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Navigating  
this document

Contents page

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

 1  Click on the contents button to return to the contents page. 

2  The back button returns you to the last page you visited.

3  This button takes you to the previous page.

4  This button takes you to the next page.

5  ‘Breadcrumb’ navigation allows you to retrace your steps within a section.

 1 2

3

4

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.

5 1. Breadcrumb > Example
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Contents

We’ve created colour-coded sections to help you to 
navigate this report easily. Just 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:

1   Welcome to our assurance plan
We start this document with why this publication is important to us  
and to you and let you know how you can give us your feedback. You can 
also find out more about the assurance documents we will publish in the 
future. This will help you understand how our assurance evolves and how 
we respond to your feedback. 

04

2   About us
Water. It takes some serious looking after. We didn’t ‘invent’ it.  
We don’t own it. But we’re proud to take care of it for everyone in  
Yorkshire. We’re more than just water. In this section, learn more  
about who we are and what we do.

08

3   Informing our plan
This section explains how we decide what areas we want to focus our 
assurance on. We talk you through how we engage with customers and 
show you what we have done as a result of your feedback. It walks you 
through our risk assessment, how we find out what’s important to you  
and everything else we do to make a risk-based assurance plan.

16

4   Our approach to assurance
This part has more detailed information about what we actually do  
when we conduct assurance at Yorkshire Water. It explains our principles 
and the actions we take to make sure that the customers of Yorkshire 
Water can put their trust in us. 

32

5   �Our areas of focus 	
Here, we talk through specific areas we have identified in our risk 
assessment that we need to focus on. It tells you about our plans to 
improve these areas and how we will make sure the right amount of 
checks are in place so you can trust the information we give you.

38
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Why it’s  
important

We have also published  
a glossary of terms which  
you can find on our  
reports webpage. 

yorkshirewater.com/reports

In this publication we explain how we  
complete assurance at Yorkshire Water.  
We want to be transparent about what  
we put in place to check the activities  
we carry out and the information we  
provide to you. 
It is important to us that you trust the information  
that we publish. To help you understand and trust  
what we publish, first we will explain the main  
terms we use throughout this publication. 

Assurance
Assurance is the process of ensuring the work  
we do, and the information we provide, is correct  
and trustworthy. 

We use it to identify any potential errors, make 
improvements and monitor the ways we work.

It’s important to us that our customers can trust  
the quality of the information we publish. 

Risk
When we talk about risk, we talk about the  
possibility of something happening and what it  
means if it does happen. 

In this publication, we talk about the risk of 
something negatively affecting our ability to 
carry out and report on activities within our 
regulatory responsibilities.

A ‘risk-based assurance plan’ is a plan that  
adds more assurance and attention to higher  
risk activities. 

1. Why it’s important

Contents

5

https://www.yorkshirewater.com/reports


6

We’d like  
your feedback 

If you have any feedback on the assurance plan,  
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

We invite you to review 
our plan and tell us if 
you think we have met 
your expectations. The 
feedback that we receive 
will help us to shape our 
Final Assurance Plan.
As part of our commitment to making sure we 
get it right for our customers, we want to hear 
what you have to say. The conversations we have 
with our customers help us shape the way we 
work and the way in which we provide you with 
information. 

1. Why it’s important > We’d like your feedback
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Our 
assurance 
cycle
Where does this document fit in our reporting cycle? 
The cycle begins with a risks, strengths and weaknesses statement which we 
publish each autumn. The flow diagram below describes the process that 
we follow during the reporting year. It’s a step by step approach to making 
sure we focus our efforts where there is greatest risk to the accuracy of our 
reporting, and drives continuous improvement so that each year, we get 
better at providing information that you want and will trust.

Our Risks, Strengths and Weaknesses  
Statement and Draft Assurance Plan
In this publication we explain how we complete  
assurance at Yorkshire Water. We want to 
be transparent about what we put in place 
to check the activities we carry out and 
information we provide to you.  
Published November 2020

Engagement on our Draft Assurance Plan
We will proactively engage with our 
stakeholders and customers to get feedback 
on our Draft Assurance Plan, giving them the 
opportunity to shape our assurance going 
forward. November 2020 – January 2021

Final Assurance Plan
We will publish a Final Assurance Plan which  
will incorporate the feedback we received from  
the engagement on our Draft Assurance Plan.  
We will respond to any comments we receive. 
Published March 2021

Annual Performance Report
We will include a summary of the assurance we  
have completed throughout the year on 
our targeted areas identified from the risks, 
strengths and weaknesses exercise.  
Published July 2021
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1. Why it’s important > We’d like your feedback > Our assurance cycle
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Today, every day and forever  
it’s our job to make sure that 
everyone in Yorkshire has the  
water they need for their busy lives. 
And, when they’ve used it, it’s our 
job to take it away and work our 
magic returning it safely back to 
Yorkshire’s environment.

 

 

 

Our purpose
We’re proud to play 
water’s role in making 
Yorkshire a brilliant 
place to be - now  
and always.

Our ambition
To put people at the 
heart of everything 
we do.

Our promise
You can rely on us. 
We’ll make a  
lasting impression. 
We’ll lead by example.

Our behaviours
We own it. 
We’re always learning. 
We’re better together. 
We have heart.

Water is one of life’s most basic essentials  
and we care deeply about taking care of it in  
the right way for everyone, all of the time.
But how we do that really matters; the resources we use  
and recycle, the way we look after land, our broader support  
to local communities and the partnerships we develop  
will make a massive difference to getting it right for  
Yorkshire’s people and places.

2. About us 
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Our  
ambition
To put people at the heart  
of everything we do

 

 

Our promise

 
  

 
  

You can rely  
on us

We’ll lead by 
example

We’ll make 
a lasting 

impression
To put people at  

the heart of every  
of everything  

we do

Our behaviours

We  
own it

Every one of us 
gets what needs to 
be done and sees 

it through to  
the end

We’re better 
together

By bringing people 
together we can 

do amazing things

We’re always 
learning

We’re not afraid 
to try things 

out, challenge 
ourselves and 
others and to 

share our learning 
and experiences 

We have  
heart

We’re a Yorkshire 
company with that 
true Yorkshire spirit

2. About us > Our ambition
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What we do

Key

      �Operational boundary 
Water service

      �Operational boundary 
Sewerage service

Skipton

Bradford
Leeds

Wakefield

Selby

York

Hull

Bridlington

Filey

Scarborough

Malton

Northallerton
Leyburn

Harrogate

Sheffield

Doncaster

Goole
Withernsea

Chesterfield

We provide water and wastewater 
services to the people of Yorkshire. 
To do this we collect 1.3 billion litres 
of raw water from the environment 
every day. 
We use energy and chemicals to treat the water so that it is  
safe to drink. To get the water to where it is needed we use  
gravity where we can, but we also have to use energy to  
pump it through 31,600km of pipes. 

We collect and treat about 1 billion litres of wastewater  
from homes and businesses (and rainwater that goes into  
the 52,315km of sewers) every day as well. To do this,  
we use chemicals to help the treatment process and  
energy to run the treatment plants and pumps.

2. About us > Our ambition > What we do
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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.

Find out more about what we do here: 
yorkshirewater.com/about-us/
making-yorkshire-brilliant/

Collecting, treating and 
supplying around 1.3bn 
litres of water every day.

