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Welcome to our 2019/2020
Annual Performance Report

This is our fifth Annual Performance Report and it covers the period from
April 2019 to March 2020. This is the last Annual Performance Report for Asset
Management Period (AMP) 6. It tells our customers and stakeholders about
the progress we are making to deliver our commitments as well as providing
information on our service levels, cost information and financial performance.

This Annual Performance Report provides information required by Ofwat (the Office of Water Services),
the body that regulates the water sector to protect customer interests.

We have made some changes to our Annual Performance Report (APR) since its first publication on

15th July 2020. The information in our APR goes through several checks before it reaches you, this is to

reduce the risk of errors within it. Sometimes, despite our checks, minor errors find their way into our report.
Rather than just correcting those errors in our APR, we thought it would be better to be open and transparent
and tell you about them. We want to make sure we deal with any changes appropriately and in a timely fashion.
We want to be proactive with how we tell you about them at an early opportunity. That’s why we have
produced a change log.

Click here to view our change log: yorkshirewater.com/reports

Our objective is to have zero errors in our APR, so every correction we have had to make is one too many.
We want to improve our performance in future years, so we will learn from these corrections and improvements.

We have left the original version of our APR in the archive section of our reports webpage for reference.

Definition
Asset Management Period (AMP)

An ‘Asset Management Period’ is the term given to the five-year period covered by a water
company’s business plan. AMP1 refers to the first planning period after the water industry was
privatised and this covers the period from 1990 to 1995. We are currently in AMP7, which covers
2020 to 2025 and we will report on the financial year 2020/2021 in our next APR.
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Get in touch with us

We welcome your comments and feedback
on our Annual Performance Report.

If you have any questions, comments or would like to
give us feedback on our Annual Performance Report
or any of our other publications please get in touch
with us using the contact details on this page.

Please do not hesitate to get in touch if you
would like a paper copy of this report.

You can contact us in
the following ways.

Email: publicaffairs@yorkshirewater.co.uk

Sending comments via our website link:

yorkshirewater.com/contactus

Facebook message us:

@yorkshirewater

Or posting them to us:
Regulation Department
Livingstone House
Chadwick Street

Leeds

LS10 1LJ
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Navigating
this document

Contents page

The contents page is linked to every section within this document.
Clicking on a specific section will instantly take you to it.

@ Click on the contents button to return to the contents page.
o The back button returns you to the last page you visited.

0 This button takes you to the previous page.

o This button takes you to the next page.

There are also many other clickable links within this document which we’ve made easy
to spot by underlining and highlighting them in blue. If you click on one of these links,
but then wish to navigate back to the page you were viewing previously, simply click the
‘Back’ button at the top of the page.

0>
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Guide to our Annual
Performance Report

Reading our APR

Our Annual Performance Report (APR) is designed to be read on screen using
a PDF viewer. You can print our APR if you prefer, but because it’s quite a long
document you may wish to print in black and white and use the contents page
to print the sections you wish to read.

Information is just a click away

To navigate quickly to the section of the APR you are interested in, simply
click on the section on the contents page. We have included links like this
throughout our APR. Look for the hand icon on your PDF viewer to help
you quickly navigate.

Definitions

We have included definitions on the same page as the content to make it easier
to understand. You can find our full regulatory glossary on our reports webpage:
yorkshirewater.com/reports. An example for outcome delivery incentives is
shown below:

to the delivery of our five-year plan. ‘Rewards’ allow us to charge more over the next five years (in this
case, 2020-2025), while ‘penalties’ require us to charge less. Some of these ODIs measure performance
in each of the five years of our current plan, while others apply only to the whole five years.

o
|
Outcome Delivery Incentives (ODVI’s)
ODls is a collective term for the financial incentives - positive and negative - that Ofwat has applied

Help

Throughout our APR we will provide additional help in the form of:

Additional information:
These will provide useful information to help explain our APR.

What does this mean?

We will explain some of the more complicated technical language in plain English, providing helpful
examples where appropriate.
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Contents

This report is set out into colour-coded sections to
help you navigate the report easily. Click on the section
you are interested in on the contents page and it will
navigate you to that section.

The report is structured as follows:

. Introduction 10

This section includes information on how to navigate
this report and an introduction to what we do here at
Yorkshire Water.

. Board statements 20

In this section you can find a Board assurance
statement confirming our commitment to publish
trusted information and the Board statement on our
company direction and performance.

. Introduction to our performance 29

In this section, we explain what our customer
outcomes and performance commitments are
and how the financial rewards and penalties work.

. Review of our performance 46

In this section, we explain how we are performing
against our performance commitments and our
methodology for how we calculate outcome
delivery incentives.

. Our process to provide information you can trust 106

This section summarises the assurance activities we
have completed for the information in this report
and the steps we are taking to improve trust in

our information.
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Our governance

In this section, we include information on our company
structure and how we are governed.

Regulatory information

This section includes the information that we
must report to our economic regulator, Ofwat.
Information is shown in tables with supporting
explanatory commentary.

Risk and compliance statement

In this section we set out how we have complied with
the statutory, licence and regulatory obligations where
Ofwat is our regulator.

Financial auditor’s opinion

This section includes a statement from our financial
auditor, Deloitte.

Technical assurance statement

This section includes a statement from our technical
assurance provider, Halcrow.

Accounting separation methodology statement

This section provides information on the methodology
used to produce the regulatory financial information.
It includes details on how costs are allocated across
different elements of the business.

Disclosures

This section includes the disclosures required
by our regulator, Ofwat.

Performance commitments in 2020-2025

In this section we provide further information
on selected performance commitments for the
2020-2025 period.

140

152

279

294

299

308

349

399
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Annual performance
report highlights

Section 4 - Review

of our performance

This is a summary of our performance
throughout the year and includes
information on how we have checked
and assured this information so that our
customers and stakeholders can trust it.

We have included:
» A performance summary

» Outcome performance information
on how we are doing in meeting
the commitments we made to
our customers.

Lot Bt s R Bl oty o

Customer Outcome: We provide you with water
that is clean and safe to drink

m Results 0084

Target: Waunfortunataly ddn't meet
sur ambizious target af WO%

yaar
with other water sompanies?

E

Cutcome delhvery incenthves table

}:“}"

Contents  Back
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Contents

This report is set out into colour-coded sections to
help you navigate the repert easily, Click on the sectien
you are Interested In on the contents page and It will
navigate you to that section.

The report s structured as follows:

. Introduction 1

This section includes infermatien an how to navigate
this repart and an Introduction to what we do here at
Yorkshire Water,

"

. Board statements 20

In this finda

statemant confirming our commitment to publish
trusted information and the Board statement on our

and perf
3 Inlroﬂ:ﬂnnhmpaﬁoﬂn:nn 29
I thi: i plaln what aur
s and parf <] s are
and how the rewards and ties work.
4._Review of our performance 48

Ir this saction, we axplain how we are perfarming
against our performance commitments and our
methodology for how we calculate outcome
delivery incentives.

5. Ourprocess to provide information you ean trust 106

This section summarises the assurance activities we
h for the Inf in this report
and the steps we are taking to improve trustin

our Information.
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Our governance

In this section, we include Information on our company
structure and how we are governed.

Regulatory information

This section includes the information that we
must report to our economic regulator, Ofwat.
Infarmatien is shown in tables with supporting
explanatory commentary.

Risk and compliance statemant
In this section we set out how we have complied with

the statutory, licence and regulatory obligations where
Ofwat is our regulator.

Financial auditor's opinion

This section includes a staterment from our financial
auditer, Dalaitte.

Technical assurance statement

This section includes a statemaent from our technical
assurance provider, Halerow.

Accounting fon m logy stat

This section provi i ion on the

used to produce the regulatory financial information.
Itincludes dotails on how costs are allocated across
different elements of the business.

Disclosures
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140

152

e

294

Section 8 -

Regulatory information

This includes all the information that we
must report to our economic regulator,
Ofwat. Information is shown in tables with
supporting explanatory commentary.

It includes:

* Regulatory financial reporting -
information on our overall financial
position and a breakdown of our costs.

* Price review and additional segmental
reporting - financial information by
price control and our underlying
operational processes.

Additional regulatory information.

This section includes the disclosures required
by our regulator, Ofwat.

Perfermance commitments in 2020-2025
In this section we provide further informaticn

on selacted performance commitments for the
2020-2025 poriod.

W Gt s e

Other disclosures

AP b s Rt el -ty B

ey rever et mithin Bactiom ¥ o oo govemance

Corporate structure

Appendix 4 - Disclosures

Ofwat has specified the requirement of
certain disclosures which are included
in this report.

Some disclosures are the same as those
in the Annual Report and Financial
Statements but are shown in full within
this document, to enable this report to
be a standalone document.
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In this section

01.

We start the introduction by listing the
supporting documents that we publish
alongside our Annual Performance
Report which provide additional N
information on our services and
performance. We also provide links
to some useful websites where you
can get further information.

03.

Finally, we include some information

on who we are, and what we do.
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Supporting publications

We publish a suite of documents alongside our Annual Performance Report
which provide additional information on our services and performance.

Our performance
at aglance

Some of our customers told us they
wanted to see a shorter version of
our performance summary. So, we
have also produced a document
showing our performance at a
glance. This document shows how
we are performing against our 26
performance commitments on a

single page.

yorkshirewater.com/reports

Risk and
Compliance
Statement

YorkshireWater

Our
performance
summary

Risk & Compliance
Statement

Our Risk and Compliance Statement
provides confirmation that we have
complied with the requirements of
our licence to operate as a water
supplier and the requirements set
out in law.
yorkshirewater.com/reports

Our Performance Summary

This is @ summary of our Annual
Performance Report. We have
written our performance summary
in collaboration with our customers
and the Yorkshire Forum for

Water Customers.
yorkshirewater.com/reports

Trusting the
information
we publish

Our data assurance summary
for2019/2020

Yorkshire

Forum for
Water Customers

YorkshireWater

Data Assurance Summary

Our Data Assurance Summary
provides information on the
outcome of assurance we carry
out throughout the year.
yorkshirewater.com/reports

Yorkshire Forum for Water
Customers Statement

The Yorkshire Forum for Water
Customers has published an
independent statement on our
performance. This report achieves
the Plain English Crystal Mark.
You can view the statement here:
yorkshirewater.com/yorkshire-
forum-for-water-customers



http://www.yorkshirewater.com/reports
http://www.yorkshirewater.com/reports
http://yorkshirewater.com/yorkshire-forum-for-water-customers/
http://yorkshirewater.com/yorkshire-forum-for-water-customers/
https://www.yorkshirewater.com/yorkshire-forum-for-water-customers
http://www.yorkshirewater.com/reports
http://yorkshirewater.com/reports

Accounting
Separation
Methodology
Statement

Risks,

Strengths &
Weaknesses

Statement

November 2019

Accounting Separation
Methodology Statement

This document includes the
enhancements made to processes
this year and details the methods
of the allocation of totex costs
between price controls, as well as
the allocations for the upstream
services. This is included in
Appendix 3 of this APR.

Summary of our Risks,
Strengths, and Weaknesses
Statement

This document provides a
summary of our Risks, Strengths
and Weaknesses Statement. It
includes our approach to gathering
information and our targeted areas
of assurance. This report achieves
the Plain English Crystal Mark.
yvorkshirewater.com/reports
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Trusting the
information
we publish

LA Vrkshiawie:

Annual
Performance
Report Board
Statement

Published July 2020

Other publications

To respond to the needs of our many stakeholders we publish a number of other documents on our
performance and plans, along with additional information for specialist groups and to fulfil legal requirements.

Kelda Eurobond
Co Ltd Accounts

Kelda is the owner of
Yorkshire Water. This
publication provides
information on Kelda’s
performance.
keldagroup.com/
investors/document-
library

Definition
Risk

;2RKSHIRE WATER

Final Assurance Plan

The Final Assurance Plan

explains our approach to how

we check our information so that
you can have trust and confidence
in the information we publish

on our website.
yvorkshirewater.com/reports

Board Statement on our
company direction and
performance

This statement sets out how

we are delivering for our customers
and stakeholders that rely on our
service. This is included in

Section 2 of this APR.

Yorkshire Water Annual
Report and Financial
Statements

Our Annual Report and Financial
Statements (ARFS) provides
information on our financial
performance and how we are
progressing with strategic business
objectives. This report is written
mainly for our shareholders and
investors but is available to everyone.
yorkshirewater.com/reports

An uncertain future outcome that, if it occurs, will have negative effects on the quality of our publications.
A risk is assessed both on the probability of it occurring and, on the impact, should it occur.

Definition

Ofwat

The Office of Water Services, which is
the economic regulator of water services
in England and Wales.

Additional information:

The Risk and Compliance Statement and
the Accounting Separation Methodology
Statement and included within this APR
and also published separately.



http://www.yorkshirewater.com/reports
http://www.yorkshirewater.com/reports
http://www.yorkshirewater.com/reports
http://keldagroup.com/investors/document-library
http://keldagroup.com/investors/document-library
http://keldagroup.com/investors/document-library
https://www.keldagroup.com/investors/document-library

Contents Back

Annual Performance Report 2019/2020 - February 2021

Supporting websites

We can’t always fit all the information we would like to into our APR, instead we reference websites
which contain useful supporting information.

External websites

Discover Water

Some of our information is published on the Discover Water website,
allowing customers and stakeholders to see comparative performance
between water companies easily.

discoverwater.co.uk

Ofwat

Ofwat also publish information about how companies are performing
in reports and publications. These can be found by visiting
ofwat.gov.uk

Consumer Council for Water (CCWater)

CCWater have assessed how well water companies are delivering

in a number of areas that matter the most to customers. Each area has
i . been assessed and graded and we have been ranked fourth at the
Voraronty compaies time of this publication. You can see the results on the link below.

_ ccwater.org.uk/households/company-performance

Our websites

Our Performance - How we’re doing

We want to let you know about how we’re doing in delivering water and waste services and how we’re operating
as the leading responsible business that we strive to be. Here on this webpage we share lots of information on we
are performing against our performance commitments. yorkshirewater.com/our-performance

Yorkshire Forum for Water Customers

This webpage provides details of the membership of the group, minutes of recent meetings and information on
the challenges which the Forum have provided during their ongoing customer consultation. It also includes the
independent reports published by the Forum. yorkshirewater.com/yorkshire-forum-for-water-customers

Corporate governance and structure

This webpage provides information on the members of the Board,
our company structure chart and corporate governance terms of
reference and policies.

yvorkshirewater.com/about-us/what-we-do/corporate-governance-and-structure

These webpages can be found on our ‘About us’ webpage.
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Finding our reports

Our publications can be found on our reports page. You can navigate to our reports page from our
Yorkshire Water homepage or by clicking on ‘About us’ located at the top of our homepage.

View our company
reports.

Here youl find all olsr company reports which tel
you how we're performing and the services we
provide.

Wi our reparts

Our reports

Our reports webpage

At the top of the reports webpage you will
find a link to this report and supporting
publications. Further down the webpage,
there is a video on our performance and
governance.

At the bottom of the reports webpage you
can find our assurance related publications
like our Risks, Strengths and Weaknesses
Statement and our Final Assurance Plan.
We have also created an archive of our
reports from earlier years.
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What have we changed

in our APR?

We have continued to use the same format for this report that we used in our 2016/2017, 2017/2018
and 2018/2019 APR. We receive feedback from our customers on our APR each year. To continue to meet
their expectations we have made a few improvements to our APR.

Finding your way

To improve navigating our APR
onscreen, we have added the
following functionality:

» Arrow buttons on the page
to take you forward to the
next page or backwards to
the previous page.

» A contents button to return
to the contents page.

* A back button to return you
to the last page you visited.

Better tables

Some of our customers told

us that some of the larger
tables in our APR were difficult
to read. We have made the
following changes:

* Redesigned every data table
to improve readability.

* Rotated some tables to
landscape format.

* Moved tables 4K to 4W out
of our APR and made them
available in Excel format.

* Included weblinks in our APR
to the Excel tables where
appropriate.

It’s in the balance

Some of our customers told
us that we could improve the
balance of graphics to text.
We have made the following
changes:

* Broken up large blocks of
text with graphics.

* Enhanced the commentary
on our APR tables by making
it more succinct where
possible.

* Moved the ‘Assurance
Framework’ sub section to
Section 5. Our process to
provide information that can
be trusted.

You can read about the other improvements we have made to our reports in Section 6.
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Yorkshire Water at a glance

We supply water and wastewater services and are
custodians of essential infrastructure and the natural
environment. We do all of this for about £1 a day for
the average customer, amongst the lowest water
and wastewater bills in the country.

I Operational boundary
Water service

I Operational boundary
Sewerage service

Annual Performance Report 2019/2020 - February 2021
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What
we do

We provide essential water and wastewater services

to the people and businesses of the Yorkshire and Humberside
region, playing a key role in the region’s health, wellbeing

and prosperity.

2 e 2

Investing over :
£1mevery day Managing 28,000 I\:afl;l:as;:rs ;:lbsn

to maintain and hectares of land
enhance Yorkshire’s to protect water quality r:“,'i:riﬁ yrs:::ner
network of water & enable recreational P servicge when
pipes, pumps and opportunities it's needed
treatment works

Collecting, treating
and supplying around
1.3bnlitres
of water every day

&

Alldelivered by
around 3,500 employees

Recycling nutrients using a fleet of over

and generating 2,000 vehicles and
energy from leftover increasingly complex
human waste technology, delivering
for today and planning

for the long-term

Collecting, treating,
and safely returning
to the environment
1bn litres
of water every day

Find out more about what we do here:
yorkshirewater.com/more-than-water
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In this section

We start section 2 with an assurance
statement from our Board. This is where
our Board confirms that the regulatory

accounting statements in the APR have w
been completed in accordance with the
Regulatory Accounting Guidelines.

We also include a statement on
company direction and performance.
This statement shows how our Board
sets and reviews our ambitions and
targets so that we deliver our goods
and services for all our customers
and stakeholders who depend on

our services.

Finally, we include a link to the
statement from the Yorkshire Forum

for Water Customers (the independent
customer challenge group).
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Board assurance

statement

Our aim is to produce an Annual Performance Report
that covers the key information that our customers
and stakeholders have told us they want to see and
are interested in, while also meeting the requirements
of our regulator, Ofwat.

We believe that good assurance needs to be provided at
the right time, proportionate to the level of risk identified,
asking the right questions and producing good evidence
to support the statements made within this report. Our
assurance approach is risk based (this means that we

place more focus in areas that are higher risk) and uses

a method called ‘three levels of assurance’. The first level

of assurance is from management controls in our front-

line operations which measure performance throughout
the year. The second level of assurance consists of line
management reviews and reviews by oversight teams

with specialist knowledge such as our finance, regulation
and legal teams. The third level of assurance is provided
through independent assurance which includes our Internal
Audit function and external auditors. This approach is best
practice and is described in more detail later in this report,
in our Assurance Plan and in our Data Assurance Summary.

To satisfy ourselves that the information is accurate and
accessible, all elements of the report are subject to an
appropriate assurance process. In particular:

» Qur assurance processes for annual reporting are
certified to the British Standard ISO9001:2015
Quality Management System. This is best practice
and externally verified.

e The assurance process includes checks and reviews of
data throughout the year then additional audit checks
and challenges by Data Providers, Data Managers,
Senior Managers and Directors ahead of publication.
The assurance process also includes review and
challenge by our financial auditor, Deloitte, and our
technical auditor, Jacobs. We have reviewed and
actioned all findings from these assurance processes.

* We have worked with the Yorkshire Forum for Water
Customers, and listened to customer’s feedback,
to ensure we meet our ambitions for a document
that is accessible for all customers.

* The outputs from the assurance processes have been
reviewed and challenged by the Board Audit Committee.

The Company is required by the terms of the Instrument

of Appointment to prepare regulatory accounts for each
financial year in accordance with Condition F of the
Instrument of Appointment and the Regulatory Accounting
Guidelines. In preparing the regulatory accounts, the

Board ensures that appropriate accounting policies have
been adopted and applied consistently, that applicable
standards have been followed and that reasonable and
prudent judgements and estimates have been made.

The Board confirms that the APR sets out how the
regulatory accounting statements have been completed
in accordance with the Regulatory Accounting Guidelines.

So far as the Directors are aware, there is no relevant
audit information of which the company’s independent
technical and financial auditors are unaware. The Directors
have taken all the steps that they ought to have taken

as Directors in order to make themselves aware of any
relevant audit information and to establish that the
company’s independent auditors are aware of

the information.

The Board of Yorkshire Water understands that it is
accountable for the quality and transparency of the
information provided within this report. The Board has read
the report, reviewed the content and owns the information
that is presented. The Board has obtained comfort from
the Board Audit Committee that there are appropriate
controls and assurance processes in place regarding the
information contained within the report.

The Board Audit Committee reviewed the processes

and approach to delivery of the APR on 25 March 2020
and then reviewed the completion of the process, including
receiving the assurance findings from the independent
financial auditor and the independent technical auditor,

on 8 July 2020. At these meetings, appropriate enquiries
were made on the executive team and the relevant
experienced members of staff involved in delivering the
APR, in particular the Director of Strategy and Regulation
and also the independent financial auditor and the
independent technical auditor. In between these meetings,
the Board members were provided with draft versions of
the developing report and have been able to review and
provide comment.

At the Board meeting on 8 July 2020, following feedback
from the Board Audit Committee and having made
reasonable and relevant enquires, the Board considers
that there are appropriate systems, controls and assurance
processes in place regarding the information contained
within the report. At the Board meeting on 8 July 2020,
the Board approved the APR, including the wording

of this Board Assurance Statement, and approved the
release of the APR for publication. The Board authorised
the Company Secretary to sign this Board Assurance
Statement on behalf of the whole Board.

(et
Kathy Smith,
Company Secretary

Signed for and on behalf of

the Board of Directors of Yorkshire Water 22
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Board statement on
company performance
and direction

Our 5 million customers who live in Yorkshire, and the millions of people

who visit Yorkshire each year, rely on our services for their basic health and
lifestyle. Approximately 140,000 businesses use the water we supply to provide
goods and services that support the economy - not only in Yorkshire, but across

the United Kingdom, and beyond.

