
that these new measures do not mean that there has been a 
change to service levels. 

2019/20 2020/21

Status Risk Strength
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Consistency measures

FROM 2020/21

CONSISTENCY MEASURES

In addition to reporting on our 2015-20 measures, we continue to report our 
performance in line with the common measures which will be used for the  
2020-25 period. In this section we show performance in line with 2020-25  
common commitments (as reported in table 3S on page 162).

1. SUPPLY INTERRUPTIONS
All supply interruptions > 3 hours

2. MAINS REPAIRS
Water mains burst per 1,000 kilometres of pipe

3. UNPLANNED OUTAGE
Proportion of unplanned outage of the total  
company production capacity

KEY
 BW (Bournemouth Water)
 SWW (South West Water)
  SWB (South West Water including Bournemouth Water)

Our 2020-25 method reports our combined South West Water 
(SWW) and Bournemouth (BW) position.

All measures are weighted averages from individual company 
performance reported in table 3S on page 162.

SUPPLY INTERRUPTIONS
Hours:mins:secs per property per year

2015-20 METHOD 2020-25 METHOD

DEFINITIONS
• Supply interruptions occur when properties are without a continuous 

supply of water. We measure the duration of these interruptions, if 
they are greater than three hours, to calculate an average duration 
experienced across our customer base

• During 2015-20 South West Water was measured by hours per 
property and Bournemouth Water was measured in minutes per 
property. During 2020-25 the measurement will be consistently 
defined as hours:mins:secs per property

• Compliance is measured against our adherence to nine components 
for which we are fully compliant.

2018/19  
actual

2018/19  
actual

2018/19  
actual

2018/19  
actual

2018/19  
actual

2018/19  
actual

2019/20  
actual

2019/20  
actual

2019/20  
actual

2019/20 
actual

2019/20 
actual

2019/20 
actual

Clean, safe and reliable  
supply of drinking water

MAINS REPAIRS
Nr per 1,000km

UNPLANNED OUTAGE
%

2015-20 METHOD 2015-20 METHOD2020-25 METHOD 2020-25 METHOD

DEFINITIONS
• The existing methodology is the measure of the total number of 

bursts and leaks across the network per thousand kilometres of  
water mains length 

• The new methodology is consistent with our previous definition of 
the measure and therefore we have been fully compliant since the 
introduction of the measure.

DEFINITIONS
• Unplanned outage is a new measure which aims to provide a means 

of assessing the health of our above ground water assets

• An unplanned outage is an unforeseen or unavoidable event, typically 
resulting from an asset failure, which would prevent a works from 
reaching its maximum production capacity if required

• Compliance is measured against our adherence to six components  
for which we are fully compliant.

119.2

150.0

0.72

1.07

00:07:21
00:09:10

162.8

80.3
0.75

1.18

3.22

0.190

124.3

91.7

0.66
0.161

0.92

0.14
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1. LEAKAGE

2. PER CAPITA CONSUMPTION (PCC)
Per capita consumption 

KEY
 BW (Bournemouth Water)
 SWW (South West Water)
  SWB (South West Water including Bournemouth Water)

Our 2015-20 method reports our combined SWW and BW position.

PCC is reported as a weighted average figure whereas leakage  
is a combined total.

For both measures we have reported our three-year average 
performance under the 2020-25 method, in line with future 
requirements.

Available and  
sufficient resources

LEAKAGE
Ml/d

2015-20 METHOD 2020-25 METHOD

DEFINITIONS
• Annual leakage is defined as the sum of losses across our distribution 

network, reported as the average daily leakage for 12 months, 
expressed in mega-litres per day (Ml/d)

• This measure differs to our old leakage reporting in a number of 
technical components. Most notably, how we interpret our night flows

• Compliance is measured against our adherence to 16 components for 
which we are now fully compliant.

120.8 123.5

2018/19  
actual

2018/19  
actual

2019/20  
actual

2019/20 
actual

84

18.3

84

18.3

Overview Operational performance Regulatory reporting

LEAKAGE (NEW BASE)
This year saw the completion of the work needed to meet the new 
leakage consistency reporting approach. In previous years, estimates 
were used for some aspects of the calculation and forecast performance 
by using an assumed percentage uplift. This uplift started at c.16% 
in 2017/18 reducing to c.13% in 2019/20. Following completion of the 
methodology this year these estimates have been recalculated to 
enable historic leakage values to be reported on a like for like basis 
with 2019/20 actuals. This has led to a small increase in the estimates 
used in previous years. The restated results showed the impact of the 
consistency reporting was underestimated compared to that included 
in the PR19 business plan forecast with an uplift of c.16 to 18% over the 
years. The principal driver of the small increase in leakage is solely due 
to the application of the new consistency methodology to the level of 
operability in historic years. 

The outcome of the higher historic leakage values has been to require  
a larger volume of leakage reduction during 2020-25 to meet the 15% 
leakage reduction target set in the Final Determination. 

PER CAPITA CONSUMPTION (PCC) (NEW BASE)
We have completed the activity needed for compliance with the new 
PCC consistency approach in the 2019/20 financial year. Using this 
information we have also updated previous PCC estimates so the 
historic numbers are fully compliant. Using this information we have 
also updated previous PCC estimates so the historic numbers are fully 
compliant by updating those elements that were previously reported as 
red. This led to a decrease in PCC relating to plumbing losses offset by 
an increase relating to meter under registration impacts. These updates 
together with the updated leakage values were used in the overall water 
balance to update the historic PCC figures. The net effect is only a small 
change in the PCC values compared to the forecast made at PR19. For 
example, 2018/19 consistency based PCC is 152.1l/p/d compared to the 
original estimate of 153.9l/p/d. The PR19 target is set as a percentage 
reduction from the baseline and the small changes mean there is 
little impact on the original PR19 overall forecast and targets. This is 
particularly relevant when comparing the impact of the recalculation 
relative to the weather where overall PCC varied by approximately +/- 
10l/p/d between 2017/18 and 2019/20 yet will have increased in 2020/21 
to date resulting from the higher household demand due to the impact 
of the COVID-19 pandemic.

PER CAPITA CONSUMPTION (PCC)
Litres/person/day

2015-20 METHOD 2020-25 METHOD

DEFINITIONS
• PCC measures our annual average consumption for our measured 

and unmeasured household customers. It is measured in litres per 
person per day 

• The new methodology does not significantly change our estimation  
of PCC, but it does make use of a wider range of data to improve  
our understanding

• Compliance is measured against our adherence to four components 
for which we are now fully compliant.

152
144

2018/19  
actual

2018/19  
actual

2019/20  
actual

2019/20 
actual

152154157151
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PRIORITY SERVICES FOR CUSTOMERS  
IN VULNERABLE CIRCUMSTANCES
Increasing the number of customers in vulnerable circumstances 
who are registered to receive support through priority services,  
and ensuring that those customers are contacted at least every 
two years to ensure they continue to receive the right support.  
This commitment is measured in two elements: 

1. PRIORITY SERVICES REGISTER (PSR) REACH
Percentage of households registered to receive priority services

2. PRIORITY SERVICES REGISTER (PSR) DATA CHECKED
The second reported element of this measure further sub-divides 
to report against ‘actual’ and ‘attempted’ data checks. These are 
defined below. 

KEY
  SWB (South West Water including Bournemouth Water)

1. RISK OF SEVERE RESTRICTIONS IN A DROUGHT
Percentage of the population the Company serves that would 
experience severe supply restrictions (for example, standpipes  
or rota cuts) in a 1 in 200 year drought.

KEY
 SWW (South West Water)
 SWB (South West Water including Bournemouth Water)

Resilience
RISK OF SEVERE RESTRICTIONS IN A DROUGHT
%

2015-20 METHOD 2020-25 METHOD

DEFINITIONS
• This measures the percentage of the customer population at risk  

of experiencing severe water restrictions (i.e. requiring the use  
of standpipes)

• This is a new requirement for 2020-25 and our methodology  
is compliant with the new guidance.

0.00 0.00

2015-20 METHOD 2020-25 METHOD

DEFINITIONS
• The percentage of households registered to receive priority services

• This is a new requirement for 2020-25.