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

Investing over £1m 
every day to maintain 
and enhance Yorkshire’s 
network of water pipes, 
pumps and networks.

Recycling nutrients and 
generating energy from 
leftover human waste.

Managing 28,000 
hectares of land to 
protect water quality 
and enable recreational 
opportunities.

All delivered by around 3,500 employees using a 
fleet of over 2,000 vehicles and increasingly complex 
technology, delivering for today and planning for the 
long-term.

Managing £1bn of  
water bills every year 
and providing customer 
service when it’s needed.

2. About us > Our ambition > What we do
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We’re one of 
Yorkshire’s 
biggest land 
owners

We collect  
water from 
three main 
sources

We manage 
671 water and 
wastewater  
treatment 
works

We supply  
water to homes 
and businesses 
across the 
county

Our customer 
service team 
support our 
five million 
customers

We collect one 
billion litres of 
wastewater  
every day

We safely  
return water 
back into the 
environment

Surface  
Water Treated  

Water

Sewer 
Escape Wastewater 

Treatment Works

Wastewater 
Treatment Works

Homes

Leaks

Leaks

Leaks

Leaks

Excess Return

BoreholesReservoirs Water Abstractions

Customer 
Service Centre

Businesses

Emergency Relief 
Overflows

Recycle Nutrients 
To The Land

Sludge Recycling & 
Energy Centres

2. About us > Our ambition > What we do
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Our performance 
commitments

Our business plan for  
the 2020-2025 period 
(known as AMP7) puts 
our customers at the 
heart of everything we 
do. We’ve engaged with 
30,000 customers, and the 
Yorkshire Forum for Water  
Customers, 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 
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 page 15 shows how these 43 
performance commitments in AMP7 cover every 
aspect of what we do, from water source to sea.

2. About us > Our ambition > What we do > Our performance commitments
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Key to our performance commitments
Reducing our carbon footprint (x2)

Integrated Catchment Management

Land conserved and enhanced

Solutions delivered by working 
with others

Drought risk

Education

Unplanned outage

Repairing or replacing customer 
owned pipes

Mains burst repairs

Surface water removed

Internal sewer flooding

Treatment works compliance

Water recycling

Creating value form 
under-used resources

Quality agricultural products

Renewable energy generation

Improving Yorkshire’s rivers

Leakage

Water usage (per capita consumption)

Water supply (x3)

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)

Risk of sewer flooding

Sewer collapses

Pollution incidents

Improving Yorkshire’s 
bathing beaches

Biosecurity implementation

Delivery of the Water Industry National 
Environment Programme requirements

140k

Priority Services satisfaction

Inclusive customer service

Gap sites

External sewer flooding
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Key to our performance commitments
Reducing our carbon footprint (x2)

Integrated Catchment Management

Land conserved and enhanced

Solutions delivered by working 
with others

Drought risk

Education

Unplanned outage

Repairing or replacing customer 
owned pipes

Mains burst repairs

Surface water removed

Internal sewer flooding

Treatment works compliance

Water recycling

Creating value form 
under-used resources

Quality agricultural products

Renewable energy generation

Improving Yorkshire’s rivers

Leakage

Water usage (per capita consumption)

Water supply (x3)

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)

Risk of sewer flooding

Sewer collapses

Pollution incidents

Improving Yorkshire’s 
bathing beaches

Biosecurity implementation

Delivery of the Water Industry National 
Environment Programme requirements

140k

Priority Services satisfaction

Inclusive customer service

Gap sites

External sewer flooding

Our source to  
sea operation

2. About us > Our ambition > What we do > Our performance commitments > Our source to sea operation
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3. Informing 
our plan
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Our risks, 
strengths and 
weaknesses 
statement
Each year we carry out 
a risks, strengths and 
weaknesses exercise so 
that we can improve how 
we provide information 
to you. We believe that 
if our customers and 
stakeholders are to gain 
trust in our information 
that they should be 
involved in the process we 
carry out to improve it.
The first step in this exercise is to get feedback 
from our customers and stakeholders on how 
we are currently doing in providing information 
that people want and trust. Through this process 
we gather the views of all our stakeholders 
and combine them with our own assessment 
of our performance so that we have a clear 
understanding of the improvements we need  
to make.

3. Our risks, strengths and weaknesses statement

Contents
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Our approach to 
understanding our risks,  
strengths and weaknesses

We gather information from a variety of sources  
to understand where there are risks, strengths 
and weaknesses in the information we publish 
and in the way we report it.

External engagement

• Engaging with household customers 

• Engaging with business customers 

• Engaging with customer advocacy groups 

• Engaging with financial stakeholders 

• Engaging with regulators and getting feedback.

1.

Internal assessment

• Monthly review of operational performance risk

• Review of performance commitments risk every three months

• Review of external assurance findings

• Regulatory review of performance reporting risk

• External legal and regulatory change.

Gather feedback from our customers and stakeholders

2.
We then summarise the information gathered from our external engagement and 
internal assessment.

Summarise and analyse information gathered

3.
We take the information we gathered from the previous step to identify the risks, 
strengths and weaknesses in relation to how easy it is to find, read and trust our 
information.

Identify risks, strengths and weaknesses

Is the information what’s  
wanted and needed?

Is the information correct,  
assured and reliable?

Is the presentation simple  
and transparent?

Is there awareness of  
the information?

Risks to trust

4.
We use the information gathered to identify areas that will need more focused assurance 
in 2020/2021. 

Identify areas of focus for assurance

3. Our risks, strengths and weaknesses statement > Our approach
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The feedback  
we have 
received

As part of our commitment to our 
customers to provide information that 
is important and in a way that is clear 
and transparent, we engaged with 
our customers and other stakeholders 
on our Draft Assurance Plan. We have 
received some brilliant feedback which 
has helped us improve our plan. To be 
transparent, we have included some 
of the comments we received from our 
customers and our response.

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received
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On our risk-based assurance

‘’�As a Yorkshire Water 
customer, I feel 
valued and informed 
about what Yorkshire 
Water have achieved 
and what they are 
working on, and also 
how all this affects 
me as a customer.”

‘’�It gives me the 
impression that 
complying with 
Ofwat’s regulations 
are the top priority, 
even though Ofwat is 
not for safety.”

“�As a customer it 
makes me feel 
reassured that there 
is a professional 
attitude in the 
organisation, but only 
as far as regulations 
keep them honest.”

We’re really pleased 
that our risk assessment 
reassures our customers 
they are valued. We would 
also like to reassure our 
customers that their 
safety, now and for future 
generations, is our top 
priority.

On page 33 we talk about how our principles 
show our commitment to customers in the work 
we do every day. We have now made clear in 
our explanation of risk-based assurance on 
page 27 that the primary goal is to prevent 
customer harm and deliver an excellent service 
to our customers. We have also explained how 
this is built into our risk assessment. We would 
like to assure our customers that our priority 
across the water industry is the safety of and 
service to our customers.

• �Overall, our customers understood why we have a risk-based 
approach and they feel that this is easy and clear to understand.

• �After reading the information most of our customers felt  
confident and reassured that we are working hard to minimise  
risks. They also feel the information is transparent and honest, 
which they appreciate.

Customer Comments

Yorkshire Water’s  
Feedback to Customers

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received
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On our assurance principles
• �Our customers understand from the information that there are five parts 

to Yorkshire Water’s assurance principles to help in the maintenance of 
a safe and efficient service.