This statement shows how our Board sets and reviews
our ambitions and targets so that we deliver our goods
and services for all our customers and stakeholders (those
with an interest in our business) who depend on Yorkshire
Water. Within this statement, we also provide information
on the relationship between our financial performance,

rewards for our executives and how we deliver our services.

This statement has the following sections.

* How we set our ambitions

* How we monitor performance and make decisions
* How we involve our customers and stakeholders

* How we change and update our commitments

» How we have performed in 2019/2020

* How we balance the relationship between financial
performance, rewards for executives and delivering
our services.

How we set our ambitions

The water industry works in five-year asset-management
periods (AMPs). One of the main aspects of the regulatory
framework that supports this five-year planning cycle is
called the price review. The price-review process sets the
prices we charge, investment we make and services we
provide to customers in each AMP. We have just started
asset-management period 7 (AMP7), which covers the
period from April 2020 to March 2025.

In 2018 we published our plan for AMP7, setting out
how we proposed to maintain and improve water and
wastewater services in Yorkshire to ensure resilience
and sustainability for the short and long term; all at a
fair and affordable price to customers in their water bills.
We built our plan having engaged with our customers
and regulators to understand their priorities. We used
the feedback we received to define our big goals and

to develop measures that support these goals.

These are known as our performance commitments and
these are our promises to you. There are 43 performance
commitments in AMP7. We will first report on these in our
new quarterly performance report, which will be published
in September 2020. The annual performance report of July
2021 will provide performance against the first year of these
new performance commitments. You can find our plan for
AMP7 at: yorkshirewater.com/ourbusinessplan

It is Ofwat’s role, as economic regulator to review the
five-year plans prepared by English and Welsh water
companies and provide a Final Determination that sets
the revenues and service levels for each company for the
next five years. In early 2020 we asked Ofwat to refer their
final position on our plan to the Competition and Markets
Authority (CMA) to carry out a redetermination. We did this
because our assessments showed that Ofwat’s proposals
would not enable us to ensure resilient and best value
services for customers in the short and long term. Three
other water companies also took this step. The CMA has
started their review and has confirmed this will conclude
in 2020/2021. In the meantime, we will continue to deliver
our plan in line with Ofwat’s requirements.

As well as delivering against our regulatory
performance commitment targets, we must keep to
a range of legal obligations and broader duties to
customers, the environment and other stakeholders.
You can find more details of how we identify these
requirements, and manage the risks of keeping to
them, in our risk and compliance statement.

Throughout 2019/2020, we have taken the opportunity to
re-set our company purpose, ambition and behaviours to
prepare us for the new five-year period and for a period

of business transformation. We have spent a lot of time
talking to customers and colleagues about what that sense
of purpose means and how we should best articulate it for
the period ahead. We also looked at how that purpose
could be translated into a set of behaviours, setting out
how we act, both as an organisation and as individuals.
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One of the things which makes Yorkshire Water so
distinct is the shared sense of commitment and purpose
felt by everyone at the company. This runs very deep in
our colleagues, from the front-line teams through to the
Board and it helps to guide the decisions which we make.

This process has resulted in a new purpose statement,
vision and set of behaviours.

“to play water’s part in making
Yorkshire a great place to be,
now and in the future.”

“to put people at the heart of

everything we do.”

we own it, we're always
learning, we’re better together
and we have heart.

How we monitor our performance
and make decisions

There have been some important changes to the Board

in the last year. Richard Flint stepped down as Chief
Executive Officer (CEO) at the beginning of September
2019 and Liz Barber, previously Chief Financial Officer,

was appointed as our new CEO. Andrew Merrick has also
joined the Board as a Non-Executive Director. His extensive
financial experience will be invaluable to the Board and
equips him perfectly to be chair of the Board Audit
Committee. Over the last six months, the leadership team
has been reshaped to ensure we have the right skills to lead
the company into the new five-year asset management
period. To start with this involved changing some existing
roles, with Jenni Morris becoming Chief People Officer and
Nevil Muncaster taking on the role of Chief Strategy and
Regulation Officer. We have now made some additional
external appointments, with Andy Haywood joining as
Chief Technology and Information Officer, Mark Horrobin
joining as Chief Operating Officer and Chris Johns
becoming Chief Financial Officer.

The Board makes all decisions with a view to the

longer term. The long-term strategy of the business was
published in 2018 and is due to be reviewed and updated
as appropriate over the next 12 to 18 months. This strategy
looks 25 years ahead and takes into consideration the
long-term forecasts for Yorkshire in many areas such as

population growth, water consumption and climate change.

Each year the Board considers the long-term viability of
the business and makes a statement on this.
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Throughout 2019/2020, the Board had seven scheduled
meetings, with five additional ad-hoc meetings held;
three to consider matters in relation to the Price Review,
one concerning the appointment of the new CEO and
one specifically to hear from Liz Barber, as the new CEO,
on her initial thoughts and plans in her new role.

At each meeting, the Board considers health and
safety, financial performance and non-financial business
performance, including past performance and expected
future performance.

To make sure all Board members have a full picture of our
company, monthly reports on financial performance, our
employees, governance, keeping to our standards and
health and safety are sent to the Board members. We do
this whether or not a Board meeting is scheduled.

The Board meets both formally and informally with senior
management across the business, gaining insight into the
day-to-day operations and the main risks and opportunities
facing each part of the business. Members of the Yorkshire
Water Leadership Team and senior managers are regularly
invited to go to meetings with the Board to provide
updates and give the non-executive Board members
regular direct access to the senior management team.

There is a schedule of matters reserved for the Board
which sets out the specific matters that must be referred
to the Board for approval. These include matters relating
to the structure of the company, our policy on dealing with
dividends, significant issues to do with regulations and
press releases, along with significant operational matters.

In 2019/2020, the Board created a Colleague Engagement
Forum, with membership from across the organisation.
This is regularly attended by members of the Board.

The forum is one of the ways that the Board has, to allow
it to understand the culture of the business directly from
those experiencing it on a daily basis and allows the
Board to gauge whether the vision and values are
appropriately embedded.

Decision-making will inevitably involve some trade-off
to make sure we take a fair and reasoned approach to
delivering our services. To help us with our decision-
making, we are using the concept of the ‘six capitals’.
The six capitals are shown below.

1. Financial capital - our financial health and efficiency

2. Manufactured capital - our pipes, treatment works,
offices and information technology (IT)

3. Natural capital - the materials and services we rely
on from the environment, for example water

Human capital - our workforce’s abilities and wellbeing
5. Intellectual capital - our knowledge and processes

Social capital - our relationships with our customers
and stakeholders and our customers’ trust in us.
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Companies traditionally tend to focus mainly on financial
capital. Our decision-making is improved by considering
the positive and negative effects and links between all
of the six capitals. This means that our decisions have a
balanced effect, which takes account of risk and value,
so that we can look at long-term approaches.

As well as using the concept of the six capitals in our
decision-making, we need to keep our long-term plans up
to date. As a result, the Board has put in place a PESTLE,
which is a tool companies use to view, in different ways,
the environment that a company is working in.

How we involve our customers
and stakeholders

We need to continue involving our customers and
stakeholders to make sure our ambitions and priorities
match our customers’ priorities. Understanding from our
customers what matters most to them about the services
we provide shapes both our immediate targets and our
long-term plans.

We know that our customers’ expectations are changing.
We want our services to be flexible so that we can tailor
them to match our customers’ needs. For example, some
people want to talk to us on the phone to report a problem,
but other customers prefer to report and deal with
problems online. No two customers are the same and

the way customers want us to contact them, or ways

to get in touch with us, varies greatly.

We are committed to continuing to involve our customers
to make sure that we always understand their priorities and
take account of them in our plans, now and in the future.

Over the past year a new Customer Experience strategy
has been produced, built from customer and colleague
insight aligned to the new purpose, ambition and
behaviours of the organisation.

The strategic intent is to become one of Yorkshire’s

most customer valued organisations generating high
satisfaction through brilliant people and achieving greater
productivity and effectiveness as a result. This will be
achieved by focusing on the customer needs throughout
their relationship with us at every touchpoint, gaining an
understanding of their emotional response throughout
that experience and designing journeys and business
capability around the customer. Regardless of how
customers interact with Yorkshire Water, their experience
will be designed according to their needs to ensure
customers can access us appropriately. Most notably our
focus remains on supporting vulnerable customers and
ensuring they receive a valued and supported experience
through the priority services register, social tariffs and
strengthening the accessibility of our channels.
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We have a Board committee with a focus on the social
purpose and public accountability of the organisation. We
call this the Social Value Committee. We recognise our role
as an anchor institution in Yorkshire and that we provide an
essential public service, as well as playing a key role in the
health, wellbeing and prosperity of the region. For more
information on the Social Value Committee, please see

the report in the Annual Report and Financial Statements.

Over the past year we have been developing our social
contract. A Social Contract represents a two-way
agreement between Yorkshire Water and the people of
Yorkshire. For Yorkshire Water, the Contract goes above
and beyond the everyday responsibilities of a water
company and clearly demonstrates the financial, social and
environmental benefits it brings to the region. In return, the
people of Yorkshire will be willing to show their support

by making some simple but positive changes to the way
that they use our water and wastewater services. We have
held workshops with colleagues, undertaken a number of
customer focus groups, and completed in depth interviews
with different external stakeholders. This has provided us
with some great direction and suggestions for initiatives.
Every group recognised that the image and level of trust

in Yorkshire Water could be enhanced if we are able to
deliver aspects of the social contract which the public can
support easily and which provide some form of benefit. The
broad themes and ideas that have been identified through
the engagement activity are now being developed into
potential initiatives, which can be tested with customers
and these then might form the basis for a social contract.
This will be developed further over 2020/2021.

We continue to regularly discuss our performance with
the independent Yorkshire Forum for Water Customers
(the Forum).

How we change and update our commitments

Although we set our regulatory performance commitments
using a five-year cycle, our commitments can change.

As well as the ambitions we set ourselves during price
reviews, our ambitions are also influenced by best
practice throughout the world. The United Nations
Development Programme (UNDP) has formally adopted
a set of 17 sustainable development goals (SDGs)
which are backed up by 169 targets. We have assessed
where we can make the most substantial contribution
to these goals by increasing the value we create for
communities in Yorkshire and by reducing our carbon
footprint. You can find out more about the SDGs at
sustainabledevelopment.un.org. Further information
on our progress with these goals is provided within
our Annual Report and Financial Statements.

PESTLE

An acronym for political, economic, social, technological, legal and environmental.
We use it so our decisions consider all the different stakeholders involved.
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In April 2019, the water industry published six stretching
goals called Public Interest Commitments. All of these
goals go beyond planned commitments within our
current business plan. We actively helped the industry
to shape these commitments and they work alongside
our plans for AMP7 and beyond. You can find the public
interest commitments at water.org.uk/wp-content/
uploads/2019/04/Public-Interest-Commitment.pdf

The rapid onset of the Covid-19 pandemic in the last
months of the financial year meant that we needed to
make major and rapid changes to the company’s
operations to ensure that we could continue to provide an
essential service whilst protecting the health and safety of
our colleagues and customers. Recognising the financial
impact on our customers of the lockdown period, we have
actively promoted our special tariffs and payment breaks
to ensure that those who needed help could get it.

How we have performed in 2019/2020

On their own, our performance numbers do not really
reveal either the operational challenges we have faced
during the year or indeed the significant achievement of
our colleagues in maintaining and improving the service

to our customers. In the course of the year, we have dealt
with three major storms and consequent flooding events
which have had a significant impact on the lives of our
customers and the communities we serve. At the very end
of the financial year the emergence of Covid-19 meant that
we had to adapt our ways of working quickly to protect our
colleagues and our customers and continue to deliver our
essential services safely.

The Annual Performance Report provides more information
on our performance. We explain our latest performance,
including where we have been successful in meeting or
going beyond our performance commitments, and why
some commitments did not meet the targets we set.

We have met 22 out of 26 performance commitments this
year. You can find more information on our performance
against all 26 of our performance commitments within
the Annual Performance Report.

We and the other water companies in England and Wales
provide information to a central hub so you can compare
how we are performing against each other and how

the water industry compares with other sectors. Visit
discoverwater.co.uk to find the latest information on
water quality, environmental performance, customer
service and water bills.

We have made strong progress during the first year
since making the commitment to the Public Interest
Commitments. Further information is available within
the Annual Report and Financial Statements.
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Over the last year, it has also been a priority for us to build
closer relationships with the organisations we work with

in Yorkshire. We have spent the last year looking to create
new partnership arrangements or to create new networks
united behind common purpose. We have become part

of the Leeds anchor network, a group of the anchor
institutions in Yorkshire which work with Leeds City Council
to develop an inclusive growth agenda for the city. We have
joined the Bradford Sustainable Development Commission
which was created shortly before the Covid-19 lockdown
and are pleased to be playing our part in the West
Yorkshire Economic Recovery Board set up by the local
authorities in the area. The Living with Water Partnership

in Hull is starting to make a demonstrable contribution to
the reduction of flood risk in the city and we are in dialogue
with stakeholders in the Sheffield city region to create a
similar collaborative network to make the Don catchment
more resilient to flooding.

As one of Yorkshire’s largest landowners we are very aware
of the potential contribution that the county’s land could
make towards carbon reduction and climate adaptation.
We have therefore worked with partners such as the
National Trust, Forestry Commission and Crown Estates to
establish the Yorkshire land network with an initial objective
to establish a functioning Yorkshire carbon market to help
fund peatland restoration and other carbon sequestering
projects. This project is in its early stages.

We committed to a policy of being ‘open by default’ by
2020. In November 2019, we prepared a summary of the
last five years of performance across our performance
commitments, up to the most recent 2018/2019 APR.

This release served to act as an anchor point for future
releases. Over the following six months, we would go on to
prepare and release the supplementary data relating to all
26 performance commitments from the latest 2018/2019
report. This release delivered on our commitment to being
open by default and will act as the benchmark for all future
releases. The information released has already enabled

us to identify new and emerging trends on a much more
granular level both by working with external partners, but
also by revealing new insights that are empowering our
business leaders to take more decisive actions to improve
and enhance the service we provide. It is allowing us to
demonstrate how being open and transparent is good for
driving improvements and good for building customer
trust. To find out more visit our open data section on our
website: yorkshirewater.com/news-media/open-data
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How we balance the relationship between
financial performance, rewards for executives
and delivering our services

We believe in the importance of being open and
transparent about paying our directors and we try

to make sure we pay our directors fairly in relation to

their experience, their performance, the demands and
complexity of their role and the experience our customers
have. We strive to ensure the reward received by our
directors is market competitive, consistent, simple, value-
based and balanced, as well as ensuring it is reflective

of the pay and employment conditions across the rest

of the business and in the communities we serve. During
2019/2020 we have undertaken a comprehensive review
of the remuneration policy for our executive directors.

We want to ensure we remunerate fairly; we are able to
attract and retain the right calibre of talent; and we want
to ensure the reward structure drives the right behaviours,
appropriately rewarding strong performance whilst not

rewarding poor performance. You can find full details of our

directors’ pay in our Directors’ Remuneration Report, which

is published in our Annual Report and Financial Statements.

Statement approval

At the Board meeting on 8 July 2020 the Board approved
this statement on our direction and performance. The
Board authorised the Company Secretary to sign this
statement on behalf of the whole Board.

Signed on behalf of the Board

(et
Kathy Smith
Company Secretary

Annual Performance Report 2019/2020 - February 2021
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Statement from
the Yorkshire
Forum for Water
Customers

We regularly engage with the Yorkshire Forum for Water Customers (the Forum),
which gives us valuable insight into what our customers want from us now and into

the future. The Forum is an independent challenge group that is responsible for making
sure our customers’ views are fairly reflected in our business plan and ensuring we meet
the performance commitments we have made to customers. You can read more about
how we have engaged with the Forum in Section 6 of this APR.

The Forum has published a statement on our performance. You can view the statement here:
yorkshirewater.com/yorkshire-forum-for-water-customers

Yorkshire Forum for Water Customers @

Understanding Understanding Understanding Understanding
customers needs of the people expectations expectations
for today for the future
Research into customer Research to understand Research on customer Research into
lifestyles and analysis customers with special satisfaction with service customers’ hopes
from data. water needs. and value for money. for the future.

Holding your Company to account

Challenging Yorkshire Water to improve
and making sure it works for you.
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In this section

We start off section 3 with an
introduction on the promises we made

to our customers, called the ‘customer
outcomes’ and the performance
commitments.

and we give an introduction to how
we calculate the outcome delivery
incentives (ODIs).

We give you some information on how
you can compare our performance
against other water companies

04.

We finish this section with an
introduction to what we mean by
outperformance and underperformance

and we will give more detail on how
we calculate the outcome delivery
incentives (ODIs).
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Links to more
information

We have provided more information on our performance
than ever before. Click on the links below to view our other

publications and webpages on our performance.

Visit
yorkshirewater.com/
yorkshire-forum-for-

water-customers
to see the Yorkshire Forum
for Water Customers
independent report
on our performance

To see avideo on
our performance

visit ‘our performance

- how we’re doing’ at

yorkshirewater.com/
our-performance

Want to see the Ofwat
performance tables?
Go to Table 3A
and Table 3B

Want a summary
of our performance?
Visit
yorkshirewater.com/

reports
to view our

Performance
Summary report

Already know
what our performance
commitments are?
Go to Section4
of our APR -
which provides
areview of our
performance

Want to know
how our performance
compares with other

water companies?
Visit
discoverwater.co.uk
to view the Discover
Water website

31


http://yorkshirewater.com/yorkshire-forum-for-water-customers
http://yorkshirewater.com/yorkshire-forum-for-water-customers
http://yorkshirewater.com/yorkshire-forum-for-water-customers
http://yorkshirewater.com/our-performance
http://yorkshirewater.com/our-performance
http://yorkshirewater.com/reports
http://yorkshirewater.com/reports
http://discoverwater.co.uk/

Contents Back

Annual Performance Report 2019/2020 - February 2021

What are the customer outcomes
and performance commitments?

In 2014, we contacted over 30,000 customers, our regulators and the Yorkshire Forum for Water Customers
(the Forum) to ask them what they wanted us to focus on. We used your feedback to define seven key long-
term themes, known as customer outcomes, which have formed the basis of our five-year plan, known as our
AMP6 2015-2020 business plan. We think it’s vital for us to be able to measure and understand whether we’re
achieving these outcomes in the near and long-term future. So, we’ve worked with you to identify the right
measures of success for each outcome. We’ve tried to identify measures that meet your needs and the needs
of regulators and other stakeholders. So, for each outcome there are several measures, known as performance
commitments, and there are 26 of them.

These commitments are our promises to you and we want to make sure you can clearly see how

we are performing against them. Our regulator, Ofwat, 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.

These are our customer outcomes

-

oo

R

D\
(&

S,
&

We provide you We make sure We take care of We protect We understand We provide We keep your
with water that that you your wastewater and improve our impact the level of bills as low
is clean and always have and protect the water on the wider customer service as possible
safe to drink enough water you and the environment environment you expect
environment from and act and value
sewer flooding responsibly
These are our performance commitments
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. A T Stability from landfill
reliability reliability reliability factor and reliability customer Bad debt
factor - factor - - Wastewater e = WS- satisfaction
Water quality Water network network water quality
These performance commitments have an outperformance or an underperformance payment attached to them

What does outperformance and underperformance mean?
To make sure we deliver against the performance commitments, we have developed a number of rewards
(outperformance) and penalties (underperformance) in consultation with our customers. For example,

if we fail to deliver on our promises, this could affect our reputation, customers could view us negatively
and we may have to pay a financial penalty. We explain this in more detail later in this section.
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The performance commitments in more detail

We provide you with water that is clean and safe to drink

There are four performance commitments under this outcome
 Drinking water quality compliance

» Corrective actions

* Drinking water quality contacts

* Stability and reliability factor - Water quality.

You told us you need a continuous supply of clean,
safe water for drinking and business use

Corrective actions

Any significant incident where the Drinking
Water Inspectorate (DWI) has required us to
take corrective action to maintain compliance

or protect public health. Essentially, this refers to
the number of times that the DWI feels that we
haven’t dealt with a situation appropriately when
we’ve had to notify customers that the quality
of our water is not up to acceptable standards.

This is a calendar year measure.

Drinking water quality compliance

This measures the quality of our water at the
customers’ taps. We take water samples based
on the DWI sampling programme, and the results
are used to determine the percentage of samples
that are at or above pre-defined standards.

This is a calendar year measure.

Drinking water quality contacts

The number of times that customers
contact us each year because of taste,
odour or discolouration issues with our
water, and perceived illness as a result
of drinking our water.

This is a financial year measure.

Stability and reliability factor -
Water quality

An overall assessment of the long-term stability
and reliability for water quality. It’s based on a
series of measures which include non-compliance
of our water treatment works sites and reservoirs
due to coliform bacteria, turbidity and the number
of reactive equipment failures.

Calendar year

The year starting from January 1Ist to December 31st.

Financial year

The year starting from April 1st to March 31st.
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We make sure that you always have enough water

There are four performance commitments under this outcome

» Leakage
* Water use
* Water supply interruptions

* Stability and reliability factor - Water network.

You told us you need a continuous supply of clean,
safe water for drinking and business use

Leakage

The total amount of water lost, in distribution
and through supply pipes. This includes any
losses between the treatment works and the
customer’s stop tap but doesn’t include
internal plumbing losses.

This is a financial year measure.

Water supply interruptions

The number of minutes lost per property served
due to supply interruptions of three hours or
longer (irrespective of whether it’s planned,
unplanned or caused by a third party).

This is a financial year measure.

Water use

The average daily water consumption per
person of population in a dry year. This is
only for household consumption.

This is a financial year measure.

Stability and reliability factor -
Water network

An overall assessment of the long-term stability
and reliability for the water networks. It’s based on
a series of measures which include burst mains,
supply interruptions of more than 12 hours,

low water pressure, customer contacts for
discolouration and reactive equipment failures.

This is a calendar year measure.
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We take care of your wastewater and protect you
and the environment from sewer flooding

There are four performance commitments under this outcome
* Internal flooding

» External flooding

* Pollution incidents

« Stability and reliability factor - wastewater network.

You want us to remove your wastewater and
maintain the sewer network

Internal flooding

The total number of incidents of internal
sewer flooding of homes and businesses
during the year.