N/A

N/A

N/A

N/A 00

2.6
1.9

PRIORITY SERVICES REGISTER (PSR) DATA CHECKED
%

PRIORITY SERVICES REGISTER (PSR) REACH
%

2015-20 METHOD 2020-25 METHOD

DEFINITIONS
• Attempted contact is defined as the percentage of households  

on the PSR that the Company has attempted to contact over  
the last two years

• Actual contact is defined as the percentage of households on  
the PSR that the Company has actually contacted over the last  
two years. This element is an additional requirement which will  
be reported from 2020/21 in line with the new guidance.

65

Responsive to customers 

2018/19  
actual

2018/19  
actual

2018/19 
actual

2018/19  
actual

2019/20  
actual

2019/20  
actual

2019/20 
actual

2019/20 
actual

2018/19  
actual

2018/19  
actual

2019/20  
actual

2019/20 
actual

0.00 0.00

CONSISTENCY MEASURES CONTINUED
Operational performance Regulatory reportingOverview
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2,897

93

1. INTERNAL SEWER FLOODING INCIDENTS
Internal sewer flooding incidents, including sewer flooding due  
to severe weather events

2. EXTERNAL SEWER FLOODING INCIDENTS
External sewer flooding incidents, including sewer flooding due  
to severe weather events

3. SEWER COLLAPSES
Proportion of unplanned outage of the total company  
production capacity

4. RISK OF SEWER FLOODING IN A STORM
Proportion of unplanned outage of the total company  
production capacity

KEY
 SWW (South West Water)
  SWB (South West Water including Bournemouth Water)

Reliable wastewater services 
INTERNAL SEWER FLOODING INCIDENTS
Nr

2015-20 METHOD 2020-25 METHOD

DEFINITIONS
• When there has been an escape of sewage caused by the public 

network, homes and businesses can be affected 

• Internal sewer flooding means sewage has entered homes and 
businesses, affected living spaces, basements and cellars

• This measure reports the number of internal flooding incidents  
per year and we are requested to identify events caused by  
severe weather

• Compliance is measured against our adherence to six components  
for which we are fully compliant.

160

93

160

EXTERNAL SEWER FLOODING INCIDENTS
Nr

RISK OF SEWER FLOODING IN A STORM
%

SEWER COLLAPSES
Nr per 1,000km

2015-20 METHOD

2015-20 METHOD

2015-20 METHOD2020-25 METHOD

2020-25 METHOD

2020-25 METHOD

DEFINITIONS
• External sewer flooding means sewage has entered the grounds or 

gardens of a building normally used for residential, public, community 
or business purposes

• The measure shows a reduction from our previous definition of 
external sewer flooding as we previously counted flooded areas that 
could indirectly affect our customers (i.e. highways and open spaces). 
This is no longer required, hence reducing the number  
of incidents we report

• Compliance is measured against our adherence to six components  
for which we are fully compliant.

DEFINITIONS
• Customers may be at risk of flooding in a severe storm event

• The measure reports the percentage of properties in our region that 
are at risk of a sewer flooding in a 1 in 50 year storm

• This is a new requirement for 2020-25 and our methodology is 
compliant with the new guidance published by Ofwat in April 2019.

DEFINITIONS
• Sewers can collapse when they are old or damaged by tree roots.  

This causes the ground above the sewer to fall into the sewer, 
blocking the flow of sewage

• This differs from our previous definition of sewer collapses as the new 
methodology also includes incidents occurring on the transferred 
private sewer network

• Our methodology has been fully compliant since the introduction  
of this measure.

1301

2,938

1,843 1,923

56.02

12.819.3

2018/19  
actual

2018/19  
actual

2018/19  
actual

2018/19  
actual

2018/19  
actual

2018/19  
actual

2019/20  
actual

2019/20  
actual

2019/20  
actual

2019/20 
actual

2019/20 
actual

2019/20 
actual

2018/19  
actual

2018/19  
actual

2019/20  
actual

2019/20 
actual

1 Measurement is reported as the total number.

93

1701

56.02

14.74 14.74
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Previous actions continued

Valuing water use in a changing environment
2019 Action: Continue to engage with customers on how they 
can be more water efficient during dry periods to ensure our 
supplies remain resilient

The combination of Government Covid-19 restrictions on 
both domestic and foreign travel, together with working from 
home and furlough schemes, has driven ‘staycations’ and 
extra visitors to the region this year. Consequently, we have 
experienced a prolonged period of high demand for water 
extending far beyond the normal tourist season for the region 
and beyond the peak demand experienced in other regions. 
There was exceptionally high demand in the hot May and 
August bank holidays – the highest demand for water for 24 
years in Cornwall occurred this summer – therefore engaging 
with our customers on water efficiency has never been more 
important. Some of the activities we have undertaken this year 
include:

• Partnering with South West tourist boards this summer to 
promote water efficiency

• Free non-household water audits over the summer
• Chair of retail working group for promotion of non-household 

water efficiency
• Offered free virtual water audits for household customers
• ‘5 litre challenge’ – water saving promotion over the summer
• Media promotions over the summer to save water, including 

BBC radio Devon and Cornwall, and ITV news
• Water saving community fund launched
• Regional water saving competitions – including winning a 

water butt, and school competitions (28,501 entries)

• 21,641 orders of water saving products so far in 2020 – 65% 
increase year on year. Potential of 470,893.80 litres saved 
through use of products. A survey has shown there to be 
more than a 90% install rate

• Eight half-page adverts placed in Western Morning News
• Advertorials placed on online media channels; Devon, 

Cornwall and Plymouth Live, and traditional newspapers 
such as the Cornish Guardian, North Devon Journal and 
The Plymouth Herald

• Royal Horticultural Society partnership continued – 100,000 
leaflets sent to South West members as well as online 
targeted advertising and social media shared messaging

• Full page feature in WaterLevel – the customer newspaper 
sent to all customers

• Water efficiency customer email campaigns sent to all 
registered customers (+330k) throughout June and July

• Proactive leakage messaging on our website and social 
media – 5,332 leaks reported by customers

• Focus groups with customers to understand more about 
how households have been using water since the Covid-19 
outbreak, whether it is appropriate for us to encourage 
water efficiency and how to communicate around this issue 
with customers.

As water customers’ demand is not within the full control of 
the company, as mitigation in 2019 we also commenced the 
development of possible long-term strategic new sources of 
water. This forms part of the regional planning process for the 
West Country and formed part of the Final Determination for 
South West Water.

2019/20 2020/21

Status Risk Risk

Come rain or shine,  
saving tap water makes sense.
Small changes in water use, avoiding waste, can 
make a big difference – it’s a win-win for our 
customers and the environment. Being water smart 
means you can save money off your water bill, 
protect the environment and make sure there’s 
enough to go around. 

If every one of our customers saved 5 litres of tap 
water a day, that would be a saving of nearly 10 
million litres.

Here are some of our top tips from customers  
on how they’re going to save 5 litres a day: 

 
Get involved at  
southwestwater.co.uk/save5litres

Meanwhile, we’re on a mission to achieve a further 
15% minimum reduction in leakage by 2025. This is 
a challenging target and we’ll be investing over £50 
million across South West Water and Bournemouth 
Water to help us achieve it. Recruiting more people, 
investing in technology and working with our 
supply chain partnerships are key to our leakage 
reduction strategy.

Despite the challenges of the Coronavirus 
pandemic, since April we’ve detected and repaired 
over 2,300 leaks, and the average repair time has 
been nearly 60% quicker than in the previous year. 
This is an amazing achievement and recognises  
all the hard work and efforts our key workers  
and delivery partners have put in under extremely 
challenging circumstances.

In the last two years, we’ve doubled the number of 
leak detection staff and significantly increased our 
number of Customer Leakage Technicians. 

Whilst we’re working around the clock, 365 days  
a year, to reduce leakage and fix pipes as quickly  
as possible, it’s important to note that leaks do,  
and will, happen. To minimise disruption and keep 
taps flowing for customers, we have recently 
invested about £3 million to help us keep customers 
in water if there’s a burst or we’re making a repair. 
This includes a new fleet of tankers and 18 new 
technicians, meaning we can act more rapidly  
and plan repairs without needing to affect  
supplies to customers.