• �‘Ethically responsible’, ‘Relevant and transparent’ and ‘Engagement’ are 
considered to be the most important principles from customers’ point 
of view. Though, some highlight that they ultimately all interlink and is 
important that they all work together.

21

“�All five of the principles listed  
are important to me, but perhaps 
Point 4 (now point 2): ‘Ethically 
responsible’ is of prime interest.  
In this section it is made clear  
that from the top down all involved 
are committed to ‘doing the  
right thing’.”

“�The most important principle 
is engagement because the 
company must build good 
communication with its 
customers.”

We’re glad that our 
customers feel that our 
principles align with their 
expectations and are 
important to them. It is 
important to us that our 
customers can put their  
trust in the way we work. 

We recognise that all our principles work 
in harmony with each other for them to be 
achieved. We have made this clear on page 
33 and we make sure that we consistently 
review our work to make sure we uphold 
these principles and they are guided by 
each other.

Customer Comments

Yorkshire Water’s  
Feedback to Customers

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received
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We understand that 
sometimes business 
processes are slightly more 
difficult to understand and 
we try our best to explain 
these without leaving out 
important information or 
over-simplifying it. 

We recognise that we could do better in our 
explanation and have added a new page 
to our plan that provides a simplified over-
view as suggested by our customers. We 
have added this before the more detailed 
page, which we have also reviewed, and 
so those who wish to read further into this 
process are able to do so. You can find our 
new overview on page 34.

On our three levels of assurance
• �Most of our customers understood why we complete our assurance 

in this way and feel that the information is clear, detailed and 
informative.

• �Some of our customers feel that there was a lot of jargon used and 
though they understood this may be a difficult subject to understand, 
our customers felt there are some things we could do to help.

“�Nothing missing 
other than a 
simplified outline 
for customers who 
would only skim 
this section of the 
document rather 
than read a page full 
of business speak.”

“�The three levels are clear and allow the ‘ordinary’ 
reader (i.e. me, the customer) to appreciate the 
procedures that are in place to ensure all is in 
order at every level of the organisation (even if 
such procedures are not fully understood by the 
average reader, as the explanations do come 
across as ‘corporate’). Nevertheless, it is clear 
that governance and oversight takes place at 
every level with checks all along the way,  
resulting in an external audit.”

Customer Comments

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received
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On our data assurance process

It’s important to us 
that our customers 
understand the checks 
that we have in place 
to make sure the data 
we publish and report is 
correct. We’ve reviewed 
our explanation and 
made some updates 
so this is easier to 
understand. 

All of our publications provide a way our customers can 
contact us if they would like to provide feedback, comment 
on, or challenge our data. In this document you can find that 
information on page 6. It’s really important that our data is 
correct and that ultimately the Board are accountable for 
the information we publish and report. We have assessed 
our processes and we are confident that these checks 
provide adequate assurance and also give accountability to 
people involved in the process. Each different level provides 
different expertise, knowledge and valuable challenge from 
a different perspective. We have updated page 36 help to 
explain these different perspectives.

• �Our customers understand the three levels process that is in place for our data  
to go through before it is presented to stakeholders and published for customers.

• �Some of our customers felt that this information is clear initially but then  
becomes too detailed and the process looks to be quite complex. 

• �Some of our customers would like to know how they can challenge the data 
themselves if they need to and some feel it is not necessary to have this many 
checks in place.

Yorkshire Water’s  
Feedback to Customers

Customer Comments

‘’�I found the information at first easy 
to understand but then as I read a 
bit further, I found the information 
more complex and hard.”

“�The information describes the 
different levels of scrutiny that 
data is subjected to and the 
responsibilities/influence that 
different bodies have. The only 
thing that is not that clear is how 
customers can challenge data?”

“�It’s good that there are different 
levels of checks, and [they] are 
carried out by different teams  
which enables better checks.”

“�Simply too many. I would cut 
the oversight teams, the senior 
management review and the Yorkshire 
forum. Don’t understand if it’s a three 
level process where the Yorkshire forum, 
board audit committee, the board and 
stakeholders fit in.’’

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received
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On our external assurance 
• �Our customers understand that audits will be carried out by different 

assurance providers and that it is overall beneficial that we are doing 
this. Our customers have commented that this will make us more 
credible and transparent by hearing different perspectives. 

• �Some customers are concerned that this will provide us with additional 
costs and that our external assurance providers may have a different 
vision to us. 

We believe that this 
new approach provides 
reassurance that our 
processes and data are 
correct. By using our 
risk-based approach to 
assurance and by targeting 
areas that need more 
focus, we make sure that 
we are using the assurance 
providers more efficiently. 

By applying more assurance up front we also 
reduce the risk of costs that may occur to rectify 
any issues. We want our assurance to be as robust 
as possible and will mitigate risk of unnecessary 
costs by carefully managing and reviewing our 
approach. The role of our assurance providers is to 
make sure that when we are working towards our 
vision we are complying with regulation, being open 
and transparent and importantly, we protect our 
customers. We have made this easier to understand 
in our explanation of our external assurance.

“�Main message is saying 
that outsiders of YW 
will be conducting the 
financial audit therefore 
no one from YW can 
be biased or alter any 
information to give us 
public the figures we 
would like to see.”

“�I think the main 
message is that 
financial audit will be 
carried out by Deloitte 
with 4 other audits 
on the areas listed 
to enable different 
perspectives to  
be compared and 
considered.”

“�I see a disadvantage, 
as it is an external 
company, it does 
not have the same 
vision and the same 
purpose, which 
would end up being a 
conflicting point, but 
I think everything is 
all right.”

Customer Comments

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received
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On regulatory reporting data
• �Our customers understand that this page shows that the 

information we provide is regulated by Ofwat and we must make 
sure we are compliant with any new information or changes. 

• �The presentation of this page is not reader friendly and  
would benefit from some visuals and clearer explanations of 
industry terms. 

“�[The overall message is] that 
they have to report the data 
and are aware of any changes 
to the data requirements, also 
that they are continuing to 
improve the reports.”

“�The information describes how 
all data is inextricably linked and 
that changes in the way data is 
requested/reported can lead to 
new challenges/issues. It explains 
Yorkshire Water’s approach  
to consistency and transparency  
in reporting data.”

We’re glad that overall, the 
message from page 46 is clear, 
however we have redesigned 
it to be more engaging. We 
understand that some subjects 
are a little harder to stick with 
if they’re not engaging and we 
recognise we need to do better 
on this page. 

We have redesigned the 
information and simplified 
the process. We hope that 
the changes that we have 
made make this page more 
customer friendly. 

Customer Comments

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received
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On our areas of focus
• �Our customers understand that we have flagged areas that 

have a risk of being problematic, need improvements or where 
we want to improve service for our customers. 

• �A few of our customers felt that this information was a little too 
complex and needed to be explained in simpler terms.

“�It is a nice change for a utility company 
to be so open but this is what I expect 
from Yorkshire Water. There was a lot of 
information given that shows that this is a 
long term commitment, but I have no doubt 
that you will be successful. I cannot think 
of any other areas at the moment that is 
important and I am sure if any arise you will 
deal with them.’’