This is a financial year measure.

Pollution incidents

The total number of pollution incidents caused
by our wastewater assets which have been
classified as having a minor or serious effect.

This is a calendar year measure.

External flooding

The total number of incidents of areas affected
by external flooding during the year.

This is a financial year measure.

Stability and reliability factor -
Wastewater network

An overall assessment of the long-term stability
and reliability for the wastewater networks.

It’s based on a series of measures which include
sewer collapses, sewer blockages, properties
flooded due to overloaded sewers and other
causes, certain types of pollution incidents

and reactive equipment failures.
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We protect and improve the water environment

There are six performance commitments under this outcome

* Length of river improved
* Visitor satisfaction

* Working with others

» Bathing water quality

* Land conserved and enhanced

« Stability and reliability factor - wastewater quality.

Annual Performance Report 2019/2020 - February 2021

You want us to take very good care of the environment

Length of river improved

The length of river (kilometres)
in the Yorkshire Water

region improved through our
investments during 2015-2020.

Bathing water quality

The number of Yorkshire’s
bathing waters (for example,
beaches) where the
requirements of the EU
Bathing Water Directive are
exceeded based on bathing
water samples taken at
designated beaches.

Visitor satisfaction

An assessment of customers’
satisfaction with our current
facilities, access and use of
recreational sites, for example,
walks around our reservoirs.

Land conserved
and enhanced
The amount of land (hectares)

that we conserve and enhance.

This includes land within the
region and includes both
Yorkshire Water and non-
Yorkshire Water land.

Working with others

The number of solutions we
deliver through working with
multi-agencies, organisations
or individuals.

Stability and reliability
factor - Wastewater quality

An overall assessment of the
long-term stability and reliability
for wastewater quality. It’s

based on a series of measures
which includes the number of
wastewater treatment works failing
to meet compliance and reactive
equipment failures.
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We understand our impact on the wider environment
and act responsibly

There are two performance commitments under this outcome
* Energy generation

* Waste diverted from landfill.

2

You want us to take very good care of the environment

Energy generation Waste diverted from landfill

The amount of energy (electricity) Yorkshire The amount of waste from all Yorkshire Water
Water generates through renewable technology activities (office, operational or construction)
expressed as a % of total energy consumption. that’s recycled or re-used as a % of total

waste produced.

37



Contents Back

Annual Performance Report 2019/2020 - February 2021

We provide the level of customer service you expect and value

There are three performance commitments under this outcome
* Quality of customer service (SIM)
* Service commitment failures

* Overall customer satisfaction.

You want good customer service and acceptable prices

Quality of customer Service commitment Overall customer
service (SIM) failures satisfaction

The Ofwat qualitative measure The total number of events The reported value (%) for
of customer service satisfaction where the company has failed overall customer satisfaction
called Service Incentive to meet the Guaranteed determined by the annual
Mechanism (SIM). Standards of Service (GSS). Consumer Council for Water

tracking survey.

What’s Guaranteed Standards of Service (GSS)?

All customers of water and sewerage companies are entitled to guaranteed minimum standards of service,
as laid down by the Government. These rights are known as the guaranteed standards scheme (GSS).
Where a company fails to meet any of these standards of service then it is required to make a specified
payment to the affected customer.
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We keep your bills as low as possible

There are three performance commitments under this outcome
* Number of people who we help to pay their bill
» Bad debt

* Value for money.
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You want good customer service and acceptable prices

Number of people who Value for money

we help to pay their bill The reported % for value for
The number of customers who money as determined by the
are assisted to pay their bill. annual Con;umer Council for
This includes, but isn’t limited Water tracking survey.

to: Water Sure, Resolve

and the Community Trust,
plus customers who take up
a water meter as a result of
targeted advice following
identification of an
affordability issue.

Bad debt

The cost to bill paying
customers to cover the cost
of interest on revenue that’s
not collected, debt written
off and debt management
costs, expressed as a % of
the average annual bill.

Who is the Consumer Council for Water?

aspect of their water and sewerage services.

The Consumer Council for Water support thousands of customers with free advice and support on every
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Assuring our
performance

Like all of the information we publish, our performance
information has been checked by our three levels of
assurance described in Section 5 of this report. We want
to make sure you can trust and have confidence in the
information we publish.

The results of our performance are presented to the
Yorkshire Forum for Water Customers (the Forum),

a customer challenge group. Our technical assurance
providers, Jacobs, attended a meeting of the Forum to
present its views on our performance. The Forum then
challenged us on our performance and how we are
delivering against our commitments. Here is a link to the

statement from the Forum reflecting on our performance:

yorkshirewater.com/yorkshire-forum-for-water-
customers

You can view the independent assurance statement
from Jacobs in Appendix 2 of this report.

Comparing our
performance

All water companies have their own set of performance
commitments which have been individually developed
to meet the needs and concerns of each company’s
customers. This can make it difficult to compare
performance across different water companies,

even similar sounding performance commitments

can have different definitions.

Discover Water

In recognition of this, Discover Water (discoverwater.
co.uk) was launched in 2016 to bring key water company
information together in one place for customers. The
dashboard provided by Discover Water is a clear and
simple source for trustworthy and factual information
including how companies are performing against each
other in key areas.

Ofwat

Ofwat publish a ‘Monitoring financial resilience’
document each year using the information published by
water companies in their Annual Performance Reports.
This report compares the financial resilience and
performance of the water sector.
ofwat.gov.uk/regulated-companies/company-
obligations/monitoring-financial-resilience
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For a number of our performance
commitments we can compare our
performance against that of other water
companies. See how we’re performing
relative to other water companies in
Section 4 of this APR. We’ve shown
comparisons for the following
performance commitments:

* Drinking water quality compliance
* Drinking water quality contacts

* Water use

« Water supply interruptions

* Leakage

¢ Internal flooding

e External flooding

* Measure of customer service.

Customer Outcome: We provide you with water
that is clean and safe to drink
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Outperformance and underperformance

To make sure that we deliver the performance
commitments, there are penalties when we fail to deliver
for you which we will refer to as ‘underperformance’,

and rewards if we are able to deliver more which we will
refer to as ‘outperformance’. We have designed these
incentives to reward performance that beats a particular
target and to penalise us if our performance falls short.
We believe it’s important that we focus on delivering these
outcomes. As a result, the penalties for underperformance
are always greater than the rewards we could earn for
outperformance. Not all of our performance commitments
have financial incentives, some have only reputational
incentives based on how we perform against a target

that reflects customers’ views of us.

Although performance commitments with a reputational
incentive don’t offer a reward or penalty, poor or good
performance can affect how we are seen as a company,
making them just as important.

A

So, how does it work?

For performance commitments which have a financial
incentive, if we outperform (beat the target), we can earn
a financial reward (where the performance moves into the
outperformance zone as shown on the diagram below) or
receive a financial penalty if we underperform (where the
performance moves into the underperformance zone).

There is an outperformance cap, which is the maximum
outperformance we can achieve in any given year for
each performance commitment, and an equivalent limit
on underperformance, called a ‘collar’, which is the most
we can be penalised.

There is also an outperformance and underperformance
‘dead band’. This acts as a buffer between the target and
the outperformance and underperformance zones. This is
so that we aren’t immediately rewarded or penalised for
small moves away from the target, which in some cases
can be caused by natural factors, such as the weather.
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This graph is an example only. It does not reflect the actual performance of Yorkshire Water.
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How do we
calculate
the outcome
delivery
incentives?

We explained earlier how some of our performance commitments carry a financial reward
or penalty, also known as outcome delivery incentives or ‘ODI’. Here, we will explain through
flow diagrams how they are calculated.

We have three forms of financial ODI; two sided (outperformance and underperformance),
one sided (outperformance only) and one sided (underperformance only).

Performance commitments with two Performance commitments with one sided
sided incentives - outperformance and incentive - underperformance only
underperformance - Drinking water quality compliance

* Drinking water quality contacts « Stability and reliability factor - water quality

* Leakage « Stability and reliability factor - water network

* Water supply interruptions « Stability and reliability factor - wastewater network
* Internal flooding « Stability and reliability factor - wastewater quality.

¢ Pollution Incidents (Category 3 only)

« Length of river improved Performance commitments with one sided
incentive - outperformance only

¢ Land conserved and enhanced

¢ Quality of customer service (SIM). * Working with others.
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Two-sided incentives calculation methodology -

outperformance and underperformance

The majority of two sided incentives
are calculated yearly with the
exception of ‘length of river improved’
which is assessed in Year 5 only.

Is the annual
outturn equal
to or better
than the
committed
performance
level?

Is the annual outturn equal to or better
than the outperformance deadband?

Is the annual outturn
equal to or
better than the
outperformance cap?

No outperformance
earned

v

No
individual out-
performance
cap

\

Is the annual
outturn equal to
or worse than the
underperformance
deadband?

Is the annual
outturn equal to [\[e)
or worse than the underperformance
underperformance charged
collar?

v

No individual
underper-
formance

collar

Outperformance
calculated based
on difference
between
outturn and
outperformance
deadband

Maximum
outperformance
for measure
awarded

Outperformance
calculated based
on difference
between
outturn and
outperformance
deadband

Maximum
underperformance

for measure
awarded

Underperformance
calculated based
on difference

between
outturn and
underperformance
deadband

Underperformance
calculated based
on difference
between
outturn and
underperformance
deadband
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One sided incentive - underperformance only
calculation methodology

The stability and reliability factors are
assessed in Year 4 only; drinking water
quality compliance is assessed annually.

Stability and

reliability
measure?

Measure
assessed
as stable or
improving
overall?

underperformance
charged

How many
sub-measures

are above

high level?

Is the annual
outturn equal to
or worse than the
underperformance
deadband?

Is the annual
outturn equal to
or worse than
the underper-
formance collar?

underperformance
charged

Sub-measure
persistently failing
over the AMP?

Underperformance
applied of 1-3%
of totex for that

outcome depending
on extent
of failure,
importance
of sub-measure,
performance
on other
sub-measures
and the impact
of events outside
the company’s
control

Underperformance
applied of 0-1%
of totex for
that outcome
depending on
extent
of failure,
importance
of sub-measure,
performance
on other
sub-measures
and the impact
of events outside
the company’s
control

Two

Sub-measure
persistently
failing over the
AMP?

Three

Sub-measure
persistently
failing over the
AMP?

v

or More

\/

Yes

Penalty calculated
based on difference
between outturn and

penalty deadband

Maximum
penalty for
measure
awarded

Underperformance
applied of 2-6%
of totex for
that outcome
depending on
extent
of failure,
importance
of sub-measures,
performance
on other
sub-measures
and the impact
of events outside
the company’s
control

Underperformance
applied of 2-7%
of totex for
that outcome
depending on
extent
of failure,
importance of
sub-measures,
performance
on other
sub-measures
and the impact
of events outside
the company’s
control

Underperformance
applied of 3-10%
of totex for
that outcome
depending on
extent
of failure,
importance of
sub-measures,
performance
on other
sub-measures
and the impact
of events outside
the company’s
control

Underperformance
applied of 1-5%
of totex for
that outcome
depending on
extent
of failure,
importance of
sub-measures,
performance
on other
sub-measures
and the impact
of events outside
the company’s
control
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One sided incentive - outperformance
only calculation methodology

This is calculated annually.

Is the annual
outturn equal
to or better
than the
committed
performance
level?

Is the cumulative outturn
equal to or better than the

outperformance deadband?

Outperformance
calculated based
on difference No

between outperformance

outturn and earned
outperformance
deadband

No
outperformance
earned
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In this section

Water customer bill and how it
compares to other water companies.

We start off section 4 with information
on the price of an average Yorkshire

We give a detailed position on

our financial outperformance and

underperformance.

04.

Finally, we provide a detailed summary
of how we are progressing with each of
our 26 performance commitments. We

include information on our performance
for the last 4 years and graphs
comparing us to other water companies.
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Links to more
information

We have provided more information on our performance
than ever before. Click on the links to below to view our other

publications and webpages on our performance.

Visit
yorkshirewater.com/
yorkshire-forum-

for-water-customers
to see the
Yorkshire Forum for
Water Customers
independent report
on our performance

To see avideo on
our performance
visit ‘our performance
- how we'’re doing’ at
yorkshirewater.com/
our-performance

Want to see the Ofwat
performance tables?
Go to Table 3A
and Table 3B

Want a summary
of our performance?
Visit
yorkshirewater.com/
our-performance

to see our Performance
Summary report.

Would you like
anintroduction to
what our Performance
commitments are?
Go to
Section3
of our APR for
this information

Want to know
how our performance
compares with other

water companies?
Visit
discoverwater.co.uk
to view the Discover
Water website.
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Performance

highlights

AVERAGE BILLS
SECOND LOWEST

IN THE COUNTRY,
INCREASED BY LESS
THAN INFLATION

(2018/2019: £387)

CONTRISUTION

e6) £145.2m

(2018/2019: £131.5m)

CONTINUING TO

@ MEET AND EXCEED
OUR PERFORMANCE
COMMITMENTS

22 OF 26

(2018/2019: 22 out of 26)

FIVE NATIONAL
AWARDS

FOR INNOVATIVE
CUSTOMER ENGAGEMENT
CAMPAIGNS

OPERATING

PROFIT
(£P) £212.4m

(2018/2019: £229.5m) *Including exceptional items

JOINT THIRD HIGHEST
PERFORMING COMPANY

/ OUT OF ALL THE UTILITIES
IN THE UK CUSTOMER
SATISFACTION SURVEY.
‘ ‘ 73.7 POINTS
' OUT OF 100

(2018/2019: 76)

REDUCED
EMISSIONS (/'\
BY 80% SINCE 2004/05. N
g83KkTCco.E ‘CO:

(2018/2019: 89 kilotonnes of carbon dioxide equivalent KT CO,B)

@ MADE FURTHER
IMPROVEMENTS IN OUR
/7<\ DIVERSITY

PAY GAP REPORT
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Customer bills

During 2015 to 2020 the average bill will not increase
by any more than the rate of inflation.

When we developed our five-year plan for 2015-2020, So, by the end of the five-year period, in 2020,
we involved customers every step of the way and asked bills will have reduced by 2.5% in real terms
customers to choose the level of investment that was right (i.e. increased by less than the rate of inflation).
for them. Overall, customers told us that they wanted us .

: . , Our average annual household combined water
to keep bills fair and affordable. We’ve worked hard to .

. . . o . and wastewater bill for 2019/2020 was £392

keep bills low while still delivering the great service our

(compared to a forecast of £401).
customers expect.

The industry average for 2019/2020 was £413.

Water Treatment Works
oooaao
|

Providing Meter reading and Collecting
safe drinking billing services and treating
water (retail services) wastewater

£159 £32 £201

9 Total for 2019/2020: £392

Additional information:
Our average annual household combined water and wastewater bill was £21 less than the
water industry average.

Retail
Retail services are customer-facing activities such as billing, account handling (payments, debt management,
meter reading), customer queries, as well as water-efficiency advice and tackling leaks on customers’ pipes.
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How does the bill compare with others?

This chart shows how the forecast average bill for water and wastewater services in Yorkshire

compares with the UK average.

We have the third cheapest combined water bill this year. (Source: Discover Water).
Visit the Discover Water website for more information. discoverwater.co.uk/annual-bill

2018-2019 £387

Yorkshire

Average

2019-2020 £392

£406

£404

2019-2020 £413

£397

Forecast average annual household combined water and sewerage bills (£)

Source: Water UK.

What's the forecast bill for 2020/2021 and how do we compare?

The chart shows our average household combined water and wastewater bill for 2020/2021
and how we compare with other water companies in the UK.

Anglian

DWr Cymru
Welsh Water

Hafren Dyfrdwy
Northumbrian
Southern Trent
South West
Southern
Thames

United Utilities
Wessex
Yorkshire

Average

£0.00

£412

£451

£300

£326

£358

£470

£391

£394

£420

£447

£406

£397

£100.00 £200.00 £300.00 £400.00 £500.00

Forecast average annual household combined water and sewerage bills (£)
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What services are
included in your bill?

The average annual
household water
bill (including
retail services) in

The average annual
household sewerage
bill (including retail
services) in Yorkshire

Yorkshire was £173.

The average in the
UK was £192.

was £219.

The average in the UK
was £222.

What’s Included

Maintaining the network
of reservoirs, treatment
works, pumping stations
and pipes.

Gathering and collecting
the water from rivers and
reservoirs or pumping it
from underground rocks.
Storing the water ready
to be treated.

Treating, cleaning and
distributing water to
properties.

Billing, queries, payments,
debt management,

meter reading,
supporting customers in
circumstances that make
them vulnerable

(retail services).

What’s Included

Building and maintaining
sewer pipes.

Pumping sewage to
treatment works.

Various stages and
methods of treatment.

Returning cleaned and
treated wastewater back
into rivers and the sea.

Converting solid material
from sewage into gas
for energy.

Billing, queries, payments,
debt management,

meter reading,
supporting customers in
circumstances that make
them vulnerable

(retail services).

Total average annual household combined water and

sewerage bill for 2019/2020 in Yorkshire was £392.
The average in the UK is £413.

52



Contents Back

Annual Performance Report 2019/2020 - February 2021

Summary of
our performance

this year

The last twelve months have provided a combination of challenges,

despite these we can report good performance for the year and a very strong
end to AMP6. There have been some unprecedented external challenges,

a significant change in the leadership team and re-orientation of the company
behind a new purpose, vision and behaviours, whilst delivering on plans to
provide a step up in customer and operational performance in preparation

for the next price review period.

In the course of the year, we have dealt with three major
storms that have unfortunately again led to flooding
events which have had a significant impact on the lives
of our customers and the communities we serve. At the
very end of the financial year the emergence of Covid-19
meant that we had to adapt our ways of working quickly
to protect our colleagues and our customers and
continue to deliver our essential services safely.

At the same time, we had to make a robust assessment of
the impact of Ofwat’s final determination on the company,
our customers, and on Yorkshire’s resilience to decide
whether we could accept it. Our analysis showed that we
could not, and our Board unanimously agreed that we
needed to ask for a redetermination by the Competition
and Markets Authority. This is currently in progress.

We have also taken the opportunity to refresh our
company purpose, ambition and behaviours to prepare
us for the new five-year period and for a period of
business transformation. Our executive team has been
strengthened in important areas to ensure we have

the right expertise to transform the way we deliver

our services.

Also during the year, we have implemented a
significant IT upgrade, and have outperformed our
planned improvement in operational performance and
our regulatory commitments in some important areas.

Delivery for our customers

| am delighted, but not surprised, by the way in which
our colleagues in Yorkshire Water have responded to this
unprecedented period of challenge and change and have
delivered a good year of operational performance.

We reached the year end on target to meet 22 of the
26 performance commitments made to our customers.

They tell us that leakage is the measure which matters
most to them and we have achieved a position of 270.8
ml/day, well below our regulatory target of 287.1 ml/
day. The measure used to show how long our customers
experienced interruptions to their water supply also
reduced from an average per property of 10 minutes
28 seconds to 7 minutes 34 seconds; this is 4 minutes
26 seconds below our regulatory target of 12 minutes.
The reduction in supply interruptions has been driven
by new ways of working which has meant that we are
able to ensure that customers’ supplies are restored
much more quickly.

As we move towards the new customer service
methodology, the shadow measure bridging the gap
between AMP6 and AMP7 resulted in a score of 83.2,
compared to 84.0 in 2018/2019, meaning we just missed
our commitment to improve year-on-year. However,

our comparative ranking on the new AMP7 measure,
C-Mex (Customer measure of experience) is showing
improvement already and our focus remains on a
strategy that meets the needs of our customers.

We have always known that we would be unlikely to

meet our regulatory target of 6,108 or fewer drinking
water contacts (regarding water quality concerns),
achieving 6,368. However, an improvement of nearly 40%
over the past five years is very pleasing and significantly
outperforms our initial plan, setting us up well for AMP7.

The improvement in leakage performance has largely
come from the application of acoustic devices (that “listen
for leaks) and satellite technology (to spot leaks that we
cannot see on the surface) to the water network combined
with smart network management techniques. A large-
scale deployment of acoustic loggers to the water network
is now generating volumes of data which our analytics
team can use to speed up the identification of leaks and
more effectively direct resources.

3
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Increasing automation of network management is

giving us greater control of pressure and flow and helps
to reduce the variations in pressure, which is a significant
cause of leakage.

Our wastewater performance was also strong. Internal
sewer flooding is a specific challenge for Yorkshire given
the number of cellared properties in the county. We are
pleased that the number of times this happened to our
customers (1,602 incidents) was lower than in the previous
year (1,692 incidents), despite the weather challenges,

and well below our regulatory target (1,919 incidents).
Category 3 pollution incidents showed an improvement of
29 incidents compared to last year and outperformed our
regulatory target of 211. There has been a reduction in our
category 1and 2 pollution incidents from 11 to 7, but we
did not meet our performance target of no more than

two incidents, and we know we need to do better.

During the year 150 colleagues from Amey have
transferred across to Yorkshire Water, we have recruited
a further 170 in the wastewater teams and invested
£23m in sewer cleaning vehicles.

Overall a significant increase in proactive sewer
cleansing, defect rectification and use of monitoring
to enable predictive interventions has meant that our
service and environmental performance has improved.
This means that we are predicted to regain our three-
star rating in the Environment Agency’s Environment
Performance Assessment.

Annual Performance Report 2019/2020 - February 2021

Financial performance for the year has been impacted by
unexpected costs for the flooding events and the impact
of Covid-19 on our customers, resulting in a reduction in
our operating profit to £212.4m (2018/2019: £229.5m).
Due largely to the movement in the valuation of our
financial instruments this has resulted in a reported loss
after tax of £1.7m (2018/2019 loss of £129.2m).

Finally, our capital delivery programme has been
completed with 99% of our regulatory outputs met,
and within £5 million of its target outturn. Given that
the programme involves investment of more than £2bn
over the five years, this is a considerable achievement.

The combined result of this performance means that we
end the AMPG6 regulatory period in a net reward position
of £64m, improved from our 2018/2019 cumulative AMP6
position of £36m, and a good result against our five-year
target for AMPG6 target of net £nil reward.
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What has the
Covid-19 pandemic
meant for us?