Visit southwestwater.co.uk/tacklingleakage 
If you see a leak that needs urgent repair, please 
call our free 24-hour helpline on 0800 230 0561 or 
report it on our website southwestwater.co.uk/leaks

Could you save 
5 litres?
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Thank you!
Thank you to all of South West 
Water’s staff, customers and 
partners who have helped 
WaterAid change lives with 
clean water and good hygiene.

Handwashing is a first line of defence 
against COVID-19. Yet 4 in 10 people  
around the world live without access to  
basic handwashing facilities.
Now, more than ever, we need to help 
ensure that everyone, everywhere has a 
fighting chance of staying safe and heathy. 
The power to help save lives is in our hands 
and together, we can make it happen.   
Find out more at www.wateraid.org

All the 
right words

Complete the 
wordsearch to win!
First prize is a £100 High Street shopping voucher, 
with two runner-up prizes of a £50 voucher each.

Congratulations to the winners 
of the wordsearch in issue 31 of 
Waterlevel.

Top prize went to Mrs Gwen 
Cleverdon of Crediton, and the 
runners-up were Dr RH Bruce of 
Ivybridge and Stephen Oldreive of 
Totnes. 

How to enter  
Please send your entry to: 
Waterlevel Wordsearch, South West 
Water, Peninsula House, Rydon 
Lane, Exeter, EX2 7HR.
Closing date  
All entries received by 31 
December 2020 will be entered 
into the free prize draw.
Selection of winner 
One winner and two runners-up 
will be selected at random from all 
correct entries on 4 January 2021 
at Peninsula House, Rydon Lane, 
Exeter, EX2 7HR, and in accordance 
with these terms and conditions.
Prize 
The first eligible entrant selected 
at random will receive a High 
Street shopping voucher to the 
value of £100. The next two eligible 
entrants selected at random will 
each receive shopping vouchers 
to the value of £50.
Terms and conditions  
The competition is only open to 
residents in the UK aged 18 or over 
who live in the South West Water 
region.
All entrants must provide an email 
address, postal address and/or a 
daytime telephone number.
Employees of Pennon Group Plc 
companies and their families are 
not eligible.

How to enter 
Entry to the competition is 
managed by South West Water. 
There is no entry fee.
South West Water will notify the 
winners by email or phone.
We reserve the right to select an 
alternative winner in the event 
that we have reasonable grounds 
for believing that a winner has 
contravened any of these terms 
and conditions.
If a winner does not respond to 
telephone or email contact, we will 
make reasonable repeat attempts 
to contact them. If they cannot be 
contacted within three weeks of 
the draw date, we reserve the right 
to select at random a replacement 
winner.
Each winner must give consent 
to publication of their name and 
home town in the next edition of 
Waterlevel. We reserve the right to 
select an alternative winner in the 
event that consent is declined.
General 
By entering the competition you 
agree to be bound by these terms 
and conditions. Decisions are 
final and no correspondence or 
discussion will be entered into.

Personal information collected 
from entrants will be used by 
us solely in connection with 
the competition and will not be 
disclosed to any third party except 
for the purpose of operating the 
competition and fulfilling prizes 
where applicable. All entries will 
be securely stored then destroyed 
on 30 April 2021 and no personal 
data will be kept after that date.

Free garden wildlife 
book and wildflower seeds 
With 57 nature reserves across Devon, membership 
of Devon Wildlife Trust is your passport to a more 
wild life! Join DWT with Waterlevel and receive a free 
Wildlife Trust garden wildlife book and wildflower 
seed mix.

Get 3 months free 
membership and a pack 
of wildflower seeds 
Nature has provided joy and comfort in the difficult months 
of lockdown. Become a Cornwall Wildlife Trust member today  
to help protect and enhance Cornwall’s wildlife and wild places. 

FREE
 

BOOK & SEEDS

FREE
 

MEMBERSHIP 

& SEEDS

Go to devonwildlifetrust.org/waterlevel and support  
us today! Membership offer valid until 31 October 2020.

Go to www.cornwallwildlifetrust.org/waterlevel and complete 
the direct debit instruction – no payment will be taken for 3 months. 
Offer valid until 31 October 2020.

Registered charity, 
no 213224

Registered charity, 
no 214929
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Thank you!
Thank you to all of South West 
Water’s staff, customers and 
partners who have helped 
WaterAid change lives with 
clean water and good hygiene.

Handwashing is a first line of defence 
against COVID-19. Yet 4 in 10 people  
around the world live without access to  
basic handwashing facilities.
Now, more than ever, we need to help 
ensure that everyone, everywhere has a 
fighting chance of staying safe and heathy. 
The power to help save lives is in our hands 
and together, we can make it happen.   
Find out more at www.wateraid.org

Handwashing is a first line of defence against COVID-19.  
Yet 4 in 10 people around the world live without access to 
basic handwashing facilities.

Now, more than ever, we need to help ensure that everyone, 
everywhere has a fighting chance of staying safe and healthy.

The power to help save lives is in our hands and together, we 
can make it happen.

Find out more at www.wateraid.org

Take the 
hassle out  
of paying 
Paying by Direct Debit is easy 
because you don’t have to remember 
to pay your bill – and you can choose 
one of four dates to best suit your 
circumstances. Payment will be  
made directly to us from your bank  
or building society account, and you  
will be fully protected by the Direct 
Debit Guarantee. 

How to set up a Direct Debit: 
•  Online at  

southwestwater.co.uk/directdebit 

• Sign up via MyAccount 

• Call 0344 346 1010

Sign up for 
MyAccount 
With MyAccount you can:

•  View your bills and pay them 
securely 

• Sign up for paperless billing 

•  Keep your account details  
up to date 

• Manage your payment plans 

•  Send a meter reading or apply 
for a water meter 

Sign up at  
southwestwater.co.uk/myaccount

Need  
help with  
your bill?
If you have difficulties paying 
your bill, don’t worry or struggle in 
silence – get in touch. If you’re on 
a low income, have lost your job 
or have had an emergency then 
the last thing we want is for you to 
worry about your bill. We will work 
with you, based on your individual 
circumstances, to make it as easy 
as possible for you to manage your 
water bill. 

We have a range of support 
available, from flexible payment 
plans to help you spread the cost 
of your water bill to support tariffs 
that reduce the amount you pay 
if you’re on a low income. We also 
offer home visits from one of our 
WaterCare advisors who can talk 
you through the support we provide 
and can help you with completing 
application forms, if you need it.

Find out more about how we can 
help at southwestwater.co.uk/bills
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Send to: Waterlevel Wordsearch, South West Water,  

Peninsula House, Rydon Lane, Exeter, EX2 7HR
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Find all the words and phrases listed below in the grid 
(except the ones in brackets - ‘Water’ only appears once). 
The words are all associated with South West Water’s New 
Deal. When you have finished, read the unused letters in 
order (left to right, starting on top row). They spell out a 
question and an answer. Write them in the spaces under  
the grid.

YOU GET A STAKE 
HAVE YOUR SAY

REDUCING; 

Pollution

Flooding

(water) Loss

IMPROVING;

Protecting (the) Environment

Biodiversity 

Sufficient Resources 

Bathing Quality

(water) Treatment 

Drainage

Fair Charging (and)  
Affordable Bills

Safe Clean Reliable Drinking 
Water 

Resilience

Community Benefits 

Regional Investment

Extra protection  
for Plymouth’s 
water supply 
We are working in Tamerton 
Foliot, near Plymouth, to build 
a new pumping station to 
protect the water supply  
to Plymouth during  
dry weather.
The new pumping station, along with the 
existing pumping station at Lopwell Dam, 
will transfer water from the River Tavy to 
the new Mayflower Water Treatment Works 
at Roborough as needed, making it more 
resilient to drought.

This investment will ensure we can continue 
to provide customers in Plymouth and the 
surrounding area with a clean, safe and 
reliable supply of drinking water now and  
into the future.