“�[The overall message 
is] to ensure better 
stability for its 
customers, and that 
this guarantee is 
fairly performed in a 
way that achieves its 
goals, with higher risk 
performance and with 
commitment.”

Customer Comments

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received
3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received
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We’re really happy our 
customers are confident  
we can recognise areas 
that need improvement 
and communicate these 
transparently with an  
action plan. 

We understand that some of these are 
more technical areas and so we have 
reviewed the language on these pages 
to make them more customer friendly 
and to make sure customers know why 
these improvements are important  
to them. 

Yorkshire Water’s  
Feedback to Customers

263. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received
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Risk-based 
assurance
We know that when we put together our 
assurance plans, we will need to apply extra 
assurance to areas of higher risk.

We conduct risk assessments to identify the higher 
risk areas. Risk assessments look at the likelihood 
that something will deviate from what was 
planned and how big the effect will be if it does. 
It’s important to us that we protect our customers 
and identify where there may be an impact on our 
customers when something does go wrong. 

We carry out risk assessments on the activities 
we are required to report on to Ofwat and our day 
to day processes. This includes our performance 
commitments, the data we are required to 
report in our Annual Performance Report and the 
information and processes behind our regulatory 
publications. Our risk assessment includes 
considerations that make sure we focus on the 
right areas and understand how we keep our 
customers safe.

Identify all areas which require risk assessment
We engage with process owners and data providers to complete a risk assessment.

Probability
The likelihood that  
there may be errors.

We internally score  
against our risk 
indicators. 

These include:

• �the complexity of the 
processes,

• �if there have been 
previous errors in 
reporting,

• �the completeness of the 
information provided and 
how much of our data is 
assumptions,

• �how many different 
sources of information 
there are.

Wider assurance
Activities which highlight 
important considerations.

We engage with 
interested parties, which 
we call stakeholders, 
to understand what is 
important to them.

This includes:

• �household and business 
customers,

• �customer advocacy 
groups,

• financial stakeholders,

• regulators.

We consider what 
upcoming changes may 
happen that could change 
the risk environment. 
You can read about our 
stakeholder engagement 
and wider assurance 
activities on the  
following pages.

Impact
How much of an effect 
there will be if there is  
an error.

We internally score 
against different areas  
of impact.

• �Customer: the impact 
that this may have on 
the safety of and level of 
service our customers 
receive.

• �Reputational: the potential 
damage that this may 
have to our reputation if 
we get it wrong.

• �Financial: the level of 
financial penalty we may 
receive, or the cost to 
fix should something go 
wrong.

• �Compliance: The risk of 
legal penalties if it causes 
us to break industry laws 
or regulations.

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received > Risk-based assurance
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Horizon scanning
Throughout the year, our regulation teams  
identify topics that are important across the 
water industry and are at the forefront of 
potential change. We care about the future 
economic, social and environmental issues that 
Yorkshire faces as a region. We are proactive in 
our actions when we identify that something  
may change that could affect our customers  
and stakeholders, or the ways in which we will  
be required to work. 

We regularly review external papers and 
publications from regulators across the industry 
and outside our industry. Their observations, 
feedback and guidance help us determine 
what areas we should focus on and make 
improvements to. It also helps us understand  
what may become more important to you in  
the future.

Political
Government 

policy changes 
or changes 

in direction of 
government 

focus. 

Economical
Financial 

changes such 
as interest rates 

and inflation, 
and changing 

financial 
demographic  
of consumers.

Social
Lifestyle 

changes, 
understanding 
demographics, 

changes in 
demand and 
expectations 

from customers.

Technological
New 

technological 
availabilities, 

innovation and 
products that  
can change 

how we work. 

Legal
Changes in 
regulatory 

requirements 
and focus from 

regulators.

Environmental
Considering 
factors such 
as weather 
and climate 

change and also 
understanding 
how we reduce 
our impact on 

the environment. 

P E S T L E

By horizon scanning we identify future risks and proactively focus our assurance  
where we know there will be changes. 

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received > Risk-based assurance > Horizon scanning
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Regulatory  
requirements
Our Regulatory Compliance and Assurance 
Team analyse and interpret the regulations 
and guidance that are set by Ofwat. They 
support teams to make sure they comply with 
all the requirements. Our data providers, data 
managers, assurance teams and external 
assurance providers all have an important role to 
play to make sure this happens. Our documents 
and processes are reviewed at all levels to make 
sure that we meet our obligations. 

We make sure our customers understand  
our obligations too. This means you can read 
our publications objectively and with a better 
understanding. It helps you decide what is of 
more importance to you.

Find our reports here:  
yorkshirewater.com/reports

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received > Risk-based assurance > Horizon scanning > Regulatory requirements

Contents

29

https://www.yorkshirewater.com/reports


What AMP7  
means
In April 2020 we started a new  
Asset Management Period (AMP)  
which is a business plan for the 
period of 2020-2025. This AMP is  
called AMP7. The detailed plan  
sets out how we will maintain and 
improve water and wastewater 
services in Yorkshire to make sure 
they are resilient and sustainable.

A new AMP means that there are lots of changes.  
Our performance commitments are ways in 
which we measure and report our performance. 
For AMP7 we now have 43 performance 
commitments, which is 17 more than the previous 
AMP. The Regulatory Accounting Guidelines, 
which tell us what and how we need to report 
in our Annual Performance Report, have also 
changed and require us to report and measure 
information differently. 

We recognise that with new regulations, new 
reporting guidelines and new responsibilities 
we need to make sure that we manage the 
risk of non-compliance. By understanding our 
obligations completely, and how they may 
change, we can proactively focus our assurance 
work to ensure we are compliant and mitigate 
the risk.

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
received > Risk-based assurance > Horizon scanning > Regulatory requirements > What AMP7 
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Finding our  
areas of focus
Although we complete a risk assessment,  
we complete assurance over all data and 
activities to make sure the information 
we provide is accurate. We are always 
looking for opportunities to improve the 
ways in which we work in all areas. The risk 
assessment process helps us highlight 
areas where we will complete additional 
focussed assurance to prevent any risks 
materialising.

We complete our risk assessment and take into consideration  
the wider assurance activities and allocate a risk score.  
We plot this against our Risk Matrix. 

The score given will define the level of assurance that is carried out in that 
area. There will be more intense and focussed individual assurance plans 
for those scored as ‘critical’ and ‘severe’. Assurance still takes place in areas 
of low risk, but we recognise that this is not likely to require more than the 
standard checks and assurance that we have developed at that time.

We revisit our risk assessment every quarter and review any issues or 
themes that may affect the risk scores. Risk is fluid and at any time 
something could change which can impact the level of risk in any area.  
We complete a full review of our risk assessment annually. 

This process makes sure that the assurance we plan is adequate,  
timely and appropriate. It helps us create a risk-based assurance plan.

Pr
ob

ab
ili

ty

5 Moderate Moderate Severe Critical Critical

4 Low Moderate Severe Severe Critical

3 Low Moderate Moderate Severe Severe

2 Very low Low Moderate Moderate Moderate

1 Very low Very low Low Low Moderate

1 2 3 4 5
Impact

3. Our risks, strengths and weaknesses statement > Our approach > The feedback we have 
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4. Our approach 
to assurance
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Our assurance principles
We want our customers to be able to trust that the information we publish is accurate, accessible  
and easy to understand. Our work is underpinned by principles that work in harmony with each  
other to make sure we deliver excellent service and always consider the impacts of what we do.  
We consistently review what we do to make sure we are working within our assurance principles.  
We know the way we work and the trust our customers have in us defines us.