The rapid onset of the Covid-19 pandemic in the last months

of the financial year meant that we needed to make major and
rapid changes to the company’s operations to ensure that we
could continue to provide an essential service whilst protecting
the health and safety of our colleagues and customers.

We have already experienced disruption to the way we
work and in some cases, there were activities that had to
be delayed or stopped where we were not able to work
within Government guidelines. We have had increases

in costs due to additional equipment needs to support
safe working. We have also seen a difference in customer
behaviour regarding water use because they are at home
and the weather has been warm.

We moved into incident management mode from early
March and took an early decision to switch to home
working for as many colleagues as possible to test the
resilience of our IT systems. This meant that we were
able to make the necessary improvements to ensure
that we could make the home working transition for all
but essential field-based colleagues, quickly and safely.
This involved the procurement and configuration of 500
laptops and provision of 350 screens to ensure that our
customer contact centre could be largely home based,
with a similar transition for our operational control room.

Our field teams stopped entering domestic customer
properties other than for emergency work and we
introduced new working practices to ensure that they
could work safely and ensured that the appropriate
personal protective equipment (PPE) was available
and correctly used.

Partnership with our suppliers and contractors has also
been essential and we have been able to safely maintain
around 70% of our capital delivery programme. Special
measures to ensure instant payments for small and
medium-sized enterprises (SMEs) have been introduced
and around 250 of our suppliers have benefited from this.

Customers were assured that our colleagues had essential
worker status and we made sure that we communicated
clearly with them to explain why we were still operating in
public spaces. The response to our teams from customers
has been superb.

We are already seeing changes in customer circumstances
which may impact on the levels of customers who need
support through our social tariff.

We have prioritised helping customers experiencing
financial problems in the current climate by increasing
the promotion of schemes which are in place to provide
financial assistance, either through social tariffs or help
with payment terms. We continue to provide support
to customers and will continue to do so throughout

the period customers are impacted by Covid-19 or any
consequent economic downturn. Activities include:

« Offering payment breaks or payment holidays for
anyone in financial difficulties as a result of Covid-19.

¢ Offering payment plans to help spread the payments
over time.

¢ Promoting alternative payment methods for those
who cannot pay by traditional routes.

* Making applying for help simpler, making it as easy as
possible for customers to get the help they need.

* Signposting customers for advice on benefits and
managing debts.

¢ Paused or reduced bill reminders and debt recovery
and enforcement action.

Throughout the crisis we have maintained close
relationships with our stakeholders and partners in
Yorkshire to ensure that we are part of the local and
regional response. As the region starts to look ahead to
the longer term economic recovery, these relationships
will play an important part in rebuilding Yorkshire’s
economy and we are determined to play our part in this.

It is still too early to know what the longer term impact

on the company might be whether in terms of operational
performance or the financial effects of potential revenue
reductions. For now, our priority remains protecting our
colleagues and customers and carrying on delivering

the service expected of us. We are however gathering
data which will give us more indication of the impacts
and we will be sharing that within our reporting through
2020/2021.
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How did we perform against our performance commitments?

We achieved 22 out of 26 performance commitments this year. The table below summarises
the target and actual performance for each performance commitment.

® Performance commitment target failed @ Performance commitment target met

ETT 2015/2016 2016/2017 2017/2018 2018/2019 2019/2020 Impact/ Reward/ Reward/
Outcome Performance Commitment Performance Performance Performance Performance Performance 2019/2020 Target Positionin Penalty Value Penalty Value
Achieved Achieved Achieved Achieved Achieved 2019/2020 for2019/2020 for AMP6
We provide you Drinking water quality compliance % @ 99.954% @) 99-962% @ 99.953% @ o9.962% @ o9949% 100% Penalty collarand ~ -£0.89m -£0.89m
with water that is penalty deadband
clean and safe
to drink Corrective actions Number @ 5 @ 3 @ 4 @ 5 @ 1 Less than or equal to 6 Reputational - -
Drinking water quality contacts Number @ 10,007 ® 9,093 ® 8.100 ® 7,964 ® 6,368 Less than or equal to 6,108 Penalty -£0.86m -£13.56m
Stability and reliability factor - Classification @ Stable @ Stable @ Stable @ Stable @ Stable Stable - - -
Water quality
e e e (e Leakage Megalitres perday () 2851 @) 2952 @ 3003 @ 2901 @) 2708 Less than or equal to 287.1 Ml/d Reward £0.16m £0.16m
you always have
enough water
Water use Litres per household @ 141.7 @ 137.4 @ 135.9 @ 133.7 @ 135.0 Less than or equal to 138.3 I/h/d Reputational - -
per day
Water supply interruptions Minutes @ 12:53 (mins:secs) @ 9:47 (mins:secs) @ 6.58 (mins:secs) @ 10.28 (mins:secs) @ 7:34 (mins:secs)  Less than or equal to 12 minutes Reward £10.23m £30.26m
Stability and reliability factor - Classification @ stable @ stable @ stable @ stable @) Stevle Stable - - -
Water network
We take care Internal flooding Number @ 1,842 @ 1,769 @ 1,682 @ 1,692 @ 1,602 Less than or equal to 1,919 Reward £9.03m £25.18m
of your waste-
water and protect External flooding Number @ 9037 @ o5 ©@ 9.296 @ ome @ o130 Less than or equal to 10,487 Reputational ; -
you and the
i tf
zgyvlg??lrgsgméom Pollution Incidents (Cat 1& 2) Number (Cat 1& 2) @ 5 @ 4 @ 3 ® n ® 7 Zero category 1-2 pollution incidents Reputational - -
Pollution Incidents (Cat 3 Only) Number (Cat 3) @ 180 @ 207 @ 202 @ 188 @ 159 Less than or equal to 211 Reward £9.63m £22.03m
Stability and reliability factor - Classification @ stable @ stable @ stable @ stable @) stable Stable - - -
Wastewater network
We protect and Bathing water quality Number @ 18 @ 17 @ 18 @ 17 @ 16 More than or equal to 15 Reputational - -
improve the water
environment Working with others Number @ 4 @ 5 @ 12 @ n @ n More than or equal to 3 Reward £0.07m £0.18m
Visitor satisfaction Survey @ Survey published 98% @ Survey published 97% @ Survey published 96% @ Survey published 99% @ 99% Survey and publish annually Reputational @ o
Land conserved and enhanced Ha. @ 1,466 @ 1,492 @ 1,479 @ 1,524 @ 1,806 11,736 hectares by 2020 Reward deadband £0m £0m
ength of river improve m rogramme commence rogramme continues rogramme continues rogramme continues m ore than or equal to m ewar .3Im .31Im
Length of ri i d ki P d P ti P ti P ti 459k M th | to 440k R d £0.31 £0.31
by 2020
Stability and reliability factor - Classification @ Stable @ Stable @ Stable @ Stable @ Stable Stable - - -
Wastewater quality
We _understand Waste diverted from landfill % @ 98.9% @ 99.3% @ 99.4% @ 99.6% @ 99.6% More than or equal to 95% Reputational - -
our impact on the
wider environment ) o o o o o o N ; R ~
and act responsibly Energy generation % ® 1.3% ® 10.4% ® M.4% ® 11.3% @ 14.6% More than or equal to 12% Reputational
We provide the Quality of customer service (SIM) Score out of 100 @ 82.6 @ 83.4 @ 84.3 ® 84.0 ® 83.2 More than or equal to 84 Reputational - -
level of customer (year-on-year improvement)
service you expect
and value Overall customer satisfaction % @ 95% (Water), @ 93% (Water), @ 94% (Water), @ 95% (Water), 94% water To improve 2015-2020 performance Reputational - =
92% (Wastewater) 91% (Wastewater) 89% (Wastewater) 88% (Wastewater) 90% sewerage on average compared to 2010-2015
Service commitment failures Number @ 10,567 @ 10,356 @ 12,203 @ 14,221 @ 15,140 Average of 2015-2020 performance Reputational - -
to be less than the average of the
last 3 years of 2010-2015
We keep your bills Number of people we help to pay their bill  Number @ 22,735 @ 26,902 @ 28,853 @ 31,606 @ 35,939 Publish annually Reputational - -
as low as possible
Bad debt % @ 3.05% @ 2.94% @ 3.10% @ 3.02% @ 3.06% Less than or equal to 3.16% Reputational - -
Value for money % @ 82% (Water), @ 79% (Water), @ 76% (Water), 77% (Water), @ 79% water To improve 2015-2020 performance Reputational -
83% (Wastewater) 82% (Wastewater) 79% (Wastewater) 79% (Wastewater) 80% sewerage on average compared to 2010-2015
Summary 24 out of 26 performance 24 out of 26 performance 22 out of 26 performance 21 out of 26 performance 22 out of 26

commitments met

commitments met

commitments met

commitments met

performance
commitments met

56



Contents Back

Annual Performance Report 2019/2020 - February 2021

Financial outperformance

and outcomes

Outperformance

In 2014 Ofwat allowed a level of total expenditure (totex),
to deliver the performance commitments for customers.
We seek to beat those allowed costs as this produces short
term savings for the company and long-term savings for
customers through Ofwat’s incentive sharing mechanisms.

ODI underperformance/

outperformance position

Overall our programme of delivering our commitments
remains positive in delivering improved service levels for

customers. The chart below illustrates the balance of ODI
outperformance and underperformance up to the end of

2019/2020.

Overall, we have a net outperformance position of
£63.68m. This will be incorporated into prices for the
period 2020-2025.

We are also incentivised, through the Outcome Delivery
Incentives (ODI), to outperform on the service we deliver,
by bettering the performance commitments agreed with
customers. As described previously we are financially
rewarded when we beat the performance commitment
and are penalised when we fall short. This year we have

assessed our performance for the whole AMP to the 70
end of 2019/2020.
60
50
2019/2020, £27.67m
40
£
“ 20 —-2018/2019, £8.84m ——
20 —2017/2018, £12.66m ——
10 2016/2017, £8.78m ———
o 2015/2016, £5.74m

Overall net position

The table below shows the outperformance and underperformance figures for each performance commitment
across the five years as well as the cumulative position at each year. Numbers in brackets represent a negative
(or penalty) position.

Performance commitment 2015/2016 2016/2017 2017/2018 2018/2019 2019/2020 Total
Leakage (WBT1) - - - - £0.16m £0.16m
Water Supply Interruptions (WB2) - £5.79m £10.23m £4.02m £10.23m £30.26m
Internal Sewer Flooding (SA1) - £2.24m £7.24m £6.67m £9.03m £25.18m
Pollution Incidents (SA3) £5.74m £0.74m £1.67m £4.26m £9.63m £22.03m
(Cat 3 Only)

Drinking Water Quality (WAT1) - - - - (£0.89m) (£0.89m)
Drinking Water Contacts (WA3) - - (£6.57m) (£6.12m) (£0.86m) (£13.56m)
Length of River Improved (WCT1) - - - - £0.3Im £0.31m
Length of River Improved (SB4) - - - - - -
Working with Others (WC2) £0.00m £0.00m £0.05m £0.0Im £0.07m £0.149m
Working with Others (SB3) £0.00m £0.00m £0.04m £0.0Im - £0.04m
Overall net position £5.74m £8.78m £12.66m £8.84m £27.67m £63.68m
Cumulative position £5.74m £14.52m £2717m £36.0Tm £63.68m £63.68m
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In the current year 2019/2020, we earned an indicative
net outperformance of £27.67m. This is made up of good
all-round delivery of the performance commitments,
with outperformance and underperformance occurring
as follows:

¢ £9.63m outperformance for Category 3
Pollution Incidents

¢ £10.23m outperformance for Water Supply Interruptions
¢ £9.03m outperformance for Internal Flooding Incidents
¢ £0.07m outperformance for Working with Others

¢ £0.16m outperformance for Leakage

¢ £0.31m outperformance for River Length Improved

¢ £0.86m underperformance for Drinking Water Contacts
¢ £0.89m underperformance for Drinking Water Quality.

Now that our investment programmes for AMP6 have
completed, we can confirm the outturn performance against
the commitments. This yields a net outperformance position
of £63.82m over the AMPG6 period, made up of:

e £22.03m outperformance for Category 3
Pollution Incidents

¢ £30.26m outperformance for Water Supply Interruptions
¢ £25.18m outperformance for Internal Flooding Incidents
¢ £0.18m outperformance for Working with Others

¢ £0.16m outperformance for Leakage

¢ £0.31m outperformance for River Length Improved

¢ £13.56m underperformance for Drinking Water Contacts

¢ £0.89m underperformance for Drinking Water Quality.

Annual Performance Report 2019/2020 - February 2021
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Looking ahead -
our Performance
Commitments
for 2020-2025

In developing our business plan for the 2020-2025 period (known as AMP7),

we put our customers at the heart of everything we do. We engaged with 30,000
customers, along with the Yorkshire Forum for Water Customers (the Forum),

to understand individual lifestyles and how they shape what customers want,

need and expect from us.

In response to customer feedback, we developed a
package of 43 performance commitments for AMP7
which align with our ambitions and that challenge us
to change the way we work to meet both customers’
expectations and the complex long-term challenges
that we face as a business.

The diagram on the next page shows how these
43 performance commitments in AMP7 cover every
aspect of what we do, from water source to sea.

As we have explained, following a detailed review

of the Final Determination from Ofwat our Board
unanimously agreed to refer it to the Competition
and Markets Authority (CMA) because of the impact
the final determination had on the company,

our customers, and on Yorkshire’s resilience.

The CMA expects to complete its redetermination in
2020/2021. If there are any changes to our performance
commitments as a result of this, we will publish an update
soon afterwards.

We will provide you with updates on our progress
towards delivering these performance commitments
every quarter to make sure you can see the levels of

service we are delivering. Our regulator, Ofwat,
and the Forum will hold us to account for our
performance against these commitments.

Details on our plans for AMP7 and our performance
commitments can be found on our website
yorkshirewater.com/our-business-plan and on

Ofwat’s website ofwat.gov.uk/regulated-companies/
price-review/2019-price-review/final-determinations/

As required by the PR19 Final Determination,
Appendix 5 provides confirmation on baseline
performance for a number of our AMP7
performance commitments.
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Our source to
sea operation

O O

[ ) Reducing our carbon footprint (x2)
o Integrated Catchment Management
O Land conserved and enhanced

O solutions delivered by working
with others*

(@) Biosecurity implementation

O Delivery of the Water Industry National
Environment Programme requirements

)

LAND MANAGEMENT

Drought risk
WATER COLLECTION
| Education

[ ) Unplanned outage

Water Abstractions

Boreholes

Q Repairing or replacing customer
Reservoirs owned pipes

O Mains burst repairs

@ surface water removed

@ Internal sewer flooding

O Treatment works compliance

Key to our performance commitments

O water recycling

[ ] Creating value form
under-used resources

(@) Quality agricultural products

O Renewable energy generation

O Improving Yorkshire’s rivers

[ ) Leakage*

@ water usage (per capita consumption)*
O Water supply (x3)

O Drinking water quality (x2)

@ Overall service satisfaction delivered
to developers (D-MeX)*

@ Affordability
© Bad debt

(@) Meeting the needs of
vulnerable customers

(@) Empty houses (void verification)

@ Overall service satisfaction to
household customers (C-MeX)*

@ Direct support given to customers

© Awareness of the Priority Services
Register (PSR)*

O Gap sites

O Priority Services satisfaction
O Inclusive customer service
@ Risk of sewer flooding

O sewer collapses

O Pollution incidents

O External sewer flooding

Improving Yorkshire’s
bathing beaches

*See Appendix 5 for further details on
these performance commitments.
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Understanding the charts

We will show how we are performing against our performance commitments using charts like the example below.
The chart shows past performance, current year performance, the targets for each year and whether we are in the
outperformance or underperformance zone for each year - all in a single chart.

100.000%
This is the performance
99.980% commitment target.
99.960% This is the actual result
for that year.
99.940%
The colours represent
99.920%
whether the performance
is in the outperformance or
99.900% underperformance zone.
2015/2016  2016/2017  2017/2018 2018/2019  2019/2020 The key below describes what
,t j‘ each of the colours represent. In
this example, the performance
is in the underperformance
Each bar represents a year _dead_band <ONE: Ther_e S0
financial penalty associated at
this stage.
Key
Performance better than Performance worse than
reward cap penalty collar
Performance between reward Performance between penalty
cap & reward deadband collar & penalty deadband
Performance in reward deadband/ Performance in penalty deadband/
no financial reward associated with no financial penalty associated with

good performance poor performance
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Customer Outcome: We provide you with water
that is clean and safe to drink

There are four performance commitments
under this outcome.

Drinking water quality compliance

Measure Drinking water quality. This is the mean zonal percentage
compliance from the regulatory sampling programme,
as calculated by the Drinking Water Inspectorate (DWI).

Unit Percentage

Definition Based on the DWI’s Mean Zonal Compliance (MZC) as set
out in ‘Calculation and composition of indices published
in the Chief Inspector’s Report’, DWI, May 2013.

Period Calendar year measure - reported in the following year
i.e. 01 Jan 2015 - 31 Dec 2015 and would be reported
in 2015/2016.

Target 99.960% (Years 1and 2) and 100% (Years 3-5)
Reported to 3 decimal places.

Incentive Both reputational and financial incentive
The DWI can take enforcement action if performance
deteriorates. Penalty is calculated annually.

Performance graph - higher is better

100.020%

100.000%

99.980% |

99.960% T

99.940%

99.920%

99.900%

2015/2016 2016/2017 2017/2018 2018/2019 2019/2020
See page 61 of this report for an explanation of what this graph shows and the key.

Performance data table

Performance
Commitment

2015/ | 2016/ | 2017/ | 2018/ 2019/

Units | 5016 | 2017 | 2018 | 2019 2020

Drinking water

quality compliance

% 199.954 [99.962 |99.953(99.962 99.949

Outcome delivery incentives table

2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
ODI (Em) £0.00 £0.00 £0.00 £0.00 -£0.89

Result: 99.949%

Target: We unfortunately didn’t meet

our ambitious target of 100%

How did we compare last year
with other water companies?

The chart below, taken from the Discover Water website
compares our drinking water quality against other water
companies. The performance is based on water quality
tests known as Overall Mean Zonal Compliance. In 2018,
our water quality compliance was 99.96%, which was
higher than the overall performance in England and Wales
which was 99.95%. Please note, this is a calendar year
measure from 01 January 2018 to 31 December 2018.

Source: Discover Water - discoverwater.co.uk/quality

Average

Affinity

99.95%

99.96%

Anglian

Bournemouth

>99.99

Bristol

Dvir Cymru
Welsh Water

East & Suffolk

Hafren Dyfrdwy

Northumbrian

Portsmouth

SES Water

Severn Trent

South East

South Staffs
Incorporating Cambridge

99.91%

South West

Southern

Thames

United Utilities

Wessex

Yorkshire

Average

L

o
3

10%

|
N
=
©

20%

30%

40%

50%

60%

70%

80%

90%

100%

99.95%

%

99.99%

99.97%

99.95%

99.98%

99.95%

99.96%

99.97%

99.94%

99.98%

99.99%

99.98%

99.96%

99.93%

99.96%

99.96%

99.95%
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Performance summary

Customers in Yorkshire expect the drinking water we supply
to be of the highest possible quality. Because of this we have
set ourselves the target of achieving 100% compliance with
the Drinking Water Inspectorate’s (DWI) requirements. No
Water and Sewerage Company in the UK has yet achieved
this target, and the condition of the water samples collected
by us is not wholly under our control. Nevertheless, this
target is the continuation of a long-term goal and requires
us to make improvements in the way we collect, treat,

and distribute water from source to tap.

Whilst our water quality remains exceptionally high, in 2019
we saw a slight decrease in compliance to 99.949% from
99.962% in 2018.

Year Performance Target Commitment met

2015 99.954% 99.960% Target not met O
2016 99.962% 99.960% Target met @
2017 99.953% 100% Target not met (&)
2018 99.962% 100% Target not met O
2019 99.949% 100% Target not met O

Unfortunately, performance in 2019 is the worst reported in
the AMPG6 period. The decline in performance was partially
related to an increased number of samples being found

to contain raised levels of mains sediments, such as iron,
manganese, or turbidity. In addition, the nature of the water
quality compliance measure is that the most significant
contribution to the overall outcome is the number of audit
parameter failures. We had 23 iron related failures in 2019
and 15 in 2018. In depth analysis indicates that the period of
most unusual aesthetic metals performance was in January
and February 2019. Changes to the condition of mains
systems happen slowly, and so it is likely the performance in
the first half of 2019 was still influenced by the very unusual
weather and demand conditions of 2018.

In addition, there was an increase in both the number of
lead failures and the number of nickel failures from 2018

to 2019, with both increasing from 2 in 2018 to 3 in 2019.
So, the overall number of audit parameter failures increased
from 4 in 2018 to 6 in 2019. Primarily the cause of these
failures is the condition of domestic pipework or fittings
(such as taps). We have maintained phosphate dosing to
minimise plumbosolvency and nickel failures.

Plumbosolvency

Plumbosolvency is the ability of a solvent, notably
water, to dissolve lead. Plumbosolvent water can cause
damage to lead pipes. We counteract this by adding
phosphate at our water treatment works, which forms
a protective coating to the inside of lead pipes.

There was also an increase in the number of taste and odour
positive samples from customers’ taps - we had 14 positive
samples in 2019 and 9 in 2018. These parameters are not
thought to be health impacting, and none of the property
owners indicated dissatisfaction with the supply of water at
the time of collection.
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However, the levels of these parameters indicate a risk of
later discolouration of supplies.

There were no fails for metaldehyde in 2019, a welcome
improvement from large numbers of failures seen in 2015
through to 2017. It is likely that long-term initiatives to
encourage smart usage of metaldehyde in the farming
community and the dry weather conditions at the highest
risk periods of the year, reduced the farming usage of this
molluscicide and reduced the run-off into watercourses.

Underperformance or outperformance payment

The performance is between the penalty collar and
penalty deadband. This means we have incurred a penalty
of £0.89 million.

Lessons learnt

The key drivers of performance under mean zonal
compliance remain the occurrence of audit failures.
In Yorkshire this has historically been for parameters
such as lead, nickel, and metaldehyde.

