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In 2014, we contacted over 30,000 customers, We think it’s vital for us to be able to measure and understand whether we’re

Continuing to our regulators and the Yorkshire Forum for Water achievi.rzjg thise P(WJut.col’r]ﬂes in the neafr and Ion?—termguture. So, v\\//\t/e’Ye wo_rkded width . There is more
meet and better Customers (the forum) to ask them what they you to identify the right measures of success for each outcome. We've tried to identify : h
our performance wanted us to focus on. We used vour feedback measures that meet your needs and the needs of regulators and other stakeholders. information about our
commitments * V! So, for each outcome there are several measures, known as performance commitments, performance in our annual
to define seven key long-term themes, known and there are 26 of them. ¢
as customer outcomes, which have formed the performance report -
22 f 26 basis of our ﬁve-year plan, known as our AMP6 These commitments are our promises to you and we want to make sure you can click
o 2015-2020 business plan. clgar\y see how we are performing against them. Our regulator, waat, and the.forum
will hold us to account for our performance against these commitments. The diagram
below shows our seven customer outcomes and performance commitments.
| _— We provide you with water that is clean and safe to drink We make sure that you always have enough water
These are ( o ) ( o ) ( o ) ( o ) ( o )\ ( °© 1 [ © )
the customer s : : N\ : : N\ : : N\ [ : : \ (¢ N ) (7 S ) (7 S ) (7
outcomes
Drinking water Drinking water Corrective Long-term Leakage Water use Water-supply Long-term
quality compliance quality contacts actions stability and Target Target interruptions stability and
— Target Target Target reltiabilityl_otf Less ﬂ?an or Less tI?an or Target r:liabil:ty °fk
100% Less than or Less than or water quality equal to 287.1 mega equal to 138.3 litres Less than or water networks
Result equal to 6,108 equal to 6 Target litres per day per day equ_al to Target
These are the 99.949% Result Result Stable Result Result 12 minutes Stable
performance 6,368 1 corrective Result 270.8 mega litres 135.0 litres Result Result
outcomes action Stable per day per day 7 mins 34 secs Stable
R\ ~ Q/‘ :
We take care of your wastewater and protect you We protect and improve the water environment b\o
and the environment from sewer flooding
( o ) ( o ) ( o ) ( o \ ( o ) ( o ) ( o \ ( o ) ( o ) ( o \
G4 S (¢ S (¢ S (¢ 3 < S (¢ S (¢ S (¢ SN (7 N (7 )
Internal External Minor and serious Long-term stability Bathing water Working Visitor Land conserved Length of river Long-term
flooding flooding incidents and reliability Target with others satisfaction and enhanced improved stability of
Target Target Target of watstev:(ater More than or Target Target Target Target waste\ll_vtater
Less than or Less than or Zero serious networks equal to 15 More than or Survey and 11,736 hectares More than quatity
equal to 1,919 equal to 10,487 pollution incidents Target Result equal to 4 publish annually by 2020 or equal to Target
Result Result Less than or equal to Stable 16 bathing waters Result Result Result 440km by 2020 Stable
1,602 incidents 9,139 incidents 211 minor incidents Result exceeded required 11 solutions Published 11,806 Result Result
Result Stable standard 459km Stable
7 serious incidents
159 minor
@1 @[ ncidens @ L @ L @1 @1 @1 @1 @1 @1

We provide the level of customer service 9 We keep your bills as low as possible We understand our impact on the wider %
you expect and value (3\ environment and act responsibly _g
(o (o (o _— (o ) (o ) (o o o
@ Indicates if we are meeting ( ( ) Y ( ( ) N ( ( ) ) ( ( ) Y ( ( ) N ( ( ) ) [ ( > Y[ ( y )
our regulatory target. N . . . N
. ] . Measure of Overall customer Service commitment Helping Bad debt Value for money Waste diverted Generating
Indicates if we are not meeting customer service satisfaction failures you pay from landfill energy
our regulatory target. Target Target
Target Target Target Target Less than or To improve Target Target
More than or To improve Average of 2015-2020 Publish annually equal to 3.16% 2015-2020 More than or More than or
equal to 84.0 2015-2020 performance to Result Result performance on equal to 95% equal to 12%
Result performance on be less than the 35,939 3.06% average compared Result Result
83.2 g ed ge of the last customers to 2010-2015 99.6% 14.6%
to 2010-2015 3 years of 2010-2015 helped Result
Result Result 79.6%
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H H %) Email: @ Post: @ Want to know more
Get in touch with us: © Email P
) ) " publicaffairs@yorkshirewater.co.uk Regulation Department about what we do? g
If you would like to give us feedback on our . Yorkshire Water, Livingstone Visit our website g
risks, strengths and weaknesses, please get in @ Website: House, Chadwick Street, click here

touch with us using the details on this page. www.yorkshirewater.com/contactus Leeds, LS10 1LJ YOkah | rewater
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