To demonstrate this commitment, we carry out  
our assurance following these principles:

5. �Governance and 
accountability

• �We review our governance regularly  
to make sure that it creates outcomes  
that are compliant with regulations.

• �The Board approves and monitors  
our governance processes and reviews  
our performance. This gives them ultimate 
accountability for the information we 
publish.

• �We monitor and report transparently on  
any issues we find.

1. Engagement
• �We value the opinion of our customers and we ask you to review our publications  

and independently challenge us. We publish the feedback and responses annually,  
in both this draft publication and the final version of this publication.

• �We engage with the Yorkshire Forum for Water Customers (the Forum). They are an  
independent forum that represent the interests of our customers. They challenge and  
feedback on our performance and ways of working. 

• �We listen to feedback and guidance from our regulator, Ofwat, and take time to  
understand the requirements of the industry through our horizon scanning activities.

2. Ethically responsible
• �Our Yorkshire Water values support  

an environment where all employees  
do the right thing. This is our ‘tone from  
the top’ as our Board adopt these values.

• �Our values allow for growth in skill 
and knowledge, where close working 
relationships can grow. We trust 
our employees and our employees 
understand it is important our  
customers trust us. 

• �We understand that it is vital to have the  
right culture to gain our customers trust.  
Our Customer Promise is embedded  
throughout our company. 

3.� Relevant and  
transparent

• �We make sure that the information  
we give is relevant and important to  
our customers right now. 

• �We make our documents easy to 
understand and make it clear what 
information is important.

• �We will explain where we have not met 
our targets and what our plans are for 
improvement. 

4. Clear methodology
• �We take time to analyse and  

understand guidance, regulations  
and cross-industry themes. 

• �We risk assess the work behind our 
publications and data and we target  
the areas that have the highest risks. 

• �We use a ‘three lines of assurance’  
methodology to make sure our assurance  
is applied consistently.

4. Our assurance principles 
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Our three levels  
of assurance
We use a way of working called the three levels 
of assurance. We call this our methodology. It’s a 
process for checking activities and information.  
We apply this across all work. This methodology 
gives us consistency in our assurance as some of 
our activities happen across several areas and 
our data can be from several sources.

By putting our assurance activities into three 
levels, we make sure that we apply the right 
amount of assurance, at the right time. Below 
is a simplified overview of our three levels of 
assurance. If you would like to read more detail, 
our detailed diagram is located on the next page.

Level 1
The first checks take place when the people doing the work check  

what they have done is correct. These checks can be during or after  
what they are doing. 

Level 2
Teams specifically in place to carry out checks make sure that the work  

carried out is correct and support level one to do so. They also do risk assessments,  
check we are working within the law and write reports for the Board to  

evidence their work.

Level 3
Internal Audit and our external assurance providers check  

the overall processes and output to make sure we are compliant,  
we have identified all risks and undertake plans for improvement.  

They report directly to the Board.

The Assurance and Risk Committee 
Everything that is identified in this process is presented to this committee.  

The assurance process is overseen and approved by this committee.

The Board
The outcome of our audits are presented to the Board and they approve  

the information that we report.

Stakeholders
We ask our customers to give us feedback and our regulator, Ofwat,  

also assesses the information that we provide. 

4. Our assurance principles > Our three levels of assurance 
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Our three levels of assurance
Below we explain in more detail the roles that each of our three levels take when carrying out 
assurance over our activities.

Level 1
Business operations 
These checks take place 
throughout the year by business 
experts who understand the 
performance and challenges 
faced.

Strong processes and procedures 
are in place which act as guides to 
our work as it takes place.

They identify and manage risks 
that may cause errors in their 
processes.

Controls are processes or check-
points put in place to stop things 
going wrong. Level 1 check their 
own controls as they are in 
use. Level 1 review their work as 
they carry it out and after it has 
been completed. Continuous 
improvement to systems, 
processes and procedures takes 
place so we can work better.

Senior management 
Receives the assurance findings and makes sure  
appropriate action is taken to respond to any findings. 

Level 2
Oversight functions 
This assurance involves a review 
of the processes behind the 
work done at Level 1 and has 
responsibility for the rules and 
guidance (governance) in place 
over Level 1. The checks are done 
by oversight teams including 
our Regulatory Compliance and 
Assurance Team and our Finance 
Team.

The Regulatory Compliance and 
Assurance Team perform the risk 
assessment process, create the 
risk-based assurance plan and 
manage assurance to make sure 
it is focussed on the appropriate 
areas.

They check that Level 1 are 
following the governance and 
frameworks provided. They make 
sure that all activities comply 
with regulations. They provide 
challenge to Level 1 if they identify 
areas of concern.

They give support and advice 
to help make improvements 
to processes. This enhances 
the quality of the services we 
deliver and the data behind 
them. Improvement plans are 
implemented and monitored.

Level 2 produce reports for senior 
management and the Board so 
they can monitor and approve the 
governance in place and review 
our performance.

Level 3
Independent assurance 
This is carried out by Internal Audit 
and independent external assurance 
providers.

Our Internal Audit Team carry out 
assurance based on company risks 
and concerns emerging from our 
reports. They work for Yorkshire Water 
but are an independent review team 
that holds the company to account.

Our external assurance providers 
(external auditors) do not work 
for Yorkshire Water. They operate 
to professional and ethical 
standards. This means they will 
form independent opinions on the 
information they review.

These assurance providers review 
our processes and check that we are 
working to industry standards and 
regulatory requirements. This makes 
sure that the information we provide 
is trustworthy.

They also check that we have 
identified the right level of risk in each 
area and have taken adequate steps 
to prevent the risk happening.

They identify areas for improvement 
and issue recommendations for us to 
improve the ways we work.

To maintain their independence 
and integrity, and enhance our 
transparency and accountability, 
they also report directly to the 
Board.

Stakeholders 
We ask our customers what they 
think about our publications and 
the information we provide. We 
welcome feedback and commit 
to acting on it. Our performance 
is also reviewed and assessed by 
our regulators.

The Board 
They receive the outcomes of 
all assurance activities and 
performance measures. They 
approve the data we submit to 
our regulator and the publications 
for our customers. 

Board Audit Committee 
They receive the audit findings 
and recommendations. The Board 
Audit Committee directly oversee 
the governance over processes. 
They will act if they do not believe 
it is adequate. 

4. Our assurance principles > Our three levels of assurance 
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Our data assurance process 
We complete data assurance to make sure the information we provide in our publications is accurate. 
We have illustrated below the three levels of assurance that we apply to make sure the information in 
our publications is trustworthy.

Data providers and data managers 
Data providers are assigned to each piece of data and are responsible making sure 
it’s accurate. Our data providers record the process followed to gather, analyse and 
report their data. They then make sure it matches the regulations and guidelines and 
produce the data. Each piece of data also has a data manager and they monitor the 
Level 1 process. This gives them accountability for the data produced. They check that 
the process is compliant, it has been followed and the resulting data is accurate.

Senior management review 
A senior manager will review and 
approve the information they are 
provided. They will check it against set 
criteria. They challenge where they 
believe the information is not consistent 
to make sure information is not 
misleading. 