The long-term approach of dosing phosphate-based
chemicals into all water supplies, in addition to targeted
lead communication pipe replacement have resulted in an
on-going trend of reduction in lead failures. All previous
nickel detections in Yorkshire have been related to the
condition of private fittings (such as domestic water taps)
so there is limited option for intervention by the Company.
Indeed, our phosphate dosing will provide a degree of
protection. There was a small increase in the number of
failures for both lead and nickel. But the overall long-term
trend remains one of reducing numbers of failures.

Our key approach to addressing metaldehyde has
previously been to engage with the farming community.
Although the proposed ban on the use of metaldehyde has
been overturned, the absence of failures in 2019 indicates
that the community engagement, supplemented by careful
abstraction from raw water sources, can be effective in
reducing the risk.

What'’s coming up in the future?

This performance commitment is changing in AMP7 and
drinking water quality will no longer be measured by mean
zonal compliance. This measure is replaced by the DWI’s
preferred measure of Compliance Risk Index (CRI). This
CRI measure has been in use for several years for reporting
between the Company and DWI.

Definition

Asset Management Period (AMP)

An ‘Asset Management Period’ is the term given to
the five-year period covered by a water company’s
business plan. AMP1 refers to the first planning period
after the water industry was privatised and this covers
the period from 1990 to 1995. We are currently in
AMP7, which covers 2020 to 2025 and we will report
on the financial year 2020/2021in our next APR.
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Our water quality teams have a good understanding of the
implications of the change of measurement. Significant
effort has been made in understanding the key parameters
included within this measure. Under this measure the health
risk associated with particular parameters and the number
of customers potentially impacted by a failure cause the
largest impacts on performance. Hence, detections of
microorganisms and turbidity at water treatment works

have high impacts on CRI performance, as do the frequently

occurring failures in large water supply zones. Investment is
being targeted to address the highest risk sites.

The Covid-19 pandemic in 2020 has resulted in an agreed
alteration to sampling programmes as well as routine
maintenance activity in Year 1 of the reporting period.

It is not clear what impact this will have on the final year
outcome, at the time that this report was written, but we
continue to monitor the situation.
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Performance data table

Performance Units 2015/ | 2016/ | 2017/ | 2018/ 2019/
Commitment 2016 | 2017 | 2018 | 2019 2020
Corrective Number | 5 3 4 5 1
actions
Outcome delivery incentives table -
reputational only
2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
ODI (Em) N/A N/A N/A N/A N/A
Result: 1

Target: Achieved - maximum of 6
corrective actions per year

Performance graph - lower is better

10
8
6 I I I I I
4
| |
. l
2015/2016 2016/2017 2017/2018 2018/2019 2019/2020

See page 61 of this report for an explanation of what this graph shows and the key.

Performance summary
Corrective actions We investigate every instance of suspected deterioration of
Measure Potentially significant drinking water events which require water quality, and we share the outcome of our investigations
corrective action. with the DWI as well as local health authorities in Yorkshire.
: s In total, there were 26 events investigated in 2019 (calendar
umber . .
Unit year measure), a reduction from 31in 2018. Most events were
Definition The number of potentially significant events notified to aS_SOCIat_ed_ with t_hlr_d party activity or were the res_l'”t of
the DWI under the Water Industry (Suppliers’ private fittings within individual customer properties (such
'“fO”tT?a“?n) D”teCtior‘élQOS" “f‘zt have ”lﬁ potet““a' f°'| as domestic water taps). Only five events were considered to
negative impact on public confidence in the water supply, e s . .
ot el (17 W e feeiied) us o (Ele Coreeive be ‘significant” by th_e DWI, a c_lear reduction from 14 in 2018.
action to maintain compliance or protect public health. Each event was subject to review and lessons were learned.
hernumber s the nurber of events identirsalby the Only one of the five events resulted in a recommendation
DWI requiring further action (defined as either a specific from the DWI.
action or as a recommendation by the DWI in an Event
Assessment Letter) by 1 June each year. Year Performance Target Commitment met
Period Calendar year measure published annually in July 2015 5 6 Target met @
2016 3 6 Target met @
Target Maximum of 6 per year
2017 4 6 Target met @
Incentive Reputational incentive. The Drinking Water 2018 5 6 Target met @
Inspectorate (DWI) can take enforcement action
if performance deteriorates. 2019 1 6 Target met @

2019 was our best performance in this AMPG6 period.
Our commitment to have no more than six events with
corrective actions was achieved for each of the past
five years.

Underperformance or
outperformance payment
This performance commitment is reputational only.

What’s coming up in the future?

There is no similar performance commitment to this one in
AMP7. However, reducing the occurrence of events remains
a priority for us.
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Drinking water quality contacts

Measure Drinking water quality contacts for taste, odour and
discolouration and illness.

Unit Number

Definition The number of times customers contact us each year,
in line with DWI reporting on rate of contacts for
appearance, taste, odour and illness.

Period Financial year measure

Target 2014/2015 = equal to or less than 12,143 (starting position)
2015/2016 = equal to or less than 10,131
2016/2017 = equal to or less than 8,120
2017/2018-2019/2020 = equal to or less than 6,108

Incentive Financial incentive. Outperformance/underperformance

payments calculated annually.

Performance chart - lower is better
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See page 61 of this report for an explanation of what this graph shows and the key.

Performance data table

Performance
Commitment

2015/ | 2016/ | 2017/ | 2018/ 2019/

Units | 5016 | 2017 | 2018 | 2019 2020

Drinking water
quality contacts

Number | 10,007 | 9,093 | 8,100 | 7,964 6,368

Outcome delivery incentives table

2015/ 2016/ 2017/ 2018/ 2019/

2016 2017 2018 2019 2020

ODI (Em) £0.00 £0.00 -£6.57 -£6.12 -£0.86
Result: 6,368

Target: Not achieved our target of receiving
equal to or less than 6,108 drinking water
quality contacts for taste, odour and
discolouration and illness

How did we compare last year
with other water companies?
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The chart below, taken from the Discover Water website
shows how many times customers contacted their water
companies about the appearance of their water. The chart
shows the number of contacts per 10,000 people supplied.
In 2018, we had 11.5 contacts for every 10,000 customers
which is slightly higher than the industry average of 11.0.

This is a calendar year measure from O1 January 2018
to 31 December 2018. It is important to note that our
performance commitment on drinking water quality
contacts has a different definition, and includes contacts
regarding illness.

Source: Discover Water - discoverwater.co.uk/colour

Average

Affinity

Anglian

Bournemouth

Bristol

Dwr Cymru
Welsh Water

Essex & Suffolk
Hafren Dyfrdwy
Northumbrian
Portsmouth
SES Water
Severn Trent
South East
South Staffs
incorporating
Cambridge
South West
Southern
Thames

United Utilities
Wessex

Yorkshire

Average

I

14.2

22.4

D 253 )
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The chart below, taken from the Discover Water website
shows how many times customers contacted their water
companies about the taste or smell of their tap water. The
chart shows the number of contacts per 10,000 people
supplied. In 2018, we had 4.3 contacts for every 10,000
customers which is slightly higher than the industry
average of 3.1. This is a calendar year measure from
1January 2018 to 31 December 2018.

Source: Discover Water - discoverwater.co.uk/taste

Average 31
Affinity 2.7
Anglian 2.9
Bournemouth 2.4
Bristol 41

Dwr Cymru

4.6
Welsh Water

Essex & Suffolk

Hafren Dyfrdwy

Northumbrian

Portsmouth

SES Water

Severn Trent

South East 4.2

South Staffs
incorporating
Cambridge

South West 5.2

Southern 2.6
Thames 1.6
United Utilities 3.7
Wessex 4.1
Yorkshire 4.3

Average 31

B 20

Performance summary

There was a significant reduction in the number of
occasions that customers contacted the company
regarding water quality concerns. Overall, there were
6,368 contacts from customers in 2019/2020, down
from 7,964 in 2018/2019.

Year Performance Target Commitment met
2015/2016 10,007 10,131 Target not met Q
2016/2017 9,093 8,120 Target not met Q
2017/2018 8,100 6,108 Target not met O
2018/2019 7,964 6,108 Target not met O
2019/2020 6,368 6,108 Target not met Q
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Although the target performance commitment level
was not met in 2019/2020 there was a significant
improvement compared to previous years with a near
40% improvement over the five-year AMP period. This
improvement represents the manifestation of many
years of intervention in local networks and improved
investigation of trunk mains conditions.

The improvement seen in 2019/2020 relates to

an approximate 800 contact reduction regarding
discolouration and as well as an approximate 500
contact reduction related to taste and odour. The
controlled operation of our supply grid, the continuing
impact of our flushing programme and providing
targeted information to impacted customers has all
contributed to this performance improvement.

Underperformance or outperformance payment

We are currently in the underperformance zone for this
performance commitment and have incurred a penalty of
£0.86m in 2019/2020. Over the course of AMP6, we have
incurred a total penalty of £13.56m in this five-year period.

Lessons learnt

Control of supply to customers and providing relevant
information to targeted groups of customers will continue to
reduce the number of occasions where customers contact
us regarding the taste and odour of their water supply.

What’s coming up in the future?

A performance commitment for water quality customer
contacts is retained in AMP?7, although the definition has
changed slightly and the information will be presented as

a rate per 10,000 population. The new AMP7 performance
commitment will exclude contact types such as illness.
This alteration brings the measure in line with the approach
taken by DWI, and mirrors the data displayed on the
Discover Water website.

Meeting the updated performance commitment will
continue to be challenging. On-going processes of planned
zonal flushing, as well as trunk mains condition assessment,
and continued careful management of changes in supply
and interventions at water treatment works will reduce

the likelihood of contacts.

There has been a substantial reduction in the number

of water quality contacts during AMPG6. Primarily these
have been achieved by improved process for the
removal of mains sediment. It is assumed that continued
application of these programmes will continue to provide
benefit. Although it is possible that an optimum level of
performance will be reached using these approaches.
Assessment of opportunities for further reduction of
other contact types will be continued.
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Stabil A rotiability f — " Stability and reliability factor -
tability and reliability factor - Water qualit :
. y quality | water quality sub measures
Measure Stability and reliability factor - Water quality
Sub measure Water treatment works coliform
Unit Classification: Deteriorating/Stable/Improving non-compliance
Definition An overall assessment of long term stability and reliability Unit Percentage
for water quality, based on a basket of indicators.
Assessment is based on the recent historical trend of .. Th b £ water treat t Ks with
the indicators. The basket of indicators for the long-term Definition d te num f.r orwa ir trea melrjf Works wi ¢
stability and reliability factor for water quality contains: ;etﬁrrr:n:qéor:s (;C;n talpr:ii th|> |norrr;s;/\;astar|cl>erc\:/ie: age
* Water treatment works coliforms non-compliance (%) ?reat?ne':t wirl?s taeke?n at ffegu:niiesar:qu?fed k?y
. i i i - i %
. is:g:zﬁtre(ZeJ;/:Erezr:)ohforms mem-eempliEmnee () regulation 13 (Schedule 3, table 3, item 2), as specified
. Enforce?/nent (incidents number) in regulation 4 (schedule 1, table A, part Il, item 1)
> Ressiive ceiiment fElueEs @) of the ‘Water Supply (Water Quality) Regulations
quip 2000’ (and its equivalent in Wales). This information
N - is given in the Chief Inspector of the Drinking Water
Period Various (see sub measures) Inspectorate’s Annual Report in the calendar year.
This information may need to be amended after the
Target Stable (As assessed in Year 4 for Year 5 outturn). publication of the Chief Inspector’s Report.
Assessment subject to independent external and
Yorkshire Forum for Water Customers assurance. Period Calendar year measure
Incentive Financial incentive (underperformance payment only) - Target Reference level = 0.04
calculated in Year 4. Underperformance up to 10% totex 9 High tramline = 0.07
for outcome. Lower tramline = 0.01
Result: Stable - —
- Sub measure Service reservoir coliforms
. non-compliance
Target: Achieved

Performance summary

The Stability and Reliability Factor is made up of a

basket of measures monitoring water quality of our assets,
including the presence of coliform bacteria at our water
treatment works and service reservoirs, as well as the
measure of particles in the water supplied from our sites.
We met each of these targets individually, and our overall
performance in 2019/2020 has been at our target level of
stable for five years.

More information on these sub measures can be found in
Section 8 of this report.

Unit Percentage

Definition Number of service reservoirs with >5% of sample
determinations containing coliforms expressed as
a percentage of total number of service reservoirs.

Period Calendar year measure

Target Reference level = 0.00

High tramline = 0.24
Lower tramline = 0.00

Enforcement actions considered
(microbiological standards)

Sub measure

Reference Level and Tramlines:

Each of the sub-measures that support the Stability
and Reliability Factor performance commitments has a
reference level and a tramline. This is the range where
performance is expected. It is a bit like a target with a
tolerance zone. Performance is measured within this
zone but also on trends over the years to help us
assess whether the overall measure is stable or not.

Unit Number

Definition Number of enforcement actions as initiated by
Drinking Water Inspectorate (DWI).

Period Calendar year measure

Target Reference level = O

High tramline =1
Lower tramline = O
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Sub measure

Water treatment works turbidity

Unit

Number

Definition

The number of operational potable water treatment
works and sources whose turbidity 95 percentile is
less than a 0.5 NTU threshold. Calculate percentile
value using all data from regular routine sampling

of final water at water treatment works for the
calendar year.

Minimum of 30 water samples where the works is

in production for more than 11 months of the year.
Otherwise, a minimum of 30 samples, less one
sample per unit of four weeks that the works is not
in supply.

The maximum time interval between data samples is
28 days where works is in production for more than
11 months of the year, otherwise 28 days less one per
unit of four weeks not in supply.

Period

Calendar year measure

Target

Reference level = 0
High tramline = 4
Lower tramline = O

Sub measure

Reactive equipment failures

Unit Number

Definition The number of works orders created reactively for
water quality assets.

Period April to March

Target Reference level = 6,771*

High tramline = 8,380*
Lower tramline = 5,161*

Annual Performance Report 2019/2020 - February 2021
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Customer Outcome: We provide you
with water that is clean and safe to drink

There are four performance commitments
under this outcome.

Leakage

Measure Leakage

Unit Mega litres a day (MI/d)

Definition The sum of distribution losses and supply pipe losses.
This includes any uncontrolled losses between the
treatment works and the customer’s stop tap. It does
not include internal plumbing losses.

Period Financial year

Target The commitments have been set through the Water
Resource Management Plan and are as follows:
2014/2015 = less than or equal to 297.1 (Starting level)
2015/2016 - 2017/2018 = less than or equal to 297.1
2018/2019 = less than or equal to 292.1
2019/2020 = less than or equal to 287.1

Incentive Financial incentive

Performance graph - lower is better
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Performance data table

Performance Units 2015/ | 2016/ | 2017/ | 2018/ 2019/
Commitment 2016 | 2017 | 2018 | 2019 2020
Leakage Ml/d 285.1 | 295.2 | 300.3 | 290.1 270.8

Note: 2018/2019 has been revised slightly compared to the value presented in
the 2018/2019 APR. Following identification of @ minor error in some supporting
information, leakage in 2018/2019 has been amended from 289.8M|/d as
previously reported, to 290.1 Ml/d. For more information on this, please see

the change control document, titled ‘Amendment to APR 2018/2019 data’,
published alongside the APR.

Outcome delivery incentives table

2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
ODI (Em) £0.00 £0.00 £0.00 £0.00 £0.16

Result: 270.8 Ml/d

Target: Achieved target of
less than or equal to 287.1Ml/d

How did we compare last year
with other water companies?

The chart below, taken from the Discover Water website
shows the volume of water leaked from each company’s
pipes compared to the overall length of water pipes the
company has. Lower is better. This is the 2018/2019
leakage performance.

Source: Discover Water - discoverwater.co.uk/leaking-pipes

Average

Affinity

Anglian

Bournemouth

Bristol

Cambridge

Dvr Cymru
Welsh Water

Essex & Suffolk
Hafren Dyfrdwy
Northumbrian
Portsmouth
SES Water
Severn Trent
South East
South Staffs
incorporating
Cambridge
South West

Southern

Thames

United Utilities

Wessex
Yorkshire 9.1
Average 9.2
(‘)2‘.5 é 7.‘5 16 12‘.5 1;5 17‘.5 2‘0 22‘.5

B 2018-2019
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Performance summary

Leakage is the amount of water lost from our network when
it’s being transported between the treatment works and
customer homes or businesses. We actively measure, monitor
and reduce leakage as the dominant source of water waste.
Over the previous two years, we have increased resources,
and improved both technology and data analysis to refine

our approach to leakage reduction through investing money
saved in other areas by working efficiently (outperformance).
This approach ensured that the performance commitment
target of 287.1 megalitres per day (MI/d) was achieved with a
figure of 270.8 Ml/d, a 7% reduction compared to the previous
year. The 2019/2020 performance was our single biggest
in-year reduction of leakage when not following an atypical
winter, such as those experienced in 2010/2011 and 2018/2019.

Our leakage reduction strategy is well under way. Additional
resources employed to undertake proactive leak detection
are in place and finding more leaks to reduce losses from our
network. To complement these resources, this year 40,000
acoustic listening and logging devices were installed in

the top 20% of poorest performing leakage areas. Satellite
leakage detection has become an essential method of
ensuring we locate and repair leaks as quickly as possible, and
this new technology is now utilised across the whole region.
The key driver for these new technologies is to improve
effectiveness of leakage detection and to achieve our long-
term goal of being in the upper quartile of performance

in the industry. The establishment, and additional focus,

of a dedicated leakage team for our larger trunk mains is
demonstrating worthwhile investment and will be continued
through the next five-year period. We continue to embed
and improve the data and analysis associated with measuring
leakage along with its contributing factors.

Year Performance Target Commitment met
2015/2016 285.1MlI/d 2971 Ml/d Target met @
2016/2017 2952 MlI/d | 297.1Mli/d Target met @
2017/2018 300.3Ml/d | 2971 Ml/d Target not met Q
2018/2019 290.1MlI/d [ 2921 MlI/d Target met @
2019/2020 | 270.8Mi/d | 2871Mi/d Target met @)

2019/2020 saw the creation of a designated Leakage
Operations department. All leakage analytics, engineering,
optimisation, detection and maintenance functions now sit
under a Head of Leakage Operations, offering an increased
focus and direction for the expanded leakage teams.

The Upstream Leakage Team was created in November 2018
to survey and carry out leakage detection on the 317 trunk
main areas, 4,275 km of underground trunk main network,
347 Category 2-4 (or “dummy”) Distribution Management
Areas (DMASs) and above ground upstream storage assets. In
order to effectively carry out these activities, the Upstream
Leakage Team further expanded in November 2019. Since the
team was established in 2018, 32% of the trunk main network
has been surveyed. During 2019/2020 it is estimated that
6.4 Ml/d of leakage has been repaired across the trunk main
network, with at least a further 2 Ml/d within the Category
2-4 DMAs.
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The Leakage Assurance Team was created in September 2019
to focus on providing high quality performance dashboards to
drive performance across key areas, improve the competency
of our resource, and ensure all process, procedures and
protocols are clear, consistent and up to date. By January
2020, the team had expanded to include the Configuration
Analysts and therefore the responsibility of providing and
assuring the leakage data for year-end 2019/2020 reporting
and onwards into AMP7.

Spring 2018 saw our biggest recruitment campaign into
Leakage Operations, recruiting 100 trainee Leakage
Inspectors, and the subsequent transfer of our service partner
detection resource from an external company into Yorkshire
Water to ensure a consistent approach. There is an ongoing
process for increasing competency and capability of our
detection resource, including a review of our existing

working patterns.

Underperformance or outperformance payment

We beat our performance commitment target of 287.1 Ml/d
this year and earned a financial reward of £0.16m.

What’s coming up in the future?

Plans are in place to reduce leakage by 15% by 2025, as
defined through the AMP7 price review process. It should be
noted that the Water Resource Management Plan (WRMP),
submitted to the Department for Environment, Food and
Rural Affairs (Defra) and the Environment Agency (EA)
includes the ambitious target of 25% reduction, which
aligned with our business plan submission, prior to the final
determination being published. We are now unlikely to
meet this stretching 25% reduction goal in AMP7 due to the
funding levels for leakage reduction included in the AMP7
final determination. We remain committed to a longer-term
ambition to reduce this further and support increasing
challenge on our resilience to climate change.

In AMP7 we move to a new method of reporting leakage
which ensures there is consistency across the industry and
sets a good practice baseline across all water companies. This
methodology will significantly change how we report leakage
going forward; meaning historic comparisons under current
methodology are no longer valid. This new methodology also
means changes in how we target and respond to leakage.

Since 2017 we have been dual-reporting leakage using both
the AMP6 and AMP7 methodologies. Our compliance with the
new AMP7 methodology has increased year-on-year, as we
have implemented new data and processes in readiness for
Year 1.

In addition to the changes to the methodology of leakage
reporting, Ofwat’s final determination presents us with
some significant challenges to delivering the leakage target,
for example a required reduction of mains repairs sets a
significant challenge to the delivery of the leakage target.
There is an important practical relationship between these
incentives since one of the ways of reducing leakage is to
repair leaking mains.
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Water use

Measure Water consumption

Unit L/h/d (litres per head per day)

Definition The average daily water consumption per head of
population in measured and unmeasured households in a
dry year. This is only for household consumption. This is
sometimes also known as per capita consumption (pcc).

Period Financial year

Target Starting Level 2014-15:143.7 I/hd/d

Y1 Y2 Y3 Y4 Y5
Target - (I/hd/d) 142.6 1415 140.4 139.3 138.3
Incentive Reputational incentive

Performance graph - lower is better
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Performance data table

Performance Units 2015/ | 2016/ | 2017/ | 2018/ 2019/
Commitment 2016 | 2017 | 2018 | 2019 2020
Water use I/hd/d 141.7 | 137.4 | 135.9 | 133.7 135.0

Note: 2018/2019 has been revised slightly compared to the value presented in
the 2018/2019 APR. Following identification of a minor error in some supporting
information, water use in 2018/2019 has been amended from 133.5 [/hd/d as
previously reported, to 133.7 I/hd/d. For more information on this, please

see the change control document, titled ‘Amendment to APR 2018/2019 data’,
published alongside the APR.