Despite the additional pressures of 
completing this essential work during the 
Coronavirus outbreak, we are following 
Government and NHS advice to make sure 
safety is paramount throughout the scheme.

The new pumping station is due  
to be completed by February 2021.  
For more information see  
southwestwater.co.uk/coombelane 

I am going to wait until I have a 
bigger load for my washing machine. 
I will also be more mindful in the 
shower, in order to use less water  
– Linda Hellyer

I collect the water from the shower and 
tap whilst it is heating up, and use it to 
water my plants – Charlie Barrett

Using a water butt for my plants and 
using a garden trug underneath my 
plant pots to catch the excess water  
to reuse on them – Chloe Mitchell

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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Previous actions continued

Reporting of the WaterShare  
performance scorecard
2019 Action: Further develop communications with 
customers to ensure clarity on the benefits of the 
WaterShare mechanism

Our relationship with customers changed as a result of 
the introduction of our innovative performance sharing 
and reporting framework ‘WaterShare’, established in 2015. 
This has enabled a more holistic and transparent view of our 
performance, showing customers how benefits are accrued 
in a proportionate way, giving legitimacy to our performance.

From 2020 onwards, WaterShare became WaterShare+ which 
comprises the sharing of c. £20m with customers in 2020, 
earned by outperforming our 2015-20 plan. 

In our APR this year we continued to publish a report from 
the WaterShare Panel Chair (page 107) which includes a 
WaterShare scorecard, providing details of the performance 
sharing mechanism. The WaterShare Panel is satisfied that 
South West Water has transparently reported performance 
to customers including the benefits being passed back in 
accordance with customer wishes as evidenced through 
customer research. Further sections in the APR also provide 
further information about the WaterShare mechanism.

Now that we have transitioned into WaterShare+ we have 
further developed our communications with customers, so 
that they are fully informed of the scheme that will give them a 
greater say in our business. WaterShare+ was the main focus of 
our customer magazine ‘WaterLevel’ explaining to customers 
how we are sharing our success and why, as well as featuring 
prominently on our social media channels. We also signposted 
our WaterShare+ page as soon as customers and stakeholders 
accessed the website, with dedicated pages explaining the 
scheme. We were also featured on the local news, discussing 
how customers can benefit from the scheme, as well as running 
radio campaigns across the local area.

To find out more please visit  
southwestwater.co.uk/watershareplus

2019/20 2020/21

Status Risk

n/a 1 

WaterShare Panel/WaterFuture Customer Panel
The Panel have protected customers’ interests throughout the 2015-20 regulatory period by providing independent review of the operation of the 
‘WaterShare’ performance sharing mechanism. The Panel have approved the Company’s proposals for sharing customer benefit and the timing 
of sharing any net gain, and are pleased to note that customer benefits totalling £139m have been accrued during the regulatory period. Benefits 
from 2015-20 have been passed back to customers through a mix of bill reductions, reinvestment in improvements in services and deferring some 
benefits for future pass back.

CUSTOMER WATERSHARE SHAREHOLDER

Cumulative to 2019/20

£m

Cumulative to 2019/20

£m

103 Net totex savings 139

13 ODIs 13

23 Other items1 –

139 Total Value Benefit 152

1 Other items include sharing market movements on new financing voluntarily returned to customers and the impact of new legislation.

During the last five years we have seen significant improvements being made in a number of the Company’s performance commitments. Particular 
highlights include the reductions in taste and odour contacts, duration of supply interruptions, external flooding incidents, burst mains and sewer 
blockages. The Company has also increased the number of customers supported by water poverty initiatives, and made significant improvements 
to its customer service ‘SIM’ measure – performance which the Panel hope to see continue under Ofwat’s new ‘C-MeX’ measure from 2020.

The Panel have maintained their challenge on pollution incidents, an area in which the Company has fallen short of its commitments. Pollution 
performance remains one of our customers’ top three priorities for the Company, so we are pleased that it has been reflected in the Company’s 
2020-25 Business Plan – both in the Company’s bespoke Environmental Performance Assessment commitment and the industry-wide measure of 
pollution incidents. 

Based upon customer preferences evidenced from customer research, the Panel agreed that deferred benefits should be passed back in 2020 
under the Company’s WaterShare+ scheme. Customers will be offered a choice in how they receive their portion of the fund and will be able to claim 
either a cash rebate, a bill reduction or shares in the South West Water’s parent company.

The Panel will also oversee and support the transition to a new independent WaterShare+ customer panel, which will replace the current Panel and 
ensure that customers’ interests are protected and the Company continues to be held to account for its delivery against performance commitments 
for 2020-25. 

More information on WaterShare+ can be found at www.southwestwater.co.uk/watershareplus. 

I am pleased to report that throughout our engagement, South West Water has been open and transparent, listened and fully responded to the 
challenges put forward by the WaterShare Panel and that the operation of the WaterShare mechanism has been appropriate. Minutes of all of our 
meetings are recorded and published for customers to see on the Company’s website: www.southwestwater.co.uk/waterfuture.

Finally, as Chair I’d like to take this opportunity to thank my fellow Panel members past and present for their engagement, robust challenge of the 
Company and representations on behalf of customers.

Nick Buckland OBE
Chair of the WaterShare Panel  
and WaterFuture Customer Panel

Operational performance Regulatory reportingOverview
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The Company has also restored 10,655 acres 
(4,312 hectares) of moorland, culm grass land 
and other semi-natural habitats in this period. 
This benefits raw water quality and biodiversity 
while reducing flood risk.

THE IMPACT OF COVID-19
In March 2020 the impact of the coronavirus 
pandemic was felt across the UK. In order to 
continue to provide the level of service our 
customers expect while ensuring their safety 
and that of our employees South West Water 
enacted its Contingency Plan. 

In line with Government guidance and in 
coordination with our regulators, industry  
and supply chain colleagues, this included  
the implementation of new working processes 
for frontline staff, remote working for 33% of 
our employees throughout the period, regular 
engagement with our Local Resilience forum, 
and a range of employee relations measures  
to support our people. 

A detailed overview of our response can be 
found in the Resilience section on page 26. 

GOVERNANCE 
We fully recognise the importance of Board 
transparency and leadership and, we are 
committed to ensuring alignment with  
best practice and our strategic objectives. 
Following the sale of Viridor on 8 July, the 
Board membership and structure will be 
amended, having enacted the required 
succession plan. 

Remuneration policies for 2020/21 have  
been amended, placing more emphasis on 
customer and environmental performance 
metrics. We are confident this will ensure the 
strongest governance structure in place  
going forward. 

  For further detail please see page 60.

NEW DEAL 
As the only water company to have achieved 
‘fast-track’ status for two consecutive price 
reviews, South West Water entered the K7 
(2020-25) period on 1 April 2020, having 
already moved forward with a number of key 
initiatives in support of its ‘New Deal’ 2020-25 
business plan. 

The Company will continue to invest to 
significantly improve services, including 
the delivery of the largest programme of 
environmental improvements in 15 years.

At the same time customer bills will be reduced 
– the plan will see the average customer bill in 
2025 being lower than it was in 2010 and extra 
steps taken to eliminate water poverty.

Furthermore, the plan – which was informed 
by the Company’s largest ever programme 
of customer engagement – marks a shift 
from customer engagement to customer 
empowerment through Watershare+. Eligible 
customers are being given the option of a 
tangible stake through equity shares in Pennon, 
and the ability to hold the Company to account 
through a Customer Annual General Meeting 
and quarterly public meetings. 

The New Deal is designed to redefine the 
relationship between the water company and 
its customers and was welcomed by Ofwat as 
‘setting a new standard’ in the industry. 

LOOKING AHEAD
The progress we have made during both 
2019/20 and the K6 period (2015-20) as a 
whole means we are well-placed to build on 
our areas of ongoing success while addressing 
those areas in which further improvement  
is required.

In the near term, the strategies we have in 
place to deliver key performance commitments 
in areas such as pollutions, leakage and supply 
interruptions are already delivering benefits 
and we remain committed to our pursuit of 
leadership in the UK water sector.