Oversight teams 
Our Regulatory Compliance and 
Assurance Team review the overall 
process and provide challenge where 
needed. They review the processes used 
to collect the data, making sure they 
are compliant and have been followed 
correctly. Sometimes one piece of data 
is reliant on another being correct. They 
identify these dependencies in data and 
make sure that the data aligns.

Independent audit 
The information within our reports is subject to an audit from our external auditors. 
They check the information and the process to gather this information. They 
check we have met all relevant regulations. They make sure that the explanations 
that accompany the data are reflective of our performance. The data assurance 
process for our Annual Performance Report is certified to the ISO9001:2015 quality 
management system (QMS) standard which is a recognised quality certification.

The Yorkshire Forum for Customers 
The Forum are in place to review the integrity of our performance and provide challenge to make sure 
we keep focused on our responsibilities to our customers. As they have understanding of our business, 

they provide an informed voice for our customers. The Forum review our overall performance and provide 
assurance over the information we provide.

Audit and Risk Committee 
As the Committee approve our overall assurance process, they provide assurance that the process has been 

carried out in line with their expectations. They carefully review the management controls that are in place 
throughout the process. They discuss each level of assurance, review the external assurance findings and, 

when satisfied, report to the Board that the assurance process has been followed.  
This helps the Board in the approval of the information.

The Board 
The Board is accountable for the quality of our information and have a responsibility to make sure it meets 

your needs. The Board owns and approves the publication. Final approval is given by the Board after all 
assurance steps have been carried out. 

Stakeholders 
Ofwat review and assess our publications. They provide feedback and challenge where required.  

We ask our customers to give feedback on publications to make sure our publications are relevant, 
transparent and contain information they can trust.

Level 
1

Level 

2

Level 
3

4. Our assurance principles > Our three levels of assurance > Our data assurance process 
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This Asset Management Period or ‘AMP7’ is our business plan for  
the period of 2020-2025. For AMP7 we have changed our approach  
to external assurance. External assurance is provided by companies 
who are not part of Yorkshire Water. They are specialist audit and 
assurance companies who are independent in their opinions.  
They conduct Level 3 of our three levels of assurance.
Previously we have appointed one company to complete Level 3 assurance over our regulatory 
reporting obligations that are not covered under the requirements to be reviewed by a financial 
auditor. Going forward, we will be operating within an assurance framework. This means that we have 
appointed four companies to provide us with external assurance. The role of our assurance providers 
is to make sure that when we are working towards our vision and goals, we are working to regulations, 
to our processes and doing everything we can to protect our customers. Using four providers will 
enhance the assurance we carry out in many ways, including:

Our external  
assurance  
for AMP7

	� Getting new and different perspectives  
on our processes

	� Reducing complacency in relationships  
with our external assurance providers

	� Wider coverage across the business

	� Being able to find optimum working  
practices and assurance methods from a  
wider selection of different ways of working

	� Provide more challenge for Yorkshire Water 
to give accountability and also push to 
continuously improve our activities

	� External assurers provide challenge to each 
other to ensure that assurance is carried out 
to the highest of standards

	� Access to more industry and activity-based 
specialists and a wider view of issues and 
opportunities outside of the water industry

	� Ability to benchmark our performance 
better.

We will also continue to strengthen our internal 
assurance and oversight teams with the 
assistance of our external assurers.

We will continue to work with Deloitte as our 
financial auditors. They will provide external 
assurance over areas explicitly specified to 
require financial audit.

4. Our assurance principles > Our three levels of assurance > Our data assurance process >  
Our external assurance for AMP7
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5. Our areas  
of focus
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Areas  
of focus
As a result of completing our risk assessment  
process, we have identified where we will focus  
our assurance and put in place plans to improve.

3. 
Publications 

The information  
that we publish 
throughout the  

year for our 
stakeholders.

We have divided this section into three themes

2. 
Regulatory  

reporting data 
The data we are  

required to report in our 
Annual Performance 

Report. 

1. 
Performance 

commitments  
The targets that are  

in place which 
we measure our 

performance against. 

5. Areas of focus
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Within each of these themes we will explain 
to you the overall assurance methods we 
are undertaking this AMP, the areas we are 
focussing on, why we are focussing on them 
and what actions we are taking.



Performance 
commitments

It is important to us that we provide  
accurate information about our  
performance commitments so you  
understand how we are performing  
against our targets.
We have 43 performance commitments this AMP. 
Some of them have annual targets and some of 
them are measured across the whole AMP, which 
began in April 2020 and lasts five years. When we 
publish our Annual Performance Report in July, 
we will tell you how we have performed against 
our annual measures and let you know how we 
are progressing with our longer-term targets. We 
now also report quarterly (every three months) 
on our performance to be more transparent and 
so you can track our progress.

This year we have 17 additional performance 
commitments, and some of our existing 
performance commitments have evolved to 
make sure that we are always improving the 
ways we work. These increases and changes 
bring with them risks. We need to make sure 
we are following all the guidance correctly and 
apply assurance and improvements over more 
areas. At the same time, we are also developing 
new ways of working for our new performance 
commitments. We are applying a higher level of 
scrutiny to all our performance commitments to 
mitigate this additional risk and put us in the best 
possible position for the remainder of the AMP. 

5. Areas of focus > Performance commitments

Our quarterly 
performance is 

published on  
our website: 

yorkshirewater.
com/our-

performance 
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For each of our 
performance 
commitments 
we are reviewing 
several areas

• �Policies and processes. We are reviewing our 
top-level policy commitments, our performance 
commitments and our processes to make sure 
that they are comprehensive and support the 
delivery of our obligations. 

• �End-to-end process review. To review the way 
in which we carry out day-to-day, front line 
activities that impact and contribute to our 
performance. 

• �Data Assurance. We are ensuring that our data 
assurance process is robust and, at each level, 
those involved in each step of the process are 
trained and aware of their responsibilities.

• �Assurance oversight. We have added more 
providers to our external assurance to give us 
more insight, challenge and opportunities for 
improvement. 

• �Transparency. We continuously review the 
ways in which we provide you with information. 
We will always give clear explanations about 
our performance, and if we’re not hitting our 
targets we will identify the cause for this. 
We have introduced quarterly reporting so 
our customers can understand what our 
performance commitments are and track  
how we are performing.

To manage assurance 
being completed across 
all our performance 
commitments, we follow 
our risk-based assurance 
plan. This gives more focus 
to higher risk performance 
commitments, where 
more oversight of plans is 
required and additional 
assurance is given.

5. Areas of focus > Performance commitments
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D-MeX

Why we are focussing on this area.
Improving for our customers
We want to make sure we are providing an exceptional service to all our customers considering 
or requiring support when undertaking development. This support ranges from homeowners 
considering home improvements such as extensions, through to large developers building new 
development sites. 

Improvements for wider stakeholders
This area has been highlighted in our internal risk assessment as an area to focus on. 
We have also taken on board feedback from Ofwat in their recent paper ‘Support for effective 
markets’ (August 2020) advising that we should focus on our responses to our developer services 
customers. They also highlighted that we needed to improve our scoring against the measures 
within this Performance Commitment. 