Outcome delivery incentives table -

reputational only
2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
ODI (Em) N/A N/A N/A N/A N/A
Result: 135.0 /hd/d

Target: Achieved our target of 138.3 l/hd/d

Annual Performance Report 2019/2020 - February 2021

How did we compare with
other water companies?

The chart below, taken from the Discover Water website
shows daily water usage, in litres, for each company’s
customers in 2018/2019. Last year, we were joint third.

Source: Discover Water -
discoverwater.co.uk/amount-we-use

Affinity 159
Anglian 135
Bournemouth 151
Bristol 151

Cambridge 143

Dwr Cymru
Welsh Water 157

Essex & Suffolk 159

Northumbrian ' 147
Portsmouth 152
SES Water 163
Severn Trent 131
South East 152
South Staffs 134
South West 157
Southern 130
Thames 145
United Utilities 144
Wessex 147
Yorkshire 134
Average 143
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Performance summary

We support and encourage our domestic customers to

save water. Our goal is to deliver tangible water efficiencies
and sustainable behavioural change. In 2019/2020 we gave
away 21,735 free water saving packs. We also delivered

our “Fit2Save” free home audit and retrofit service to 1,164
household customers. This was delivered to homes in the
Halifax, Barnsley and Rotherham areas and we will be
offering the service to more customers and to Yorkshire
Water colleagues in 2020. As part of our education activities
we engage with schools and communities on a wide range of
topics including water efficiency. This has helped us achieve
our performance commitment for water use, with per capita
consumption out-turning at 135.0 I/hd/d in 2019/2020
against a target of 138.3 |/hd/d.

The weather in the summer of 2019 was not as warm and dry
as that of summer 2018. Although the summer of 2019 saw
reduced demand compared to 2018/2019, the winter months
saw greater water usage, like that in 2017/2018.

Quadrant analysis of temperature and rainfall data for the
period 2009 to 2020 has shown 2019/2020 to be a warm,
wet year when compared to previous years. As the definition
for per capita consumption (PCC) is based on consumption
in dry year conditions, the application of an additional dry
year uplift factor to PCC was considered appropriate for
2019/2020 to reflect what PCC would have been in a dry
year. Once this factor is applied, the average water use by a
person in Yorkshire in 2019/2020 was 135.0 litres per person
per day. This means that water demand was comparable to
last year where a dry year uplift was not applied.

We have achieved our target for water use every year

in AMPG6. Throughout AMPG6 the reported water use has
reduced and then remained stable in 2019/2020. This is a
result of increased metering of household properties, with
associated reduction in water use. Household consumption
is also impacted by water efficiency messages and water
saving devices provided to customers as part of our
campaign to reduce water use.

Year Performance Target Commitment met
2015/2016 1417 142.6 Target met @)
2016/2017 137.4 141.5 Target met @
2017/2018 15,8 140.4 Target met @
2018/2019 133.7 139.3 Target met @
2019/2020 135.0 138.3 Target met @
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We provide a range of water saving advice and support:

* Free leakage repairs are offered to our customers
for all domestic supply pipes which are not under
buildings. We raise awareness with customers that
they are legally responsible for the supply pipes in their
property boundary and we offer advice and support to
help customers understand how they can manage their
supply pipes. We also offer assistance for repair of any
commercial supply pipe leaks.

* Free water meters are provided to household customers
on request. Meters provide a financial incentive to use
less water. Our Water Resource Management Plan
(WRMP) forecasts the number of households with
meters will increase over the next 25 years, from 50%
to 84% by 2044/2045. Metering is instinctively an
appropriate method of charging for water supply and
sewerage services, based on payment for use. However,
metering can result in a more expensive bill because
of the additional cost of installing and maintaining
the meter.

* Free water saving devices such as tap aerators and
shower timers are provided to households, student
accommodation and community groups. Our website
also includes a link to our contractors’ website offering
customers the opportunity to purchase a range of water
saving products including water butts.

¢ Advice and information is provided through
communication campaigns, at events, in our written
communications, social media and on our website.
We also run education centres for schools and provide
information packs for teachers and their pupils.

* A home audit and retrofit water fitting service
trial will continue over the next year.

More information can be found on the dedicated
water efficiency section of our website at
yorkshirewater.com/savewater

Underperformance or outperformance payment
This performance commitment is reputational only.
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What'’s coming up in the future?

We are anticipating a decrease in reported water use

in AMP7, in line with our target. This will be achieved
through continuing our promotion of water metering and
provision of water efficiency devices and engagement
with our customers.

In AMP7, Ofwat is standardising the way in which water
companies report water usage. We will be using the same
data but small changes in the calculation mean our per
capita consumption performance will not be directly
comparable to the performance in AMPG6.

We will be working to expand our sample of customers
that we use to understand the usage by unmetered
households, so that we can increase our confidence in
this estimate.

Household demand was higher at the end of the year,

in March 2020, when compared to previous years. This
high usage has continued into April 2020 and is higher
than the reduction seen in non-household properties. It is
thought that this increase in usage is due to a combination
of warm and dry weather conditions and the increased
number of people based at home during the global
Covid-19 pandemic. We therefore expect PCC to

increase in 2020/2021.

Annual Performance Report 2019/2020 - February 2021

Water supply interruptions

Measure Water supply interruptions

Minutes

Unit

Number of minutes lost per property served in the
year with supply interruptions for three hours or longer
(irrespective of whether it was planned, unplanned or
caused by a third party). Per property is the number

of properties (domestic and non-domestic) connected
for water supply. This includes properties which are
connected but not billed (for example, temporarily
unoccupied) but excludes properties which have been
permanently disconnected. A group of properties
supplied by a single connection should be counted as
multiple properties. They should only be treated as a
single property if a single bill covers all properties in the
group. An interruption starts when water is unavailable
from the first cold tap in a property and finishes when
the supply is restored to the tap.

Definition

Period Financial year

Annual target:

2014/2015: 14.44 Minutes (starting position)
2015/2016: 13.63 Minutes

2016/2017:12.81 Minutes
2017/2018-2019/2020: 12.00 Minutes

Target

Reputational and financial incentive.

£2.5m per property minute for both the penalty and
reward. Calculation will use actual number of minutes
calculated to 2 decimal places.

Outperformance and underperformance payments are
calculated annually.

Incentive

Minutes

Performance graph - lower is better
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See page 61 of this report for an explanation of what this graph shows and the key.
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Performance data table

Performance Units 2015/ | 2016/ | 2017/ | 2018/ 2019/ Anglian
Commitment 2016 | 2017 | 2018 | 2019 2020
Water suppl Minutes
ntorrunton? and | 12:53 | 9:47 | e:58 | 10:28 7:34
P seconds Bournemouth

Outcome delivery incentives table

Bristol

2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
Dwr Cymru
ODI (Em) £0.00 £5.79 £10.23 £4.02 £10.23 Welsh Water
29:10
Result: 7 minutes and 34 seconds Hafren Dyfrdwy

Target: Achieved target of 12.00 minutes or less

Northumbrian &
Essex & Suffolk

How did we compare with
other water companies? Portsmouth

The chart opposite, taken from the Discover Water website
shows whether water companies have met their targets for
water supply interruptions in 2018/2019. If the actual loss of
supply is less than the target, the company has beaten the
target. The figures in this chart are presented as minutes
and seconds. Last year we beat our target by over

SES Water

Severn Trent

a minute.
Source: Discover Water: discoverwater.co.uk/loss-of-supply South East
Performance summary South Staffs

incorporating

We sometimes need to temporarily interrupt customers’ Cambridge

water supplies to undertake emergency and planned
maintenance. At 7 minutes, 34 seconds, in 2019/2020, we
have performed considerably better than the performance
commitment of 12 minutes.

South West

Throughout 2019/2020 the performance has remained Southern
relatively stable, with an increase in network activity over

the summer months due to the warmer weather increasing

customer demand and an increase in network activity across Thames
the region. This is typical of the warmer months. However,

we did have a single large event in Wakefield in March 2020,

which significantly impacted the year end position, adding an  uUnited Utilities
additional 51 seconds onto our performance.

15:36

Performance Target
Year Minutes : Minutes : Commitment met
seconds seconds
2015/2016 12:53 14:38 minutes Target met () 10:28
Yorkshire
2016/2017 9:47 13:49 minutes Targetmet () B 12:00
. | ; ; ‘
2017/2018 6:58 12:00 minutes Targetmet () 5 o 0 “
2018/2019 10:28 12:00 minutes Target met @ W 2018/2019 Actual
2019/2020 7:34 12:00 minutes Targetmet () B 2018/2019 Target

We recognise that any interruption to water supplies can be
critical to some customers. This measure, alongside leakage,
was targeted as one of the key performance commitments
that we wanted to improve upon over the last two years by
investing additional money created through outperformance.
The operational measures and capital investments made
have enabled sustained performance improvement, which
we aim to continue to improve upon over the next five years.
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Our investments have greatly improved the resilience of
our water service, but droughts could still impact customers’
water supplies in extreme circumstances. We republished
our drought plan in 2019, having learnt lessons from 2018.
In the summer of 2018, we experienced a period of hot

and dry weather, and demand remained high for an
unprecedented prolonged period. This led to the crossing
of ‘control lines’ in our Drought Plan. These are trigger
points which, once reached, result in escalated levels of
action to maintain resilient water supplies. We applied for,
and were granted, two drought permits to temporarily
increase river abstraction limits. The permit applications
were a precautionary measure and we did not need to use
them. Our Drought Plan contains several options to tailor
our response to the exact conditions of any drought as it
develops. Our planning enables us to act quickly because
predetermined options have been assessed for their potential
environmental impact and mitigation strategies developed.
The two drought options applied for in 2018 were new
options identified during the developing drought as low
environmentally impacting actions. We learn from each
drought and update our Drought Plan accordingly. The two
additional options have now been added to our Drought
Plan and the plan republished and consulted on in 2019.

Underperformance or outperformance payment

We received an outperformance payment of £10.23m in
2019/2020. Over AMP6, we have achieved an outperformance
payment total of £30.26m in the five-year period.

What'’s coming up in the future?

We will continue to have a performance commitment in
AMP7 on water supply interruptions, although there is a
slight change in the definition to ensure all companies across
the water industry are reporting consistently. As per the
AMP7 Final Determination, the performance commitment
target starts at 6.5 minutes in Year 1, reducing to 5 minutes
in Year 5.
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Stability and reliability factor -
Water network

Measure Stability and reliability factor - Water network

Classification: Deteriorating/Stable/Improving

Unit

An overall assessment of long-term stability and
reliability for the water networks, based on a basket of
indicators. Assessment is based on the recent historical
trend of the indicators.

Definition

The basket of indicators for the long-term stability
and reliability factor for water networks contains:

* Total bursts (number)
* Interruptions greater than 12 hours (number)
* Low pressure (number)

« Customer contacts for discolouration
(number per 1,000 population)

* Distribution index TIM (as 100 minus Mean Zonal
Compliance) (%)

* Reactive equipment failures

* Security of supply index

Period Various (see sub measures)

Stable in Year 4 for Year 5 outturn. Assessment subject
to independent external assurance, including Yorkshire
Forum for Water Customers.

Target

Financial incentive (Underperformance only).
Underperformance payment assessed in Year
4 for Year 5 outturn.

Incentive

Result: Stable
Target: Achieved

Performance summary

We treat and supply around 1.3 billion litres of drinking
water each day, delivered by operating and maintaining our
water treatment works and distribution network. Following
our investments, Yorkshire has had no service restrictions,
such as hosepipe bans, since 1995. In 2019/2020 we have
maintained ‘stable’ status in the performance commitment
for the stability and reliability of our water networks. The
status of this commitment is determined by a basket of

six measures which demonstrate the effectiveness of our
long-term planning and asset management to ensure the
resilience and sustainability of our service.

The risk of water shortages, supply interruption or
discoloured water is a constant priority for us because of
the consequences to our customers and operations. Our
operational and investment programme includes a range
of activities to maintain and enhance services, for example
flushing the network to minimise the risk of burst dislodging
sediment on the inside of a water main and causing
discoloured water, managing pressure in the network and
installing further data loggers to improve our knowledge of
how the network operates. Helping our customers to use
water as efficiently as possible and understand the role that
they can play is also central to our plans.

A basket of measures is used to give the overall assessment
for this measure. There are six sub measures for this
performance commitment. More information on these

sub measures can be found in Section 8 of this report. 75
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Stability and reliability factor -
Water network sub measures

Annual Performance Report 2019/2020 - February 2021

Sub measure

Total bursts

Sub measure

Interruptions greater than 12 hours

High tramline = 7,710

Unit Number Unit Number
Definition Mains bursts include all physical repair work to mains Definition The number of properties affected by
from which water is lost which is attributable to pipes, unplanned supply interruptions, of more
joints or joint material failures or movement, or caused than twelve hours’ duration.
or deemed to be caused by conditions or original pipe
laying or subsequent changes in ground conditions Period April to March
(such as changes to a road formation, loading,
etc. where the costs of repair cannot be recovered
from a third party). Includes ferrule failures that are Target Rfeference.level =57
attributable to mains material condition or local oy tramlmle = /e
ground movements, but not incidents of ferrule failure Lower tramline = 5,680
due to ferrule materials or poor workmanship, or
associated with the communication pipe connection.
e e e Sub measure  Distribution index TIM (as 100 minus
of doubt, all leakage occurring at locations or Mean Zonal Comp"ance)
through joint or material failures which would have
been designed for the life of the main (irrespective of Unit Percentage
whether earlier failure occurs) should be regarded as
mains bursts. Fallgre of consumable or maintainable Definition The arithmetic mean of the zonal compliance
items (valve packings etc.) should be ex'cluded. values for Yorkshire Water zones and supply
Excludes valve, hydrantt wgshout and air valve pipes for turbidity, iron and manganese only
replacement;. Includes |nC|dehts of over-pressure or (as 100-mean zonal compliance).
pressure cycling, and surge failures etc. which reflect
the system operating conditions, even where these B
failures are accidental rather than associated with Period Calendanveagmeastite
weaknesses in pipe condition.
All third party damage should be excluded Target Reference level = 0.20
where costs are potentially (rather than actually) High tramline = 0.34
recovered from a third party Lower tramline = 0.06
Period April to March
T Reference level = 5,173 Sub measure Reactive equipment failures

High tramline = 67
Lower tramline = O

Sub measure

Customer contacts for discolouration

Unit Number per 1000 population

Definition Number of customer contacts regarding
discolouration divided by 1000 population.

Period Calendar Year

Target Reference level =118

High tramline = 1.57
Lower tramline = 1.44

Lower tramline = 5,680 Unit Number
Definition The number of works orders created reactively
for water network assets and also including

Sub measure Low Pressure pumping stations.
Unit Number Period April to March
Definition The total number of properties in the company’s Target Reference level = 1,825*

area of water supply which, at the end of the year, High tramline = 2,261*

have received and are likely to continue to receive a Lower tramline = 1,388*

pressure of less than 10m head (or a flow of less than

9l/min at 10m head).
Period April to March
Target Reference level =15
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Customer Outcome: We take care of your wastewater
and protect you and the environment from sewer flooding

There are four performance commitments under this outcome.

Performance data table

Performance Units 2015/ | 2016/ | 2017/ | 2018/ 2019/
Commitment 2016 | 2017 | 2018 | 2019 2020
Internal Number | 1,842 | 1,769 | 1,682 | 1,692 1,602
flooding

Internal flooding

Measure Internal flooding incidents

Unit Number per year

Definition Total number of incidents of internal sewer flooding

of homes and businesses in the year.

Includes any incident of internal flooding to normally
occupied buildings and includes schools, offices,
commercial premises and public buildings. The measure
includes incidents due to other causes, including blocked
and defective gullies and overloaded sewers in rainfall
events up to and including 1in 30 year return period,
incidents in exceptional rainfall events are excluded.

All incidents are included, including damp/wet only
patches. Incidents of flooding via the sewers caused

by high river levels, inundation due to surface run-off or
overflowing watercourses are excluded.

The measure includes assets transferred to Yorkshire
Water in October 2011.

Outcome delivery incentives table

Period Financial year

Target Starting Position: 1,857 2014/2015 rising to 1,919 from
2017/2018.
This has been calculated using Monte-Carlo uncertainty
analysis (@assumes hydraulic and non-hydraulic flooding
incidents are independent). Upper and lower deadbands
have been set by actual median values in the data set
from 2007 to 2013.

Incentive Financial incentive.

Outperformance and underperformance payments are
calculated annually.

Performance graph - lower is better
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See page 61 of this report for an explanation of what this graph shows and the key.

2015/ 2016/ 2017/ 2018/ 2019/

2016 2017 2018 2019 2020

ODI (Em) £0.00 £2.24 £7.24 £6.67 £9.03
Result: 1,602

Target: Achieved target of having equal to
or less than 1,919 internal flooding incidents

How did we compare with
other water companies?

The chart on the next page, taken from the Discover
Water website, shows the total number of properties
flooded with sewage against company targets. If the
actual figure is less than the target, the company has
beaten the target. Some water companies have agreed
different targets with Ofwat or don’t have a target for
each year, so they aren’t shown on this chart. It should be
noted that the definitions can vary across the industry.

Source: Discover Water -
discoverwater.co.uk/sewer-flooding

Monte-Carlo simulation

Monte-Carlo simulation is a computerised
mathematical technique that allows people to account
for risk in quantitative analysis and decision making.
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Performance summary

We know that internal sewer flooding of homes is one
of the worst things that customers can experience from
our activities. We continue to work hard to prevent this
from happening.

Each day we collect, treat and return one billion litres

of wastewater safely back into the environment. The
way in which we do this improves river water quality

and biodiversity in our region. We also play our part in
managing flood risk in our region by providing the public
drainage network and collaborating with other flood
management agencies to support a joined-up approach
to both short-term incidents and long-term plans.

We continue to invest in the region’s drainage network
and reduce the risk from sewer flooding, and we have
further increased our proactive maintenance of the sewer
network in 2019/2020, removing sewer blockages and
maintaining sewer capacity. Through this activity we
have targeted areas where customers have previously
experienced a range of issues, with the view that future
incidents can be reduced or avoided. This has been a
coordinated approach with communication campaigns
running alongside the onsite activity to inform customers
of the causes of some issues and the role they can play to
improve the situation.

Annual Performance Report 2019/2020 - February 2021

Year Performance | Target Commitment met
2015/2016 1,842 1,877 Target met @
2016/2017 1,769 1,898 Target met @
2017/2018 1,682 1,919 Target met @
2018/2019 1,692 1,919 Target met @
2019/2020 1,602 1,919 Target met @

2,000

In 2019/2020, we achieved our performance commitment
for internal sewer flooding. We had 1,602 internal flooding
incidents this year, which is a decrease on the number of
incidents reported in 2018/2019.

We continually invest across the region and collaborate
with others to reduce flood risk. Below are some examples
of the progress in 2019/2020:

* We have delivered over 840 hours of education to nine
schools through the Living with Water Partnership in
Hull and East Riding. We have also supported with
engagement at events such as The Big Malarkey
Literature Festival to raise community awareness of
flood risk.

* We have collaborated with Hull City Council, East Riding
of Yorkshire Council, Sheffield University and iCASP to
share the telemetry data that each Risk Management
Authority generates helping identify new opportunities
to work together and better respond to rainfall events.

¢ We have jointly invested in two feasibility studies
with Doncaster Council to look at potential
partnership opportunities to reduce the flood
risk to two communities.

¢ We have shared sewer modelling with our Lead Local
Flood Authorities including Leeds City Council to help
identify opportunities to jointly manage flood risk across
the region, in particular, looking at opportunities for
surface water flooding.

* We have worked alongside all our partner organisations
throughout the exceptionally wet winter of 2019/2020
and activated multi-agency flood plans to reduce flood
risk to properties across the region.

Underperformance or
outperformance payment

We are currently in the outperformance band for internal
flooding with a reward of £9.03m in 2019/2020. Over
AMPG6, we have achieved an outperformance payment
total of £25.18m.

What’s coming up in the future?

The definition of this measure changes significantly

in AMP7 and this becomes a standardised reporting
definition across the industry. Our focus will be on
improved first-time response and initial investigation
to target a reduction in repeat incidents. Our proactive
programme will continue to increase moving forward,
targeting historically poor performing areas.

78



Contents Back

External flooding

Measure External flooding incidents

Unit Number per year

Total number of incidents of areas affected by external
flooding in the year. Includes property curtilage, highways,
car parks, footpaths, public open space, fields, agricultural
land, woodland and flooding to buildings not defined as
internal flooding. The measure includes incidents due to
other causes, including blocked and defective gullies and
overloaded sewers in rainfall events up to and including
1in 30 year return period, incidents in exceptional rainfall
events are excluded. All incidents are included, including
damp/wet only patches. Incidents of flooding via the sewers
caused by high river levels, inundation due to surface
run-off or overflowing watercourses are excluded.

The measure includes incidents arising from assets
transferred to us in 2011.

Definition

Period Financial year

Target Starting Level 10,125 in 2014/2015

Y1 Y2 Y3 Y4 Y5

Parieienes 10,125 10,363 10,487 10,487 10,487

commitments
-(number)

Incentive Reputational incentive

Performance graph - lower is better

12,500

12,000
11,500 -

11,000 7

10,500

10,000 -

9,500 -

9,000 7

Number of external flooding incidents

8,500 7

8,000 +
2015/2016  2016/2017

2017/2018 2018/2019 2019/2020

See page 61 of this report for an explanation of what this graph shows and the key.

Performance data table

Performance Units 2015/ | 2016/ | 2017/ | 2018/ 2019/
Commitment 2016 | 2017 | 2018 | 2019 2020
External Number | 9,037 | 9,145 | 9,296 | 9116 9,139
flooding
Outcome delivery incentives table -
reputational only
2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
ODI (Em) N/A N/A N/A N/A N/A

Annual Performance Report 2019/2020 - February 2021

Result: 9,139

Target: Achieved target of having equal to or
less than 10,487 external flooding incidents

How did we compare with
other water companies?

The chart below, taken from the Discover Water website
shows the total number of external areas flooded with
sewage (per 10,000 connections to sewers). Please note,
our external flooding performance commitment has a
different definition to the one shown on the Discover
Water website.