As we continue to evolve, the implementation 
of new technologies and sustainable ways of 
working will provide a direct benefit to those 
we serve and the environments within which 
we operate. With COVID-19, in particular, our 
resilience has been tested in ways we never 
previously imagined and we are proud  
to have risen to the challenge. 

With that in mind, the Board wishes to express 
its thanks to our staff for their hard work and 
professionalism during these challenging 
times. As we move into a new chapter in 
the Company’s history, we are proud of the 
foundations laid and encouraged by the 
prospect of the opportunities that lie ahead. 

INTRODUCTION CONTINUED

In December 2019 Ofwat, the 
Water Industry Regulator, 
published companies’ Business 
Plan Final Determinations which 
set prices and service levels for 
the period 2020-2025. 
During 2019/20 we made an early start to 
ensure that we can meet the challenges, 
deliver against our Board Pledges and 
performance targets as developed and 
agreed with our customers.

As part of our business plan for 2020-
25 we have evolved our WaterShare 
approach introduced in 2015. WaterShare+ 
is an innovative voluntary mechanism for 
sharing regulatory outperformance with 
our customers, making the interests of 
customers and investors more aligned  
and offering customers a financial stake 
and a greater say in the business.

During 2020/21 we will be passing back 
£20m to customers; this accrued benefit  
was earned during 2015-20 and will 
be offered to customers in the form of 
Pennon shares, a reduction in their bill  
or a rebate. 

Customers who chose to become 
shareholders will receive a share of company 
profits, in the form of dividends, have their 
say at the Pennon Annual General Meeting 
(AGM) and receive Pennon’s annual report 
and financial statements. 

Our customers already have a say in 
our business through the extensive 
engagement we have with them every day. 
As new shareholders in Pennon we believe 
this will be enhanced by offering them  
a tangible stake in our business.

WaterShare has been central to our 
engagement with South West Water 
customers since 2015; it has always  
given our customers reassurance about 
the transparency and openness of  
our business.

Our performance during 2020-25 will 
continue to be reviewed and challenged 
by an independent WaterShare+ Customer 
Panel and these meetings will be held 
quarterly, in public providing even more 
transparency and openness of our business. 
We will also be introducing a Customer 
Annual General Meeting (AGM) which  
all customers will be invited to attend.  
The first Customer AGM will be held  
in the summer of 2021.

1 We are removing this as an action going forward, as it is no longer relevant as we will not be reporting on the WaterShare mechanism.

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
http://southwestwater.co.uk/watershareplus
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Previous actions continued

Our websites
2019 Action: Develop the Bournemouth Water website to 
ensure our future digital offering meets the needs and 
expectations of our customers

Our customers’ needs and expectations in the digital space 
have changed a lot within recent years and it has become 
increasingly important for us to continue to work hard and 
improve our digital offering. Every day our customers, and 
stakeholders, engage with us through our website as it has 
become a tool for them to access information, and complete 
tasks which meet their individual needs; applying for a water 
meter, signing up to our Priority Services, reporting a leak, and 
more.

Last year we completed a 12-month customer website redesign 
project for South West Water. We carried out both quantitative 
and qualitative customer research to help us understand if our 
website offering met our customers’ expectations and priorities. 
Our research showed that our website was negatively perceived 
– customers told us that it aimed to deliver as much as possible 
for its reader but on its core task, which is functionality for 
the customer, it failed to deliver. We collaborated with our 
customers and staff to develop and improve our offering, 
including co-creation workshops, an innovative approach to 
website design and development. 

The key benefits from the project have been recognised 
with an increase in online form submissions, website traffic 
and in the shadow year for C-MeX we have seen a dramatic 
improvement for the digital score following the completion of 
the redevelopment project.

Building on the success of the South West Water website 
project we launched Bournemouth Water’s new website on 
the same platform this year. Bournemouth has benefited from 
shared technology and learning from South West Water and 
the website offering has significantly improved. Bournemouth 
Water’s website is now mobile friendly, has improved user 
journeys and ability to self-serve, updated content and design 
throughout, as well as enhanced website security.

We are now focusing our efforts on improving our MyAccount 
offering as this is the area of our website that is most important 
to customers and is accessed frequently. We are currently 
carrying out a customer research project to help us better 
understand how we can develop MyAccount in line with our 
customers’ expectations. 

2019/20 2020/21

Status Weakness Risk

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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Customer awareness of information published
2019 Action: Following feedback received from customers, 
we will develop our communications around publication of 
documents so that they are aware of what is available

Last year we added a new weakness to our statement 
regarding customer awareness of information that we publish. 
Feedback we received from previous customer and stakeholder 
surveys was that many people were not aware of the 
documents that we published. 

“I don’t recall having 
any of the booklets 

you showed.”
“I don’t receive any info at 

all except my invoice.”

“Any information is better than none.”

We publish a variety of information therefore this was 
disappointing feedback to receive and we wanted to ensure 
that communications around publication of these documents 
was improved so that customers are aware of what we publish 
and where they can find it.

One of our most effective ways of communicating with our 
customers is through our customer newspaper ‘WaterLevel’ 
therefore we included various sections in this, pointing 
customers in the direction of useful information published on 
our website, as well as our social media channels.

This is an area where we know we have further work to do to 
increase customer awareness.

2019/20 2020/21

Status Weakness Risk

All the right words
Win a £100 shopping 
voucher 
Page 7

A New Deal 
What it means 
for you 
Page 4-5

Save 5 litres 
Play your part,  
be water smart
Page 6

Thank you 
for helping us to keep 
services continuing 
despite the pandemic
Page 2

News from South West Water
Issue 32, Summer 2020 

Previous actions continued

Community round-up
Working in 
partnership 
We’re proud to support 
some amazing charity 
partners doing great 
work in our region:
BeachCare with Keep Britain Tidy

Cornwall Wildlife Trust

Devon Wildlife Trust

South West Coast Path Association 

Surf Life Saving GB

Beach Schools South West

Environment Plymouth

Improving Lives Plymouth

Planet Earth Games

ReFill

Age UK Cornwall & The Isles of Scilly

Age UK Devon

Cornwall Air Ambulance Trust

Devon Air Ambulance Trust

Devon and Cornwall Food Action 

RNLI

Mayflower 400

South West Lakes Trust

Recent highlights
Devon and Cornwall Food Action 
collected and redistributed more 
than 300 tonnes of surplus 
food to vulnerable communities 
across the South West. 

1,320 children participated in a free 
hour-long RNLI Swim Safe Session 
at Marazion or Bude, learning 
how to stay safe in open water. 

Beach Schools South West 
provided outdoor learning 
opportunities for more than 3,000 
schoolchildren in disadvantaged 
areas of Plymouth and Torbay. 

187 tonnes of marine waste, 
mainly plastics, have been collected 
from the region’s beaches by 
BeachCare volunteers to date. 

The 630-mile South West Coast 
Path overlooks bathing waters 
and contributes £436 million 
to the visitor economy. 

Over 2,760 people of all ages 
enjoyed outdoor events run by 
Cornwall Wildlife Trust in 2019. 

1,934 schoolchildren visited 
Devon Wildlife Trust’s Wembury 
Marine Centre in 2019. 

We know your water  
and wastewater 
services are vital, 
and if something goes 
wrong, we’ll work 
hard to put it right as 
quickly as possible. 
We want to provide you with 
the best possible service. If you 
think we’ve fallen short of this, 
please let us know so we can sort 
it out as quickly as possible. 

Our customer promise explains 
what you can expect from us and 
what we’ll do to make amends if 
we don’t meet the standards. 

Download a copy from our website 
at southwestwater.co.uk/promise 
or call us on 0344 346 1010.

 
Working with a range of partners, we have promised 
to plant at least 100,000 trees over the next 10 years. 
Trees bring both environmental and wellbeing benefits. They help combat 
climate change, prevent flooding and add to the natural beauty of our region.

Earlier this year, we completed some planting on land around our reservoirs at Roadford, 
Burrator and Park Lake in partnership with South West Lakes Trust and Westcountry 
Rivers Trust, and with the help of volunteers from a wide range of organisations. 