The plans in place for improvement.
We are in the process of developing a transformation plan for Developer Services  
in Yorkshire Water, the key themes being:

• �A way of working that is fit for the future which looks at how we can work more efficiently  
and effectively,

• �Improving the effectiveness and efficiency of all our colleagues by improving our training,

• �Considering customer demand, improving customer self-serve options for better customer 
service and ensuring each and every contact is managed effectively,

• �Focussing on improving our compliance and improving strategic outcomes through regular 
reviews. This includes improving the quality of our work. 

Our Internal Audit team will review our transformation plan to ensure it will deliver against our 
defined outputs.

We will measure our performance against the industry and seek to work and consult with all our 
customers to ensure we are delivering against their needs.

This plan will be a phased approach across the first three years of the AMP; however our first 
milestone is to have cleared our outstanding work backlogs that currently fall outside of our 
service level agreement by 31 March 2021.

The performance commitments we have targeted  
in our plans to improve are as below.

5. Areas of focus > Performance commitments
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Mains Repairs

Why we are focussing on this area.
Improving for our customers
It’s important that we maintain and improve the network and support the upkeep of our 
customers supply. This is part of our commitment to provide excellent service to our customers. 

Improvements for wider stakeholders
This performance commitment also tells us about how we manage our assets. Our assets are 
everything we maintain from the pipes in the ground to our treatment works. The performance 
commitment holds a financial penalty for underperformance.

The plans in place for improvement.
We are looking more rigorously at the processes we have in place to assure our mains repairs.

We are currently introducing and embedding a new system called Triopsis to help us manage 
and monitor work being carried out. Triopsis is a system that manages communication and data 
relating to work we carry out. 

This will help us ensure that our contract partners, who carry out work for us, get the required 
feedback and training to make sure work is carried out to a high standard and we are compliant 
with regulations.

We want to make sure that our mains repairs are being recorded accurately. This will improve our 
Level 1 assurance. Our review process for mains repairs includes receiving a photo of the works 
on site so we can validate the mains repair and understand what the original issue was. This is 
something that we have identified needs improvement. Triopsis will also help us manage where 
we do not receive a photo or the photo is not adequate to determine the original issue. We are 
improving our feedback loop and training process in order to more accurately review mains 
repairs and in turn provide more accurate data.

Our external assurers have conducted a process review of this process so we can understand  
the impact of our new system, what improvements have taken place and what further 
opportunities for enhancement are available. We are currently in the process of reviewing  
these proposed improvements and implementing them. We will update you on this in our  
Annual Performance Report. 

The performance commitments we have targeted  
in our plans to improve are as below.

5. Areas of focus > Performance commitments
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Internal Sewer Flooding and External Sewer Flooding

Why we are focussing on this area.
These performance commitments are two separate areas of focus, however they have aligned 
plans for improvement and so we have detailed them together in this instance. We will write 
about their outcomes separately in our Annual Performance Report in July 2021.

Improving for our customers
Our performance against these measures are important to our customers. We understand  
that sewer flooding incidents have a big impact on the lives of the customers in our region. 
Therefore, it is important to us that we demonstrate in this plan our commitment to improvement.

Improving for wider stakeholders
We are focussing on these areas as our internal risk indicators show these are areas of  
high-risk. We also recognise that we need to improve our performance in this area. CCWater 
have indicated in their report ‘Water Water Everywhere 2019-2020’ that Yorkshire Water need to 
improve performance against these measures to be considered as performing well.

The plans in place for improvement.
Our wastewater teams are working hard on their plans to improve the performance and reporting 
of our sewer flooding measures. They have split the plan into three themed areas.

Operational excellence 
• �We are investing in our workforce and reviewing the way we manage them and their availability. 

This is to address incidents in a more effective manner and give us adequate resources to 
carry out more proactive interventions. This includes reviewing the working patterns of our staff, 
improvements to planning and scheduling and the culture around the work we do.

• �We are giving additional training to our staff to make sure that they understand the processes 
and adhere to internal and external requirements.

• �We have plans which see us aim to get to incidents which require repairs within 48 hours to 
reduce risk of repeats.

• �We are holding new Repeat Reduction Forums where areas of repeat repairs will be reviewed to 
drive accountability and ownership of final incident resolution.

Data and technology 
• �Improving data visibility for staff, managers and team leaders so they can take more effective 

and targeted actions. This will ensure our data is accurate, and we are proactive in our approach.

• �Exploring innovative projects like lateral CCTV units, in-gully flow monitors and new ways of 
carrying out sewer lining to enhance the resilience of our sewer network.

Investment 
• �We have set out a comprehensive investment plan for the next 5 years which will deliver 

improvements from year 1. This includes investment in sewer flooding proactive inspection and 
activities that fix our network such as network refurbishment, desilting our sewer network and 91 
protection schemes.

Our external assurers have conducted a process review of this process so we can understand  
the impact of our new system, what improvements have taken place and what further 
opportunities for enhancement are available. We are currently in the process of reviewing  
these proposed improvements and implementing them. We will update you on this in our  
Annual Performance Report.

The performance commitments we have targeted  
in our plans to improve are as below.

5. Areas of focus > Performance commitments
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Pollution incidents

Why we are focussing on this area.
Improving for our customers
Following customer engagement on our 2019-2020 Annual Performance Report we identified 
that customers were interested in Performance Commitments which have an effect on the 
environment and in particular, what we do to improve our impacts. We have included the 
measure pollution incidents as we recognise the importance of protecting our environment and 
the negative impact when these incidents occur. We have also reported in our quarterly reporting 
that we are slightly off-track. Our Wastewater Service Delivery Team have been working diligently 
on plans and projects, and are focussing on activities which now see us in an improved trajectory 
of performance against this measure. We are one of only two companies to have reduced our 
total pollution incidents from 2018 to 2019.

The plans in place for improvement.
We were the first water and sewerage company in the industry to publish our Pollution Incidence 
Reduction Plan. This is a detailed plan to reduce pollution events caused by Yorkshire Water asset 
failures over the next 5 years. It tells you how we plan to improve our performance focussing on 
three themed areas:

Operational excellence 
• �We plan to carry out our own network activity associated with sewer jetting and conduct 

proactive maintenance activity.

• �We will make investments to enhance our fleet and staff which includes training and looking at 
our available resources. We will review all the processes associated with our operational staff to 
make sure the investments have real benefits and improvements in our performance.

Data and technology 
• �We will enhance the way in which we use our technology and data to implement our proactive 

pollution prevention programme effectively.

• �We will Implement our proactive CCTV repair programme to prevent pollution arising from  
our sewers.

• �We are creating a real time picture of the activities on our sites to help us efficiently address  
any issues.

Investment 
• �Our investment plan drives pollution improvement from year 1 of our plan and is the largest 

investment we have planned to deliver in a single year. It focusses on several areas including; 
investment in staff, updating and mapping drainage plans, implementing additional cleaning 
activities to prevent blockages and a risk-based plan of targeting investment at sites with poor 
historic performance.

You can read our detailed Pollution Reduction Incident Plan here: 
yorkshirewater.com/environment/reporting-pollution/

We are also completing quarterly progress reviews with the Environment Agency.  
The Environment Agency recognised the high standard of our plan and the vast improvements 
this plan drives.

The performance commitments we have targeted  
in our plans to improve are as below.