Source: Discover Water -
discoverwater.co.uk/sewer-flooding
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Performance summary

This performance commitment includes flooding
incidents from legacy and transferred assets and also
includes damp/wet patches and gullies. Other causes
and overloaded sewers, excluding exceptional rainfall,
are included.

In 2019/2020, we again achieved our performance
commitment for external sewer flooding. We had

9,139 external flooding incidents this year, which is a
slight increase on the number of incidents reported in
2018/2019. There has been an increase in incidents due
to overloaded sewers both on the legacy and transferred
network, which relates to the rainfall events seen in
November 2019 and February 2020.

Annual Performance Report 2019/2020 - February 2021

Minor and serious pollution incidents

Measure Pollution incidents

Number per year

Unit

Period Calendar year measure (reported in the following year)

Total number of category 1-3 pollution incidents caused
by a discharge or escape from any Yorkshire Water
wastewater asset each year (this covers all consented
and non-consented intermittent events, but not
continuous discharges).

This measure includes all wastewater assets, that is
surface water assets are included, and excludes impacts
from private pumping stations that transferred in 2015.

Definition

Target

2014 | 2015 | 2016 | 2017 | 2018 | 2019

Category 1-2 10 8 6 4 2 (]

Category 3 250 237 224 21N 21N 21N

Year Performance Target Commitment met
2015/2016 9,037 10,125 Target met @
2016/2017 9,145 10,363 Target met @)
2017/2018 9,296 10,487 Target met @)
2018/2019 9,16 10,487 Target met @)
2019/2020 9,139 10,487 Target met @)

Underperformance or
outperformance payment
This performance commitment is reputational only.

What'’s coming up in the future?

The definition of this performance commitment changes
significantly in AMP7 to ensure there is a consistent
definition across the water industry. In addition,
outperformance rewards and underperformance
penalties are applied. A new Sewer Flooding team has
been established in Customer Field Services who will be
accountable for reporting and performance. Training is
being undertaken to ensure all colleagues supporting the
end to end process are aware of the new requirements
and their contributions.

Incentive
Outperformance and underperformance payments are

calculated annually.

There is also a reputational incentive. The Environment
Agency can take enforcement action and pursue
penalty through courts. Should the number of successful
court prosecutions on category 3 incidents exceed the
deadband range, then the number of the prosecutions

in excess of the penalty deadband will be deducted from
the number of pollution incidents for which the penalty
rate is to be applied.

Financial Incentive - only applies to category 3 incidents.

Performance graph - lower is better
Category 1and 2 pollution incidents

Number of pollution incidents
o

o — i T WS LWL L e

2015-16 2016-17 2017-18 2018-19 2019-2020

See page 61 of this report for an explanation of what this graph shows and the key.
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Performance graph - lower is better

Category 3 pollution incidents
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See page 61 of this report for an explanation of what this graph shows and the key.
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Outcome delivery incentives table
Category 1 and 2 pollution incidents.
Reputational only.

2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
ODI (Em) N/A N/A N/A N/A N/A

Category 3 pollution incidents.

2015/ 2016/ 2017/ 2018/ 2019/

2016 2017 2018 2019 2020

ODI (Em) £5.74 £0.74 £1.67 £4.26 £9.63
Result: 7 category 1 and 2 incidents

Target:

159 category 3 incidents

Not achieved category1and 2
targetof O

Achieved the category 3
target of 211 or fewer

Pollution categories

Serious pollution incidents are classed as category
1or 2 by the Environment Agency. Other (or minor)
pollution incidents are classed as category 3.
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Performance summary

This performance commitment is made up of two
measures: a measure of the number of serious (Category
1and 2) pollution incidents within the year and a measure
of the number of minor (Category 3) pollution incidents
within the year.

We had seven serious pollution incidents in 2019, against
a target of zero and therefore we failed against this
performance commitment (and the pollution performance
commitment overall). Although performance on serious
pollution incidents in 2019 is an improved position

from 2018 where we had 11 serious incidents, we are
disappointed with the number of serious pollution
incidents we experienced in the year.

We had 159 category 3 (minor) pollution incidents, against
a target of 211 or fewer in 2019. In our 2019 reporting, we
have excluded nine consented storm spill events, which
would have previously been recorded in this measure.

The reason these have been excluded in 2019 is due to
revised guidance from the Environment Agency. The nine
incidents excluded from our reporting in 2019 have been
deemed by the Environment Agency to be compliant
combined sewer overflow (CSO) discharges and are
deemed not to be having an unacceptable impact on

the environment. The updated guidance was confirmed
by the Environment Agency in March 2020. Yorkshire
Water has excluded these incidents from the performance
commitment to ensure alignment with Environment
Agency reporting. The Yorkshire Forum for Water
Customers and the Yorkshire Water Board have been
made aware of, and approved, this position, to ensure
reporting aligns with the Environment Agency.
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Serious (Category 1 & 2) Pollution Incidents Category 3 Pollution Incidents
Calendar Year Performance Target Commitment met Performance Target Commitment met
2015 5 8 Targetmet @] 180 237 Target met ()
2016 4 6 Target met @ 207 224 Target met @
2017 Z 4 Target met @ 202 21 Target met @
2018 m 2 Target not met O 188 21 Target met @
2019 7 (0] Target not met O 159 2N Target met @

During 2019/2020 there were no prosecutions for
pollution incidents. However, it should be noted that it
takes time for cases to go through the courts.

Underperformance or
outperformance payment

This performance commitment is made up of two
measures: a measure of the number of serious (Category
1and 2) pollution incidents within the year and a measure
of the number of minor (Category 3) pollution incidents
within the year. The serious pollution incidents measure
is a reputational measure and the Category 3 pollution
incidents measure has a financial incentive attached

with it.

In 2019/2020, we achieved a reward of £9.63m for
outperformance against the target. Overall in AMPG, the
reward outperformance payment has totalled £22.03m.

Lessons learnt

In March 2020 we published our Pollution Incident
Reduction Plan for 2020 to 2025. Key actions taken to
improve performance in 2020 are detailed in this plan.
Our plan is aspirational and the plan will be dynamic as
it evolves to meet the scale of the challenge, and as we
develop and deploy the most cost-effective solutions.

Our pollution reduction plan is founded on three themes:

* Theme 1 Operational Excellence - enhanced
operational maintenance, and an industry leading
response to pollution risk and management.

¢ Theme 2 Data and Technology - data driven risk
assessment and planning.

¢ Theme 3 TOTEX Investment - Totex investment is about
choosing the optimal balance of operational activities
and capital investment initiatives in a prioritised format
to drive the most effective sustainable outcomes.

The Yorkshire Water Board approved this plan and

it is published on our website as part of our drive for
transparency and accountability to our customers

and our regulators. We will review our plan quarterly
with the Environment Agency. To read our pollution
incident reduction plan, please visit: yorkshirewater.
com/media/2362/yorkshire-water-pollution-incident-
reduction-plan-2020-2025-march-2020.pdf

What’s coming up in the future?

The definition of this performance commitment changes in
AMP7 to ensure there is a consistent definition across the
water industry.

Stability and reliability factor
- wastewater network

Stability and reliability factor - wastewater network

Measure

Unit

Classification: Deteriorating/Stable/Improving

Definition Anoverall assessment of long term stability and reliability

for the wastewater networks, based on a basket of

indicators. Assessment is based on the recent historical

trend of the indicators.

The basket of indicators for the long-term stability and

reliability factor for wastewater networks contains:

* Sewer collapses

* Pollution incidents (CSO, RM, FS & SPS)

* Properties flooded due to other causes

* Properties flooded due to overloaded sewers,
excluding severe weather

* Sewer blockages

* Reactive equipment failures.

The measure excludes assets transferred to Yorkshire

Water in October 2011, because there is not enough data

on this asset base to allow meaningful analysis.

Period Various (see sub measures)

Stable at Year 4 for Year 5 outturn. Assessment subject
to independent external and Yorkshire Forum for Waters
Customers assurance.

Target

Financial incentive (underperformance payment only).
Up to 10% totex for outcome calculated for Year 5 outturn.

Incentive

Result: Stable
Target: Achieved
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Performance summary

We continue to play our part in managing flood risk by
providing a public drainage network and collaborating with
other flood management agencies to support a joined-

up approach to both short-term incidents and long-term
plans. We continue to invest in the region’s drainage
network and reduce the risk from sewer flooding, and we
have further increased our proactive maintenance of the
sewer network in 2019/2020 by removing sewer blockages
and maintaining sewer capacity. Through this activity we
have targeted areas where customers have previously
experienced a range of issues, with the view that future
incidents can be reduced or avoided. This has been a
coordinated approach with communication campaigns
running alongside the onsite activity to inform customers
of the causes of some issues and the role they can play to
improve the situation.

We have maintained ‘stable’ status in the performance
commitment for the stability and reliability of our
wastewater network. The status of this commitment is
determined by a basket of measures which demonstrates
the effectiveness of our long-term planning and asset
management to ensure the resilience and sustainability
of our service.

A basket of measures is used to give the overall assessment
for this measure. There are six sub measures for this
performance commitment.

More information on these sub measures can be found in
Section 8 of this report.

Stability and reliability factor -
wastewater network sub measure

Sub measure | Sewer collapses
Unit Number
Definition Number of repairs to gravity sewer collapses
Period April to March
Reference level = 255
Target High tramline = 369
Lower tramline = 141
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Sub measure

Properties flooded overloaded sewers,
excluding severe weather

Unit

Number

Definition

The number of properties affected by flooding incidents
due to overloaded sewers in rainfall events occurring more
frequently than or equal to 1in 20 years. The reported
number excludes flooding in rainfall events less frequent
than 1in 20 and flooding incidents via the sewers caused
by high river levels , inundation due to surface run-off

or overflowing watercourses.

Period

April to March

Target

Reference level = 72
High tramline = 110
Lower tramline = 71

Sub measure

Properties flooded due to other causes

Unit

Number

Definition

The number of properties affected by flooding incidents
from equipment failures, blockages or collapses (collectively
grouped as other causes). This includes properties where an
uninhabited cellar is the only part affected by the flooding.
All properties flooded due to other causes are included
where the flooding incident was caused by factors beyond
the our control. A property affected by more than one
incident under this definition is reported as one property.

Period

April to March

Target

Reference level = 302
High tramline = 379
Lower tramline = 225

Sub measure

Reactive equipment failures

Unit Number
S The number of works orders created reactively for sewerage
Definition . . X .
network assets including sewage pumping stations
Period April to March
Reference level = 5,869*
Target High tramline = 7,282*

Lower tramline = 4,456*

Sub measure

Sewer blockages

Unit Number
Definition Number of sewer blockages cleared
Period April to March
Reference level = 20,695*
Target High tramline = 22,936*

Lower tramline = 18,454*

Sub measure | Pollution incidents

Unit Number

The number of category 1-3 unconsented and consented
pollution incidents on combined sewage overflow,
foul/combined sewer, foul manhole, foul rising mains,
sewage pipe bridges, syphons and sewage pumping stations.
Pollution incidents caused by third parties (including power
outages) outside of our control will not be included.

Definition

Period Calendar Year

Reference level = 203
High tramline = 251
Lower tramline = 155

Target
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Customer Outcome: We protect
and improve the water environment

There are six performance commitments under this outcome.

We collect, treat and return over one billion litres of water safely back into the environment each day.
Protecting and improving the water environment is of utmost importance to us.

Performance summary

We have continued to enhance our asset base to

ensure its resilience. We have achieved the performance
commitment to maintain at least 15 beaches at an
Excellent or Good legislative standard. 16 of our 19
beaches met these high standards and are going
beyond the minimum legal requirement.

The table below shows the number of designated
bathing waters in Yorkshire which achieved each of the
water quality classifications defined by the Bathing
Water Directive.

Bathing water quality

Measure Number of Yorkshire’s Bathing Waters that exceed the
required quality standard.

Unit Number

Definition A countof the number of beaches where the requirements
of the EU Bathing Water Directive are exceeded, based
on EA bathing water samples taken at designated bathing
beaches; that is, the number of bathing waters which are
good or excellent (better than sufficient).

Period Reported by bathing season in following year

Target Annual commitment of 15 per bathing season

Incentive Reputational incentive

Performance graph - higher is better
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See page 61 of this report for an explanation of what this graph shows and the key.

Performance data table

Performance Units 2015/ | 2016/ | 2017/ | 2018/ 2019/
Commitment 2016 | 2017 | 2018 | 2019 2020
Bathing water | \\\er | 18 | 17 | 18 | 1 16
quality
Outcome delivery incentives table -
reputational only
2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
ODI (Em) N/A N/A N/A N/A N/A
Result: 16

Target: Achieved target of 15 or higher
bathing waters that exceed the required
quality standard

Classification 2016# 2017# 2018# 2019#
Excellent n 5 5 8
Good 6 13 12 8
Sufficient 1 (0] 1 1
Poor 1 1 1 1
Unassessed ) 0] 0] 1

# Calendar year measure.

What do we mean by excellent, good and sufficient?

Coastal waters and transitional
waters classification categories
Parameter Excellent quality Good quality Sufficient
Intestinal
enterococci 100 (%) 200 (%) 185 (**)
(cfu/100 ml)
Escherichia coli . & ™
(cfu/100 ml) 250 (%) 500 (%) 500 (**)

(*) Based upon a 95-percentile evaluation.

(**) Based upon a 90-percentile evaluation.

2019 has seen an improvement from Good to Excellent
status at four beaches: Robin Hoods Bay, Scarborough
North, Reighton and Hornsea. All other beaches have
maintained their 2018 status, apart from Tunstall,
which is unassessed due to coastal erosion making it

unsafe for the Environment Agency to access for sampling.

This unassessed beach is reflected in the reduction from
17 to 16 Good or Excellent beaches compared with 2018.

Bridlington South and Scarborough South remain
classified as Sufficient and Poor respectively. We are
continuing to work with the Yorkshire Bathing Water
Partnership to investigate and implement measures to
improve quality.

Of the eight resort beaches in Yorkshire, three will be
able to apply for the coveted “Blue Flag” status in 2020,
a three-fold increase from 2019 with Scarborough North
and Hornsea now joining Whitby in eligibility.
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A Blue Flag demonstrates that the beach complies with a
range of standards, including water quality, available user
facilities, provision of information and other requirements.
We have a role in ensuring these requirements are met
and other organisations also play a key part in achieving
this aspiration.

We continue to work closely with other stakeholders as
part of the Yorkshire Bathing Water Partnership to play
our part in achieving excellence on Yorkshire’s designated
beaches. Examples of partnership working which has
identified and resolved risks include: practices employed
by sea traffic (boats - leisure and fishermen); partnership
campaigns such as “Do Your Bit” to reduce seagull impact;
and improved practices with waste disposal has made a
real difference, particularly in Scarborough North.

Underperformance or
outperformance payment
This performance commitment is reputational only.

What'’s coming up in the future?

Strong partnership working and sharing of data and
information is essential in order to make the best use

of resources. Multiagency pre-season walkovers across
the beaches has proven very beneficial. This is something
that we will look to ensure is completed at every beach
regardless of the water quality status from the

previous season.

From 2020, we have increased our target to have at least
18 of the 19 designated bathing waters in our region which
exceed the European Union Bathing Water Directive
requirements. Projections from our data science team
indicate a likely outturn of 16 beaches against the target
of 18 for the end of 2020. This would mean we under
achieve against the new performance commitment target
by two beaches. We’ve put in place additional projects to
help improve Scarborough South and Bridlington South,
however due to the four-year rolling average nature of the
dataset these will take a number of years to see benefit in
the performance figures.

Additionally, we are continuing to work with the Local
Authority and landowners at Tunstall to push for safe
access or de-designation of the site if safe access
cannot be built.

Annual Performance Report 2019/2020 - February 2021

We are using the Marine Impact Model and prediction tool
along with data science modelling to best understand the
likely outcomes and causes. However, due to the dynamic
nature of the coastal environment it is not possible

to reliably predict beach outcomes years in advance.
Nevertheless, probabilities of beach status’ based on
historic performance can be predicted.

The Yorkshire Water partnership has procured some
detailed modelling work by a bathing water specialist
CREH, to conduct an intensive sampling programme

of work to provide insight on two key focus beaches:
Bridlington South and Scarborough South. This is now
dependent on the Covid-19 situation, government advice
around social distancing and how this will impact the
ability to do this work. If we are able to go ahead,

the work should inform future interventions.

We are currently working with the partnership to
understand the risks and impact associated with the
Covid-19 situation.
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Working with others

Measure Number of solutions we deliver by working with others

Number

Unit

The number of intervention solutions delivered
through working with multi agencies, organisations
or individuals. This does not include Yorkshire Water
research and development activity or any delivery
by/with Yorkshire Water contractors.

The intervention can be delivered through

various arrangements to count for this measure,

e.g. joint funding, partnership and shared resources

Definition

Period Financial year

Numeric commitment of 3 per year and 4 in the final

Target
year of the AMP.

Outperformance payment only - calculated annually.
Both annual and cumulative performance commitment
must be achieved for annual reward. The target is to
deliver 16 solutions by the end of year 5.

Incentive

Performance graph - higher is better
(shows cumulative number
of solutions as the target)
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See page 61 of this report for an explanation of what this graph shows and the key.

Performance data table

Performance Units 2015/ | 2016/ | 2017/ | 2018/ 2019/
Commitment 2016 | 2017 | 2018 | 2019 2020
Working
with others Number 4 5 12 1l n
Annual target Number 3 3 3 3 4
Cumulative Number | 4 9 21 | 32 43
total
Cumulative Number | 3 6 9 12 16
target
Outcome delivery incentives table
2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
ODI (Em) £0.00 £0.00 £0.09 £0.02 £0.07
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Result: 11

Target: Achieved target of a commitment
4in the final year of the AMP

Performance summary

This performance commitment is designed to encourage
cultural change within the company by driving a more
externally focussed approach to resolving issues, in
acknowledgment that there are some problems we are
unable to solve without the cooperation and collaboration
of others. These include working with other landowners

to restore and protect habitats, or to tackle invasive
species, or in removing obstacles to fish passage. Working
in partnership enables much larger, landscape scale
changes to be achieved, thus providing additional benefits
to our customers and the environment than working
alone. Partnership contributions are often also crucial in
leveraging significant additional funding from the European
Union (EU), National Lottery or other funding sources,
again enabling much larger and more beneficial schemes
to progress than working alone.

We carefully scrutinise the added value of any potential
partnership scheme and will only work in partnership
where there are clear benefits to doing so. Partnership
projects are subject to the same business approval
processes and business case justifications as any other
scheme. The Yorkshire Forum for Water Customers plays
an important role in reviewing and agreeing the projects
which are eligible for this performance commitment on
an annual basis.

The target for working with others is three projects per
year for years 1-4 of the AMP and 4 projects in year 5. We
have outperformed the target each year of the AMP, with
more projects delivered in the second half of the AMP.
This is because partnership opportunities take time to
identify and develop, and in addition, several projects are
multi-year schemes including our catchment management
partnerships and invasive species work.

In 2019/2020 we delivered 11 partnership projects against
the target of 4. We have worked with more than 25
different organisations to deliver projects which have
protected raw water quality, enhanced biodiversity, stored
carbon, slowed the flow of flood water, removed barriers
to salmon on the River Don, eradicated invasive species,
trained up hundreds of volunteers, installed rain gardens
at 12 schools, revealed 1000 previously unknown sites

of historical significance in the South Pennines and
leveraged substantial additional funding for further
projects across the region.

We have contributed £2.2m towards the 11 projects

this year which, together with other partner organisation
contributions, represent £26.5m of investment, much of
which would not have been possible to leverage had it
not been for the match contribution from Yorkshire Water.
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The 11 partnership projects we have worked on this
year are as follows:

1. Yorkshire Invasive Species Forum (YISF)
(Environment Agency, Yorkshire Wildlife Trust)

The YISF provides strategic coordination of activity to

map and treat invasive species across the Yorkshire region.

The Forum takes a headwaters-down approach which
means much more systematic, effective, and cheaper
treatment of invasive species than individual landowners
each trying to tackle the issue alone. The Forum actively
recruits and upskills volunteers to carry out surveys

and treatments, provides an online platform for surveys
and treatment data, and administers a landowner pay

in scheme. The project has delivered financial, natural
and social capital benefits which include 1,154 hours of
volunteer contribution, 246km of watercourse treated
for INNS and engagement with over 200 landowners.

It has also significantly reduced Yorkshire Water costs
for treating invasive species and resulted in some invasive
species being locally eradicated.

2. North Yorkshire Moors Invasive Partnership
(North Yorkshire Moors National Park)

This partnership focussed efforts specifically on the
Rivers Esk and Rye in North Yorkshire, clearing more
than 22km of invasive species using both contractors
and volunteers. The four-year length of this project has
meant that the seed bank for invasive species on the
Esk has more than likely been eradicated.

3. Crassula control trials (South West Water,
Natural England and CABI)

This partnership with the Centre for Agriculture and
Bioscience International, South West Water and Natural
England built on many years of Defra research into how
best to control Crassula helmsii, a non-native aquatic
invasive plant which is present in several of our reservoirs.
By providing a small amount of funding and a suitable
location to test the biological control, we have been

one of the first organisations to benefit from this new
method of controlling this invasive weed.

4. NERC Biosecurity Fellow (EA, NERC)

We provided match funding to support a University

of Leeds bid to the National Environment Research
Council for a NERC Innovation Fellow to apply biosecurity
learning across the region. The Fellow has worked with
seven organisations, including Yorkshire Water, to develop
bespoke biosecurity risk assessments and management
plans, making use of the latest academic insights

and ensuring biosecurity best practice is now widely
embedded across key organisations.

5. MoorLIFE 2020 (Severn Trent Water,
United Utilities, Moors for the Future)

This five-year partnership between Severn Trent,

United Utilities, Yorkshire Water and Moors for the Future
secured €16 million funding from the EU LIFE programme
to restore and protect 9500ha of peatland habitat. This
project has re-vegetated bare peat, reducing the risks

to raw water quality, improving biodiversity and carbon
storage and reducing flood risk.
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6. Pennine PeatLIFE (United Utilities, Northumbrian
Water, North Pennines AONB, Yorkshire Peat
Partnership)

This was a four-year partnership between Yorkshire Water,
United Utilities, Northumbrian Water, North Pennines
AONB and the Yorkshire Peat Partnership to restore and
protect 1345ha of peatland habitat. This benefits raw water
quality, biodiversity, carbon storage and helps reduce
flood risk. The project has also developed and showcased
a financial payment for ecosystem services mechanism
under the UK Peatland Code.