In total, we have supported the planting of 43,800 trees in this first year of delivery  
against the 100,000 target. We hope to significantly increase this figure over the next  
10 years as we identify more potential partners.

Tree pledge

Our customer 
promise

Follow us on 
social media
To find out about supply interruptions,  
water-saving tips and other news

facebook.com/SouthWestWater

@SouthWestWater

Correction 
The Autumn 2019 edition of 
Waterlevel wrongly stated that 
174 million tonnes of marine 
waste had been collected by 
BeachCare volunteers. This 
should have said 174 tonnes. 

At some stage in our lives, we can all benefit  
from a bit of extra help.
This could be due to a physical or learning 
disability, illness, age or communication 
requirement, or other reasons.

The help available to people on our Priority 
Services register includes providing bills in 
formats such as Braille or large print, reading 
bills to customers over the telephone and 
helping with alternative water supplies 
in emergencies. Our Priority Services are 

available to anyone living in our region, even 
if you’re not the bill payer. The help available 
doesn’t have to be for you, if you’re an 
account holder or nominated carer you  
can register on behalf of someone else. 

Find out more at  
southwestwater.co.uk/priorityservices  
or call 0344 346 1010 or minicom 0800 169 
9965 (Text Relay is also available).

Our Priority Services Where to  
find out 
more 
We publish various reports and documents on our website 
to help customers find out more about what we do, our 
future plans and how we can help them.

Following feedback from you, publications such as  
our Annual Performance Report and Business Plan 2020-25 
have also been condensed into shorter customer summaries, 
so that you are able to access important information  
about our performance and future plans in a customer 
friendly format.

Visit southwestwater.co.uk to find out more.
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Our Priority Services Where to  
find out 
more 
We publish various reports and documents on our website 
to help customers find out more about what we do, our 
future plans and how we can help them.

Following feedback from you, publications such as  
our Annual Performance Report and Business Plan 2020-25 
have also been condensed into shorter customer summaries, 
so that you are able to access important information  
about our performance and future plans in a customer 
friendly format.

Visit southwestwater.co.uk to find out more.

Community round-up
Working in 
partnership 
We’re proud to support 
some amazing charity 
partners doing great 
work in our region:
BeachCare with Keep Britain Tidy

Cornwall Wildlife Trust

Devon Wildlife Trust

South West Coast Path Association 

Surf Life Saving GB

Beach Schools South West

Environment Plymouth

Improving Lives Plymouth

Planet Earth Games

ReFill

Age UK Cornwall & The Isles of Scilly

Age UK Devon

Cornwall Air Ambulance Trust

Devon Air Ambulance Trust

Devon and Cornwall Food Action 

RNLI

Mayflower 400

South West Lakes Trust

Recent highlights
Devon and Cornwall Food Action 
collected and redistributed more 
than 300 tonnes of surplus 
food to vulnerable communities 
across the South West. 

1,320 children participated in a free 
hour-long RNLI Swim Safe Session 
at Marazion or Bude, learning 
how to stay safe in open water. 

Beach Schools South West 
provided outdoor learning 
opportunities for more than 3,000 
schoolchildren in disadvantaged 
areas of Plymouth and Torbay. 

187 tonnes of marine waste, 
mainly plastics, have been collected 
from the region’s beaches by 
BeachCare volunteers to date. 

The 630-mile South West Coast 
Path overlooks bathing waters 
and contributes £436 million 
to the visitor economy. 

Over 2,760 people of all ages 
enjoyed outdoor events run by 
Cornwall Wildlife Trust in 2019. 

1,934 schoolchildren visited 
Devon Wildlife Trust’s Wembury 
Marine Centre in 2019. 

We know your water  
and wastewater 
services are vital, 
and if something goes 
wrong, we’ll work 
hard to put it right as 
quickly as possible. 
We want to provide you with 
the best possible service. If you 
think we’ve fallen short of this, 
please let us know so we can sort 
it out as quickly as possible. 

Our customer promise explains 
what you can expect from us and 
what we’ll do to make amends if 
we don’t meet the standards. 

Download a copy from our website 
at southwestwater.co.uk/promise 
or call us on 0344 346 1010.

 
Working with a range of partners, we have promised 
to plant at least 100,000 trees over the next 10 years. 
Trees bring both environmental and wellbeing benefits. They help combat 
climate change, prevent flooding and add to the natural beauty of our region.

Earlier this year, we completed some planting on land around our reservoirs at Roadford, 
Burrator and Park Lake in partnership with South West Lakes Trust and Westcountry 
Rivers Trust, and with the help of volunteers from a wide range of organisations. 

In total, we have supported the planting of 43,800 trees in this first year of delivery  
against the 100,000 target. We hope to significantly increase this figure over the next  
10 years as we identify more potential partners.

Tree pledge

Our customer 
promise

Follow us on 
social media
To find out about supply interruptions,  
water-saving tips and other news

facebook.com/SouthWestWater

@SouthWestWater

Correction 
The Autumn 2019 edition of 
Waterlevel wrongly stated that 
174 million tonnes of marine 
waste had been collected by 
BeachCare volunteers. This 
should have said 174 tonnes. 

At some stage in our lives, we can all benefit  
from a bit of extra help.
This could be due to a physical or learning 
disability, illness, age or communication 
requirement, or other reasons.

The help available to people on our Priority 
Services register includes providing bills in 
formats such as Braille or large print, reading 
bills to customers over the telephone and 
helping with alternative water supplies 
in emergencies. Our Priority Services are 

available to anyone living in our region, even 
if you’re not the bill payer. The help available 
doesn’t have to be for you, if you’re an 
account holder or nominated carer you  
can register on behalf of someone else. 

Find out more at  
southwestwater.co.uk/priorityservices  
or call 0344 346 1010 or minicom 0800 169 
9965 (Text Relay is also available).

Our Priority Services Where to  
find out 
more 
We publish various reports and documents on our website 
to help customers find out more about what we do, our 
future plans and how we can help them.

Following feedback from you, publications such as  
our Annual Performance Report and Business Plan 2020-25 
have also been condensed into shorter customer summaries, 
so that you are able to access important information  
about our performance and future plans in a customer 
friendly format.

Visit southwestwater.co.uk to find out more.

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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Communication to customers regarding 
regulatory reform and markets
2019 Action: Ensure that we are providing information to 
customers active in the markets to enable them to work 
effectively

Developing markets

The new and emerging markets offer opportunities for 
choice, efficiencies and benefits for our customers and the 
environment, and we support the development of effective 
markets and have undertaken steps to further increase our 
engagement. We added this as a risk in last years statement 
as the regulatory environment continues to change, and with 
a new regulatory period beginning, we want to ensure that 
our customers and stakeholders are fully informed of market 
developments.

Recognising how important this area is, for the past two years 
we have included a section in our APR detailing how we have 
engaged in the development of emerging markets. This has 
covered areas such as business retail, developer services, 
new appointments and variations (NAVs), water resources 
and bioresources.
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South West Water operates an internal market 
data review programme to improve data quality, 
targeting items which impact on customers or 
financial settlement.

This activity has underpinned an improvement 
in Market Performance Standards (MPS) and 
Operational Performance Standards (OPS) 
measures retrospectively since market opening.

A significant reduction in complaints has been 
realised this year, and no trading partner disputes 
have been raised with South West Water. 

COMPLAINTS RECEIVED 

2018/19 

163

488

2019/20 

METER READING SERVICES
South West Water has offered meter-reading 
services for non-household retailers in the 
market since 1 April 2017 and we are open 
to working with any non-household retailers 
operating in our wholesale supply areas. 

To ensure ‘arm’s length’ compliance, standard 
commercial terms have been established as 
part of a formal contract. These terms are 
offered to all interested trading parties, including 
the associated group retailer. We provide 
meter reading services on behalf of retailers 
representing 95% of market supply points.

Engaging in the

EMERGING MARKETS

OUR EMERGING MARKETS

Since April 2017 non-household customers in England have been able to choose their retail  
water and wastewater service provider. The opening of the market was the most significant  
change in the water industry since privatisation. Its intention was to engender more choice  
for customers, stimulate competition and possibly drive efficiencies across the sector.

Business retail
ENGAGEMENT
To support market performance and retailer 
interactions, South West Water has dedicated 
structures in place. Outside of the wholesale 
field service delivery, our retail support functions 
comprise Service Desk, Account Management 
and Governance teams.

South West Water has a strong ethos of retailer 
advocacy and our goal is to ensure retailers and 
end customers receive excellent services. 

Non-household end customers are a key part 
of our customer base and we aim to ensure 
our plans reflect their needs. The businesses 
we serve through our wholesale business are 
a key part of our engagement plans. Through 
our retailer surveys we have sought the views 
of our non-household retailers so that we can 
explore and understand perceptions of the 
market and how they would like South West 
Water to support them now and in the future.

CREDIT ARRANGEMENT 
In addition to offering all credit options available 
under the Market Code, South West Water 
has also published its own alternative credit 
arrangement. Our Schedule 3 Alternative 
Credit Arrangement supports a wider group of 
retailers in meeting their credit requirements by 
providing a parent or other company guarantee.

MARKET PERFORMANCE
Our performance is reported monthly to 
the South West Water Executive, and is 
underpinned by the monitoring of in-flight 
processes and root cause analysis of any 
Service Level Agreement breach to highlight 
system and process improvement.

Developer services 
It is important that our customers understand 
their choices to provide water and sewerage 
services for their developer activities. 

Building upon our existing website we have 
continued to develop our self-lay area to provide 
further information and guidance including 
process charts, design guidance, updated 
charging information along with details of 
contractor accreditation and details on  
approved materials and construction methods.

Our developer services literature provides 
clear advice on the choices open to developer 
customers when providing infrastructure; from 
employing an accredited self-lay provider (SLP) 
or ground worker to requesting South West 
Water to provide these services. This allows 
developers to make an informed choice at the 
beginning of their construction projects.

All our quotes provide clarification regarding 
which construction elements are contestable 
and non-contestable. We have also taken 
several other measures to ensure that we 
can support the preferred choices of our 
customers. These include:

• strengthening our internal teams to focus  
on all activities undertaken by others 
through either the self-lay market for 
water mains or formal adoption processes 
for sewers. Independence from our team 
who administer the work undertaken by 
South West Water is important to maintain 
competition compliance

• maintaining our dedicated email address  
for self-lay providers to contact us

• hosting engagement events with our 
developer customers to remind them  
of their choices

• holding regular review meetings with  
self-lay providers operating in our area.

Operational performance Regulatory reportingOverview
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FUTURE PREPARATIONS
Over the past 18 months there has been 
a significant amount of change within the 
Developer Services world. This follows an 
industry-wide drive by the regulator, Ofwat,  
to improve services to developer customers.

These changes, each bringing a different 
challenge to the business, include:

• the introduction of the Developer Measure  
of Experience (D-MeX) from 1 April 2020.  
Our 2019/20 shadow year D-Mex score is  
85.64 which places us 6th in the industry. In the 
2020-25 reporting period, this performance 
would attract an outperformance payment.

• new charging arrangements building upon 
the change in 2018/19

• introduction of new Adoption Codes from  
1 April 2020

• further development of the competition 
markets through self-lay and Non-Appointed 
Variations (NAV) provisions.

Focusing upon the highest priorities our 
developer customers, we are making a number  
of improvements including:

• the creation of a Developer Services  
help desk to make us more responsive  
to customers

• strengthening of the team to provide 
increased resilience and a more focused 
approach to different customer segments 

• development of online facilities providing 
greater functionality and 
self-serve opportunities

• introduction of customer insight  
into the team to increase focus upon 
customer needs

• greater assurance in respect of competition 
compliance recognising the growth of 
the emerging Developer Services market 
through self-lay and NAV applications.

NEW APPOINTMENTS AND 
VARIATIONS (NAVS) 
In line with our expectations, NAV activity grew 
during the year. The active NAV in our area 
expanded the number of sites it serves within 
Devon and Cornwall, while pre-development 
contacts received also increased. 

We recognise the importance of treating  
NAVs as our customers and have responded  
to the anticipated expansion for both the  
number of NAVs in our region and sites supplied. 
Utilising best practice observed from the non-
household retail market, we have continued 
to refine our internal processes to manage 
operational, account management and billing 
queries.

The Company supports the ongoing 
development of the market and recognises 
that further opportunities to level the playing 
field for full service NAVs may exist. We are 
therefore actively engaging with interested 
parties within the industry to explore potential 
solutions that will create value for stakeholders. 

Water resources 
South West Water has already begun to use 
market approaches which will help deliver 
sustainable water resource use in the future. 

In 2018/19 we built our Bid Assessment 
Framework and in 2019/20 we used this to 
help develop a non-household water efficiency 
market platform. This will be rolled out in 2020, 
offering retailers a market for water efficiency 
opportunities. 

We have also used our Bid Assessment 
Framework for new resources including an 
approach to South West Water for the purchase 
of a disused quarry and lake in Cornwall. 

Our work on a regional water trading platform 
continued in the year with the development 
of a West Country Water Resources Group 
hosting website and the collation of information 
on all water-users and abstractors in the region. 

We will look to develop this further with the aim 
of ensuring the best use of water is made within 
the South West Water region and beyond. 

Bioresources 
We are committed to actively participating  
in the new bioresources market from 2020.

Over the last year, as part of our ongoing 
preparations, we have:

• continued sludge incineration trials with 
a third party services provider (MVV 
Devonport), so the Environment Agency 
can consider permit implications for the 
incinerator

• re-tendered our sludge haulage and 
biosolids recycling operations, which are 
already delivered by third parties

• updated our bioresources market 
information on our dedicated web pages

• completed the installation of improved 
sludge measurement equipment to  
facilitate market approaches

• continued to provide access, via our  
web pages, to a bioresources mailbox  
to enable interested parties to contact  
us about opportunities

• responded to contacts using our internal 
contact tracking system, which have 
included the following topics:

•  farmers interested in bioresources  
use on land

• commercial companies offering services.

As highlighted in our Business Plan we will 
focus on maintenance of our bioresources 
assets for 2020-25. 

During this time, we will be proactively 
approaching the bioresources market to 
understand potential market solutions, support 
future bioresources service delivery, and identify 
business opportunities to guide our future 
approach to enhancement of investment needs. 

The new and emerging markets offer opportunities for choice,  
efficiencies and benefits for our customers and the environment.  
We support the development of effective markets and have  
undertaken steps to further increase our engagement.

Regulatory reportingOperational performanceOverview

In Ofwat’s review of incumbent company support for effective 
markets (published in August 2020), we were identified as 
having strong performance across a number of areas, which 
we were extremely pleased with as we work hard to ensure we 
support all markets across the industry.

There were some areas where we still believe we can improve 
performance and have reviewed the content of the report and 
individual companies’ letters to compare performance against 
industry practice. A working group has been established that 
is aligned to the identified areas and will track progress in 
delivering improvements in relation to some of the services 
provided to NAVs, Self-lay providers and Retailers, including 
how we engage with these stakeholder groups, and ensuring 
that our policies reflect industry best practice. Examples of 
improvements we’ve made in these areas this year include:

Developer services
• Strengthening our internal teams to focus on all activities 

undertaken by others through either the self-lay market 
for water mains or formal adoption processes for sewers. 
Independence from our team who administer the work 
undertaken by South West Water is important to maintain 
competition compliance

• Maintaining our dedicated email address for self-lay providers 
to contact us

• Hosting engagement events with our developer customers to 
remind them of their choices

• Holding regular review meetings with self-lay providers 
operating in our area.

NAVs
• Actively engaging with interested parties within the industry 

to explore potential solutions that will create value for 
stakeholders

• Continued to refine our internal processes to manage 
operational, account management billing queries.

Previous actions continued

“The levels of support 
provided to the developer 
services market... South 

West Water were amongst 
the best performers 

in the sector.”

“South West Water is 
performing well relative 
to others in the sector.”

“South West Water [were] able to  
demonstrate that they provide tools,  

such as webinars and self-help guides,  
to help Retailers understand how particular 

policies, charging or services work.”