7. Swinton Sphagnum (Yorkshire Wildlife Trust,
University of Manchester)

Yorkshire Water worked with the Yorkshire Wildlife

Trust and the University of Manchester to support a PhD
research project into peatland habitat restoration. The
project has repaired over 60km of peat grips and gullies,
reintroduced sphagnum to more than 20ha and planted
8750 cotton grass plugs, as well as identifying which
techniques work best for increasing sphagnum cover

of upland catchments.

8. Soak it Up (Schools, Yorkshire Wildlife Trust)

This project with the Yorkshire Wildlife Trust worked
with 12 schools, all of which had experienced flooding in
the past, to learn about sustainable water use, the urban
water cycle, sustainable urban drainage systems and the
importance of blue green solutions. The schools held
assemblies and design workshops to develop ideas for
rain gardens and other types of solutions, which were
then built by staff, pupils and volunteers. The project has
collectively planted more than 3000 new trees, created
596m?3 of new garden, 459m?® of new wildlife habitat,
and delivered 6000 hours of education.

9. Removing barriers to fish on the River Don
(Don Valley Rivers Trust)

We have partnered with the Don Valley Rivers Trust,
providing match funding to support a Heritage Lottery
Fund bid for £1.4m to remove the last remaining barriers
to fish passage on the River Don. By working together,
we gained access to specialist expertise at a reduced cost
for the design and delivery of our own fish passes, whilst
our match funding enabled the Don Rivers Trust to secure
the Lottery funding. The result is that salmon, trout and
other fish can now migrate all the way up the River Don
to spawn, returning these species to their natural habitat.

10. Celebrating our Woodland Heritage (Green Bank
Trust, Newground Together, University of Bradford)

The Celebrating our Woodland Heritage project,

funded by the National Lottery Heritage Fund, Yorkshire
Water, Newground Together and the Green Bank Trust,
and supported by the School of Archaeological and
Forensic Sciences at the University of Bradford, has
undertaken over three years of community archaeological
investigations, forest schools, festivals, workshops and a
conference about the hidden heritage and archaeology

in the woodlands across the South Pennines. The project
has carried out archaeological surveys of 16 areas of
Yorkshire Water owned woodland as well as at another

21 woodlands across the South Pennines to enable better
understanding, management and enjoyment of these
habitats and artefacts. 87
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There has also been an extensive programme of
community engagement including 289 Forest Schools
workshops and more than 280 volunteers carried out 37
woodland heritage surveys, revealing more than 1000
previously unknown sites of historic significance. Match
funding from Yorkshire Water enabled a successful bid
for a further £500,000 of Heritage Lottery Funding to
support this project.

11. Growing Resilience (National Trust)

This partnership with the National Trust has delivered a
£1.3m natural flood risk management scheme in the Calder
Valley. By combining forces with the National Trust, we
were able to leverage a significant amount of additional
funding to plant more than 100,000 trees around our
reservoir at Gorpley, complementing work the National
Trust were doing at Hardcastle Crags. This will help
reduce the speed and amount of water flowing from the
land during storm events, reducing the risk of flooding

to some 3000 homes and businesses downstream.

Our Six Capitals Valuation shows that the changes and
improvements made on Yorkshire Water’s area of land are
worth £7.7m in improved raw water quality, reduced flood
risk, carbon stored and improved amenity values.

Underperformance or
outperformance payment

This performance commitment is reward only.

The reward is earned only if both the in-year and
cumulative target have been met. Any rewards must
be reinvested into more partnership working projects
and must be spent within three years of earning it.
We have earned an outperformance payment of
£0.07m in 2019/2020.

What'’s coming up in the future?

This performance commitment will continue next AMP,
although the definition has been amended slightly.

The Covid-19 pandemic is likely to significantly affect the
ability of Yorkshire Water and our partner organisations to
identify, develop, and deliver partnership projects in the
early part of AMP7. Longer term, it is also not yet clear if
some of our partner organisations will survive the current
situation, especially small charities, or how the likely
economic downturn post Covid-19 may impact on third
party/private sector funding for this kind of activity.

Annual Performance Report 2019/2020 - February 2021
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Visitor satisfaction

Measure Recreational visitor satisfaction

Unit Qualitative

An assessment of customers’ satisfaction with the
current facilities, access and use of recreational sites
and the recreational offer.

“Recreational sites” is defined as our paths and land
around our reservoirs, linking routes and paths across
our land and across moorland and the facilities

(for example, car parks and toilets) provided by us and
available at some of these sites. Recreational offer is
defined as the additional access provided to our sites
(for example one off charity events) over and above the
usual recreational site provision available to the public.
The definition of recreational sites and recreational offer
does not include any Yorkshire Water land, water

or rights that has been tenanted or is owned and for
which Yorkshire Water has no responsibility or control
(for example, water sports clubs)

Definition

Period Reported annually by financial year

No target. Qualitative survey results to be obtained
and published each year.

Target

Incentive Reputational incentive

Performance graph - higher is better
Total visitor satisfaction percentage
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Performance data table

Performance

Commitment Units 2015 | 2016 | 2017 | 2018 | 2019

Visitor

. . Percentage 98% 97% 96% 99% 99%
satisfaction

Outcome delivery incentives table -
reputational only

2015 2016 2017 2018 2019
ODI (Em) N/A N/A N/A N/A N/A
Result: 99%

Target: Achieved commitment to undertake a

qualitative survey each year and publish results
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Performance summary

This performance commitment was to complete a survey
to assess customer satisfaction with the current facilities,
access and use of recreational sites and the recreational
offer. We committed to undertaking a qualitative survey
each year and to publish the results. The sites chosen were
different each year to cover the different recreational
offerings across our estate. Enabling people to enjoy the
reservoirs and land requires investment for the upkeep
of the facilities. This research helps us make sure that

the investment is made appropriately, in the areas where
it is most needed. It helps us understand what would
encourage future visits to our sites.

In year 5 of AMP 6, a visitor satisfaction survey was
carried out at four of our recreational locations between
Easter 2019 and Spring Bank 2019 which returned a total
satisfaction rating of 99%.

Visitor satisfaction has remained consistently high each
year of the AMP, not dropping below 96%. This year’s
result of 99% maintains the same total satisfaction result
from 2018. This percentage is higher than the average
total satisfaction level over the past 5 years of AMP 6
which is 97.8%.

Underperformance or
outperformance payment
This performance commitment is reputational only.

What’s coming up in the future?

This performance commitment is not continuing into
AMP7 although all our efforts will continue to strive to
maintain the high total satisfaction percentage levels
we have achieved throughout this period.
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Land conserved and enhanced

Measure The amount of land we conserve and enhance.

Unit Hectares (Ha)

Definition Theamount of land that we conserve and enhance,
for example, Biodiversity 2020, Ancient Woodlands
and SSSis. This includes land within the region and includes
both Yorkshire Water and non-Yorkshire Water land.

Cumulative total to the end of AMP6 - Reported annually
by financial year.

Period

11,736 hectares.

The target is reflective of new obligations and maintaining
previous obligations and therefore is shown as a total
number of hectares of land that we conserve and enhance
over AMP5 and AMPG6. The target has been derived from
NEP, Ancient Woodlands, SSSI and biodiversity schemes
and reflects the combination of the water and

wastewater commitment.

Target

Incentive Reputational incentive.

Financial Incentive - Penalty/Reward. Calculated
in Year 4 for Year 5 outturn. Reward by 2020-25
Year 1revenues.

Performance graph - higher is better
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See page 61 of this report for an explanation of what this graph shows and the key.

Outcome delivery incentives table
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Performance summary

With approximately 28,000 hectares of land, we are one
of the three largest land owners in Yorkshire and one of the
top 20 largest landowners in the UK. We are developing a
Land Strategy for those land holdings. The Yorkshire Land
Anchor Network brought together the largest landowners,
experts and influencers to define how we can collectively
manage land to deliver more for Yorkshire. The strategy
will assess international, national, regional and industry
strategies, and best practice to manage the land we own,
primarily for the purposes of water quality and availability,
water attenuation, or carbon sequestration. We have
developed objectives and initiatives that will be delivered
through an integrated implementation plan utilising our
innovative Six Capitals approach to sustainable accounting.

Our flagship land management focused partnership

with the National Trust is progressing well with three key
areas of action on catchment management, influencing
of relevant policy and engagement with the people of
Yorkshire. In addition, we continue to work with many
organisations with interests ranging from the uplands to
those helping our operational sites and assets including
Natural England, Nidderdale area of outstanding natural
beauty (AONB), Pennine Prospects, Moors for the Future,
Northern Forest and Woodland Trust, as well as the
numerous more local groups supporting the running of our
recreational assets and, at Dronfield, public engagement
with an operational detention basin.

As the AMPG6 investment period closes, we have delivered
our performance commitment to conserve and enhance
11,731 hectares of land featuring sites of special scientific
interest, ancient woodlands, river restoration schemes
and biodiversity schemes. Overall, the end of AMP
hectares (ha) claimed was 11,806.1 ha. This was made

up of the following:

¢ 11,339 ha on Sites of Special Scientific Interest (SSSIs)
* 150 ha on Ancient and Semi Natural Woodland

¢ 5 ha on fish passes

* 25 ha through biodiversity projects

e 2871 ha through invasive species projects.

2015 2016 2017 2018 2019

ODI (Em) N/A N/A N/A N/A £0.00

Result: 11,806 hectares

Target: Achieved target of conserving
and enhancing 11,736 hectares of land

Site of Special Scientific Interest

A Site of Special Scientific Interest (SSSI) is a formal
conservation designation. Usually, it describes an area
that’s of particular interest to science due to the rare
species of fauna or flora it contains - or even important
geological or physiological features that may lie in

its boundaries.
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An example of one of our biodiversity projects is our work
with the East region of the Yorkshire Wildlife Trust, to help
turn a disused fish farm on the West Beck Chalk Stream SSSI
into a thriving space for nature. The site is just upstream

of one of our major river intakes, and on one of the most
northerly chalk streams in England. Partnership work with
the Yorkshire Wildlife Trust and Natural England helped

to re-landscape the fish ponds, restore the impacts on the
main river caused by the former abstraction points, and to
appropriately reconnect the river to the wider landscape.
We helped protect an important priority habitat, ensured the
river remains resilient to our abstraction, and that there was
a long-term plan for the site through Yorkshire Wildlife Trust
management to deliver a lasting benefit.

We also worked to understand how we take that work
forward and further into a similar AMP7 performance
commitment that will focus on Sites of Special Scientific
Interests (SSSls), biodiversity improvements, local wildlife
site improvements and the company’s innovative Beyond
Nature approach to farming. The first Beyond Nature farm,
Humberstone Bank, has enhanced biodiversity, improved
water quality and increased carbon storage capacity,
whilst the Upland Hub based on the farm has been

very well used throughout the year.

We committed in 2017 to plant one million trees by the

end of 2028. In partnership with tenants, Woodland Trust,
National Trust, White Rose Forest Partners, Wildlife Trust
and others, 215,000 trees were planted by the end of March
2020, and we have engaged with the Northern Forest and
wider water industry on this.

We continue to provide a wide and diverse range of
recreational opportunities across our estate, with over

50 clubs and organisations undertaking activities on our
land and reservoirs. Tophill Low Nature Reserve had to be
closed for part of the year following significant flooding,
but visitors will hopefully see even more wildlife highlights
on re-opening. The reserve was highly commended in

the 2020 Remarkable East Yorkshire Tourism Awards.

The access, woodland and recreation aspects of our land
holdings are a key part of both the Land Strategy and Land
Anchor Network with many opportunities to utilise those
assets to benefit the people of Yorkshire. One aspect of this
will be to review and trial approaches that enable a more
representative sample of our customers to enjoy the assets
we manage.
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There has also been a lot of activity on and around

our operational land estate where any proposals or
opportunities are reviewed in accordance with our Six
Capitals approach, including installation of solar power at
our Buttershaw site. We have advanced our understanding
and plans in this area, with future activities to include:
converting bio-gas for supply into the national gas grid;
photovoltaic solar energy to supply our operational assets,
off-setting of our operational carbon emissions; and
managing dormant operational land to remove or mitigate
problems for operational colleagues. There has also been
an Industry wide initiative on Sustainable Urban Drainage
assets (SuDs) to provide water storage and ecological
improvement. We are working with local authorities in Hull
to plan SuDs developments with the aim of reducing flood
risk in this area.

Underperformance or
outperformance payment

We are within the reward deadband for this performance
commitment so no reward payment due.

What’s coming up in the future?

This performance commitment continues into

AMP7. Some of our focus in the next five years will

be on sphagnum planting, rewetting the moors and
incorporating natural flood management interventions.
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Length of river improved

Measure Length of river improved
Unit Kilometres (km)
Definition The length of river in the Yorkshire Water
region improved during 2015-2020 against
WFD component measures.
Period Total by end of AMP6 (progress reported annually)
Target The target has been derived from the NEP programme.
The total length of river to be improved by end of period
is 440 km. Measurement using modelled length.
This is made up of; 100km from water service component
and 340km from wastewater service component.
Incentive Reputational incentive. The Environment Agency

may take enforcement action, and/or use no
deterioration principle.

Financial incentive - Penalty/Reward calculated
in Year 4 for Year 5 outturn. Reward by 2020-25
Year 1revenues.

The maximum penalty is £14m for the water service,
and £49m for the wastewater service.

Performance graph - higher is better
Length of river improved - clean water
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Outcome delivery incentives table -
Length of river improved - clean water

2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
ODI (Em) N/A N/A N/A N/A £0.31
Outcome delivery incentives table -
Length of river improved - wastewater
2015/ 2016/ 2017/ 2018/ 2019/
2016 2017 2018 2019 2020
ODI (Em) N/A N/A N/A N/A £0.00

Result: Clean water - 107 km
Wastewater - 352 km
Total length of river improved: 459 km

Target: Achieved target of improving 440 km
of river by 2020

Performance summary

We have a performance commitment for the length of
river improved, which is split into water and wastewater
elements. The definition of this measure is: The length of
river in the Yorkshire Water region improved during 2015-
2020 against Water Framework Directive component
measures. This is an end of AMP6 measure. We achieved
107km for water and 352km for wastewater.

Clean water

We completed eight schemes in year 5 of AMP6 (one

fish passage, seven flow schemes). Completion of three

of these flow schemes triggered the achievement of one
cumulative length of river improved. One of the flow
schemes was at Kepwick, which was a scheme delivered
by Yorkshire Water in addition to our National Environment
Programme (NEP) schemes.

The total length of river improved achieved in this year
was 67.37km, which resulted in an end of AMP cumulative
performance of 106.98km. The target was 100km.

Wastewater

26 schemes were completed in Year 5 of AMPG, with a
single additional scheme (Clayton West) signed off in
Year 4. Clayton West was within a grouped river length
and therefore could not be claimed until other sites in the
group were completed.

The total length of river improved in this AMP was 352km,
against a regulatory target of 340km.
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Underperformance or outperformance payment

For the clean water element of this performance
commitment, an outperformance payment of £0.3064m
was achieved.

For the wastewater element of this performance
commitment, the reward will not be claimed as although
we achieved the regulatory target of 340km, we did not
meet our revised internal target of 357km and a business
decision was made that reward payments would only

be made if the revised internal target of 357km was
achieved. Therefore, we will not claim the reward

for the performance achieved.

What'’s coming up in the future?

This performance commitment will continue into AMP7,
albeit with a broader definition and annual (reputational
only) targets with an end of AMP financial target.

Covid-19 related restrictions on travel and regulatory staff
availability have already impacted our programme. We are
actively managing these risks and will negotiate delivery
deadline extensions if required.

Annual Performance Report 2019/2020 - February 2021
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— — Stability and reliability factor -
Stability and reliability factor wastewater quality sub measures
wastewater quality
Measure Stability and reliability factor - wastewater quality Sub measure | Sewage Treatment Works non-compliance
Unit Classification: Deteriorating/Stable/Improving Unit Number of failing works
. el e The number of discharges failing upper tier, non-sanitary
Definition An_ ov_e.rall EEsESEmEn o leng term stability and and look up table (LUT) consents. Sites will be deemed
reliability for_the WESIEEIET qual!ty based on a to be failing their numeric consents under the following
basket of indicators. Assessment is based on the e o
e hIStOHC.al t.rend of i ineliziters: - * Failure of WRA Lookup Table based on Calendar
The basket of indicators for the long-term stability and Vg delEset:
reliability factor for wastewater quality contains: « Failure of WRA Upper Tier Limit
: iewalgi_treatm_entl w?r;s non—comrla_llance * Failure of WRA Absolute Non-Sanitary Limit
. Roputla — e‘,‘“"’a etnf Iﬂ o RS CE « Failure to achieve disinfection for 99% of 365 days based
eactive equipment failures Definition on Calendar Year dataset
o ; * Failure of Urban Wastewater Treatment Directive
Period VEITIBS (€2 SUD mEEsies) (UWWTD) Lookup Table based on Calendar Year dataset
Stabl h b bi * Failure of UWWTD Upper Tier Limit
Target table at Ye_rar 4. The assessment wllleE Syl ject « Failure of Annual Average Limit for Phosphorus based
to external independent and Yorkshire Forum for o Calensk: Venr ket
Waters Customers assurance. The Urban Wastewater Treatment Directive (UWWTD)
. . ali . ¢ | limits also allow for % removal to be taken into account so
Incentive FinERElE] meERtive mElrperiermenes Peymeri @i samples will not be considered as failures if the required %
Up to 10% totex for outcome. removal has been achieved
Period Calendar year measure
Reference level = 0
.
Result: Stable Target High tramline = 8
Lower tramline = O
Target: Achieved

Performance summary

We collect, treat and return around one billion litres of
wastewater safely back to the environment every day.
We have maintained “stable” status in the performance
commitment for the stability and reliability of our
wastewater quality. The status of this commitment is
determined by a basket of measures which demonstrate
the effectiveness of our long-term planning and asset
management to ensure the resilience and sustainability
of our service.

Two of our 611 wastewater treatment works did not
meet their numeric discharge permit conditions in 2019,
securing 99.3% compliance. This was an improvement

in performance compared to 2018, when we had six
failing wastewater works or 98.0% compliance. It is our
continued aim to achieve high levels of performance and
drive towards 100% compliance.

Three of our 21 water treatment works with an
environmental discharge permit failed their permit limit.
This is a reduction in performance since 2018. We also
operate a further 29 water works which do not require
a discharge permit. A comprehensive plan is in place to
reduce the number of these failures.

We had three failures in 2019 from our UV disinfection
systems on wastewater treatment works. This is a
reduction in performance since 2018 when there

were zero failures.

A basket of measures is used to give the overall
assessment for this measure. There are three sub
measures for this performance commitment.

More information on these sub measures can be
found in Section 8 of this report.

Sub measure | Reactive equipment failures

Unit Number

The number of works orders created reactively for

Definition ;
wastewater quality assets.

Period April to March
Reference level = 15,651*
Target High tramline = 20,848*

Lower tramline =10,453*

Sub measure | Population equivalent % non-compliance

Unit Percentage
. The population equivalent of the discharges failing look up
Definition table (LUT) consents.
Period Calendar year measure
Reference level = O
Target High tramline = 0.6

Lower tramline = 0.0
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Customer Outcome: We understand our impact
on the wider environment and act responsibly

There are two performance commitments under this outcome.

Waste diverted from landfill

Measure Waste diverted from landfill

Unit Percentage

Definition The amount of waste from all Yorkshire Water activities
(office, operational or construction) that is recycled or
re-used as a percentage of total waste produced.

Period Reported annually by financial year

Target The total performance commitment for Yorkshire Water
is to recycle or re-use 94-95% of its total waste, annually.
Year 1-2 = 94%
Year 3-5=95%

Incentive Reputational incentive

Performance graph - higher is better
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Performance data table

Performance Units 2015/ | 2016/ | 2017/ | 2018/ | 2019/
Commitment 2016 | 2017 | 2018 | 2019 | 2020
Waste diverted | b ontage | 98.9% | 99.9% | 99.4% | 99.6% | 99.6%
from landfill

Outcome delivery incentives table -
reputational only

2015/2016 | 2016/2017 | 2017/2018 | 2018/2019 |2019/2020

ODI (Em) N/A N/A N/A N/A N/A

Result: 100%

Target: Achieved target of recycling or
re-using 95% of our total waste, annually

Performance summary

In 2019/2020, we achieved 99.6% of waste diverted from
landfill, which maintains last year’s performance.

We continue to advance our work to reduce waste and

find innovative ways to take more value from under-used
materials and resources such as wastewater, sewage
sludge, and our operational land. Ongoing success in our
performance commitment to divert almost all our waste
from landfill serves to demonstrate our strength in this area.

Our approach is based on collaborative engagement
with multiple stakeholders because this enables better
opportunities than working alone. We are working closely
with local authorities, community groups, universities and
regional development agencies.

Our flagship resource recovery programme is progressing
well at Esholt wastewater treatment works in Bradford.
Here we are embracing the principles of circular economies
to help further eradicate waste and take more value from
under-used resources. We are working with a range of
partners on a mix of projects across the large site to deliver
an exciting vision for green growth, through sustainable
homes and businesses that use redundant brownfield land,
spare renewable heat and currently unused wastewater.

Recycling rates of grit have increased from 81% last year
to 100% this year. This is as a result of working closely with
Biffa to identify land restoration and composting sites
which could accept all of our grit production. This is a
brilliant way to close the AMP after many years of effort to
improve performance in this area.

All but two waste streams have landfill avoidance rates
above 90%. Screenings (a bi-product of our sewage
treatment processes) is 100% landfilled, this is an industry
issue and is one which continues to be explored to try

to find a more sustainable solution which is also cost
beneficial to allow us to keep customer bills low.

Clean water sludges (a bi-product of our drinking

water treatment processes) made up 97% of the waste
produced by Yorkshire Water in 2019/2020, and with

the significant vo