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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South West Water Risks, Strengths and Weaknesses Statement 2020

Communication to customers regarding 
regulatory reform and markets  
continued

2019 Action: Ensure that we are providing information to 
customers active in the markets to enable them to work 
effectively 

Regulatory reform
Greater certainty over reform of the regulatory framework 
has been provided through the announcement of South West 
Water’s Final Determination for the 2020-25 regulatory period, 
which we accepted in February 2020.

There remains a continued focus from Ofwat on the 
governance of companies in the water sector; in particular the 
introduction of a ‘social contract’ between water companies and 
their stakeholders. We have been an active voice in the sector 
on this topic and this concept was at the heart of our 2020-
2025 Business Plan, entitled ‘New Deal’. 

We maintain ongoing dialogue directly with the regulators 
and through sector-wide forums and we engage fully with 
consultations and proposed reforms of the regulatory 
framework.

We also include a section in our APR on regulatory reform, 
keeping customers informed on whether regulatory reform 
could result in changes to priorities or the service provided 
to customers.

2019/20 2020/21

Status Risk Risk

Previous actions continued

RISK REPORT CONTINUED

Principal risks: law, regulation and finance
A. CHANGES IN GOVERNMENT POLICY

STRATEGIC IMPACT MITIGATION AND COMMENTARY
RISK LEVEL
AND TREND RISK APPETITE

Finance and economy

Changes in Government  
policy may impact our ability  
to deliver the Company’s  
strategic priorities. 

The General Election in December 2019 has 
provided greater certainty over Government policy 
with the current UK Government supportive of the 
existing regulatory model. 

We continue to engage with all political parties, 
customers and wider stakeholders, both directly 
and via Water UK, demonstrating the value received 
from our operational performance and continued 
investment in the network infrastructure.

The UK Government has also committed to the 
£50 Government contribution made to household 
customers of South West Water being retained for 
2020/21. A further announcement will be made  
in subsequent years.

2020
Pre COVID-19

 i
Post COVID-19

 h
2019

n

We recognise that Government 
policy evolves and seek to minimise 
potential risk whilst maximising 
opportunities through regular 
engagement, communication  
and robust scenario planning.

B. REGULATORY REFORM

STRATEGIC IMPACT MITIGATION AND COMMENTARY
RISK LEVEL
AND TREND RISK APPETITE

Environment
Finance and economy

Reform of the regulatory 
framework may result in changes 
to our priorities and the service 
we provide to our customers. It 
may have a significant impact 
on our performance which can 
impact value.

Greater certainty over reform of the regulatory 
framework has been provided through the 
announcement of South West Water’s Final 
Determination for the 2020-25 regulatory period, 
which we accepted in February 2020.

There remains a continued focus from Ofwat on 
the governance of companies in the water sector; 
in particular the introduction of a ‘social contract’ 
between water companies and their stakeholders. 
We have been an active voice in the sector on  
this topic.. This concept was at the heart of South 
West Water’s 2020-25 Business Plan, entitled  
‘New Deal.’

We maintain ongoing dialogue directly with the 
regulators and through sector-wide forums and 
we engage fully with consultations and proposed 
reforms of the regulatory framework. 

A number of temporary regulatory changes have 
been introduced in response to COVID-19; in 
particular wholesaler support for the retail market. 
The speed at which these changes are being 
introduced has impacted on the ability to fully 
consult with regulators and increases the possibility 
that these changes are detrimental to the South 
West Water’s activities.

2020
Pre COVID-19

n
Post COVID-19

 h
2019

n

We accept that regulatory reform 
occurs and seek to leverage 
opportunities where possible and 
minimise the negative impact of 
regulatory reform by targeting 
changes which are NPV neutral 
over the longer term to protect 
customer affordability and 
shareholder value.
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C. COMPLIANCE WITH LAWS AND REGULATIONS

STRATEGIC IMPACT MITIGATION AND COMMENTARY
RISK LEVEL
AND TREND RISK APPETITE

Environment
Finance and economy

South West Water is required 
to comply with a range of 
environmental laws and 
regulations.

Non-compliance with one, or  
a number of these, may result 
in financial penalties, a negative 
impact on our ability to operate 
effectively and reputational 
damage which could affect 
shareholder value.

South West Water operates a robust and mature 
regulatory framework which ensures compliance with 
Ofwat, Drinking Water Inspectorate, Environment 
Agency and other relevant requirements, which is 
subject to regular Executive review.

All regulatory changes are subject to detailed  
review and, where necessary, internal processes  
and systems are adjusted to ensure compliance. 

South West Water also maintains a comprehensive 
framework to ensure compliance with corporate 
laws and regulations. This is reinforced through key 
policies such as the Code of Conduct, Supply Chain 
Code of Conduct and Anti-Slavery. Additionally, the 
Group’s Speak Up whistleblowing process allows 
any concerns to be raised confidentially and robust 
processes are in place for investigating these.

2020
Pre COVID-19

 h
Post COVID-19

 h
2019

n

South West Water has the highest 
standards of compliance and has 
no appetite for legal or regulatory 
breaches.

D. MAINTAINING SUFFICIENT FINANCE AND FUNDING, WITHIN OUR DEBT COVENANTS, TO MEET ONGOING COMMITMENTS

STRATEGIC IMPACT MITIGATION AND COMMENTARY
RISK LEVEL 
AND TREND RISK APPETITE

Finance and economy

Failure to maintain funding 
requirements could lead to 
additional finance costs and put 
our growth agenda at risk.

Breach of covenants could result 
in the requirement to repay 
certain debt.

South West Water and the entire Pennon Group 
have mature treasury, funding and cash flow 
arrangements in place and the impact of political, 
economic and regulatory risks on the Company’s 
financing commitments and cash flow is regularly 
reviewed by the Executive and Board.

The Company operates with a strong liquidity 
position and a diversified funding mix. Funding is 
in place at effective average interest rates below 
many in the sector, with prefunding and headroom, 
including revolving credit facilities, available to meet 
future funding requirements.

South West Water is prefunded well into the 2020-25 
period and is already identifying further funds into 
the period. These funds include £245m provided 
through Pennon’s pioneering Sustainable Funding 
Framework. 

The strength of our position provides the Company 
with added resilience in the event of short-term 
volatility as a result of COVID-19.

2020
Pre COVID-19

n
Post COVID-19

n
2019

n

We operate a prudent approach  
to our financing strategy in order 
to ensure our funding requirements 
are fully met.

Operational performance Regulatory reportingOverview
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Updates to our risks, strengths and weaknesses

As part of our review into how we can better communicate with our customers and 
stakeholders, we have reviewed how we present our risks, strengths and weaknesses 
in this document.
The table below shows how our actions in 2019/20 have impacted on the risks, strengths and weaknesses for 2020/21. 

New Area 2019/20 Status 2020/21 Status

MPS / OPS data reporting n/a

Communication to customers during Covid-19 pandemic n/a

Reporting of WaterShare+ to customers n/a

Reporting under the consistency measure methodologies

Reporting of ODI performance to customers

MCERTs compliance n/a

Valuing water use in a changing environment

Our websites

Communication to customers regarding regulatory reform

Customer awareness of information

Engagement with developer services customers n/a

Weakness

Strength 

Risk 

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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Actions and commitments 

Issue Action When

Valuing water use in a 
changing environment

Support the development of the new visitor centre at 
Roadford Lake as well as education programmes to 
promote the value of water

November 2021

Our websites Improve the MyAccount offering on our websites 
to ensure it meets the needs and expectations of 
our customers

September 2021

Communication to customers 
regarding regulatory reform 
and markets

Ensure that we are providing information to customers 
active in the markets to enable them to work effectively 

September 2021

Customer awareness  
of information

Continue to develop our communication around 
publication of documents so that customers are aware 
of what is available

September 2021

Engagement with developer 
services customers

Following feedback received by Ofwat, ensure 
that we improve our communication to developer 
services customers

September 2021

We will track these actions and provide an update for our customers and stakeholders through the next Risks, Strengths and 
Weaknesses exercise.

http://www.southwestwater.co.uk
http://www.bournemouthwater.co.uk
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