5. Areas of focus > Performance commitments
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Regulatory 
reporting data

Regulatory reporting data is information we are required to report  
as part of the conditions of our licence. Most regulatory reporting data 
is reported in our Annual Performance Report (APR) in July each year. 
What information goes into this is defined by Ofwat guidance called  
the Regulatory Accounting Guidelines (RAGs).
We populate the required data in a table to submit to Ofwat and we publish the APR  
as an accompanying document to support the data we have submitted. To be transparent  
to our stakeholders, we also publish the tables that we send to Ofwat on our website.  
You can find the tables and our APR for 2019/2020 here: yorkshirewater.com/reports

5. Areas of focus > Performance commitments > Regulatory reporting data

Changes to what we are required to report 
Ofwat have updated our reporting requirements and made some changes to what we  

will have to report in our Annual Performance Report over the next 5 years. The changes ask  
us to provide more information and some data in new or different ways. This is to improve our 

transparency and to enable more of our information to be challenged and monitored to protect  
our customers and improve the service we provide. 

Understanding the changes
We have reviewed the changes and are reviewing our procedures to make sure we can report 

accurately. We have allocated data providers and data managers to each piece of new data and  
are supporting them to build processes that produce compliant data. 

The increase in information required and the change in the way that we are required to report  
means that we need to consider the risk this brings to our reporting. Our risk assessment identifies 

the higher level of risk associated with new data. We used the risk assessment to create a risk-based 
assurance plan which will make sure that new data goes through an adequate amount of scrutiny.  

All data will go through our Data Assurance process. 

Improving our data
We constantly review the ways in which data is collated to understand if we can improve our 

processes and the accuracy of our data. We also want to make sure that it is clear what is and  
is not included in each piece of data. We will update you on our findings in our Data Assurance 

Summary, published in July 2021.

Contents
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Level 1

Controlled  
data provision
Data providers, who are 
business experts, have 
responsibility for collating 
data and accompanying 
information. They carry  
out checks in their day  
to day roles.

Internal  
data review
Data managers and 
business managers review 
the data that has been 
put together alongside the 
publication text to make 
sure that it is an accurate 
reflection of our business 
activities. 

Process  
controls
Detailed processes are in 
place to make sure that 
the information collated is 
accurate and consistent. 
It also documents all the 
sources of data so they 
can be traced back and 
assured fully. 

Publications
We publish documents throughout the year that give 
important information to our customers and other 
stakeholders. It also shows our regulators that we are 
meeting our obligations and complying with regulations. 
We individually risk assess our publications to make sure 
we apply the right levels of assurance to each. 
Here are the steps taken to make sure each of  
our publications are adequately assured at Level 1.

Regulatory review
Our regulation teams review and provide 
confidence that there is adequate 
governance in place and we are compliant 
with what we are required to report. Gap 
analysis are performed on each publication 
against the regulations to identify anything 
we may have missed. 

Wider assurance
Through engagement with our customers 
and stakeholders, we make sure that the 
publications are engaging, accessible and 
easy to read when we are writing them. 
We make sure that they do not have any 
negative impacts on our stakeholders and 
what we propose is reasonable and fair.  
We will review any changes that might 
affect what we are required to publish.

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications
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Indicative Wholesale Charges Scheme 
Published annually in October

The publication contains primary and non-primary charges for retailers who operate in  
our region. It’s important that we get this right so they can budget and build business plans.

Level 2
Level 2 assurance is provided our Head of 
Regulation who reviews and challenges the 
information to ensure accuracy.

Senior management, who have 
responsibilities over this data, review the 
output of the tariff modelling process and 
document any observations before  
sign off.

A qualified member of our legal team 
approves any changes to the Charges 
Scheme book.

We also engage with CCWater to provide 
feedback on our proposed charges. 

Level 3
Level 3 assurance is provided by one of our 
external assurance providers. They review 
the inputs and outputs of the tariff model to 
identify any issues with data or validation. 
They review the approach against the 
guidance to make sure we are complying  
with our obligations.

The audit report, including all findings, is 
presented to the Board Audit Committee 
to inform their decision to sign off the 
publication.

Risks, Strengths and Weaknesses Statement and Draft Assurance 
Plan 
Published annually in November

This document is the Risks, Strengths and Weaknesses Statement and Draft Assurance Plan.  
This year we have combined this document to make it easier for you to understand how we 
consider your feedback and take action to address it. 

Level 2
A peer review of sections within this 
publication is undertaken to make sure that 
the plans we tell you about reflect the work 
that will be conducted in that area. 

The document is reviewed by the Head of 
Regulation to make sure it reflects their 
understanding of the feedback reported 
throughout the year and it is transparent for 
our customers. 

Level 3
The Yorkshire Forum for Water Customers 
review our assurance plans and provide us 
with feedback to build content within  
this publication.

Our approach to assurance and high-level 
plans are reviewed and approved by the 
Board Audit Committee.

We believe that all of our publications need to be accurate 
and publishing information that is incorrect risks us losing the 
trust of our customers and other stakeholders. Below we have 
detailed each of our publications, why they are important and 
what Level 2 and 3 assurance takes place for each. 

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications
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Wholesale Charges Scheme 
Published annually in January

This details the primary and non-primary charges for retailers who operate in our region.  
It’s important that this is correct to enable retailers to confirm their business plans and  
operate effectively. 

Level 2
Level 2 assurance in the form of review and 
sign off is provided by the Head of Regulation 
who comments on any observations or  
areas which need reviewing. Any queries  
are resolved prior to board review. 

A qualified member of our internal legal team  
is asked to agree any changes to the Charges  
Scheme book. 

Level 3
Level 3 assurance is provided from our 
external assurance providers. They review 
the inputs and outputs of the tariff model to 
ensure accuracy, they assess our adherence 
to process and make sure they comply with 
regulatory guidance and governance. 

They submit their report to the Board and a 
Board Assurance Statement is obtained. This 
statement confirms that the publication has 
been reviewed appropriately and approved. 

Bulk Supply Charges
Published annually around February

This publication sets out our charges for the provision of bulk supply of services to New 
Appointment and Variation organisations (NAVs) that operate in our region. It’s important that 
they can understand the relevant costs that support their networks. This enables them to make 
informed business decisions and compete fairly with other companies operating in the market.

Level 2
Senior managers with responsibility over 
the tariff information will review and make 
sure that the tariff information is correct. 
Directors will also review and approve the 
tariff information with the added information 
provided by senior managers. 

Our internal steering group, which includes 
business experts in regulatory finance, retail 
services and tariffs will be consulted on the 
content of our bulk supply charging scheme.

Our Head of Regulation will review and 
sign off the tariff model outputs and 
the accompanying information for our 
publication. 

Level 3
Our external assurance providers will carry 
out assurance to check that our bulk supply 
tariff model and our charges publication are 
accurate and have been developed in line 
with Ofwat guidance. They provide assurance 
that we have included feedback from our 
stakeholder consultation process when  
putting together our charges scheme. 

We believe that all of our publications need to be accurate 
and publishing information that is incorrect risks us losing the 
trust of our customers and other stakeholders. Below we have 
detailed each of our publications, why they are important and 
what Level 2 and 3 assurance takes place for each. 

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications

Contents

49



Charging Arrangements for New Connections Services 
Published annually in February

This publication is based on Ofwat rules and specifies the charges for new connections made to 
our existing networks including connections to new housing developments. It’s important that we 
make our charges accurate, sensible and easy to understand. This helps to maintain trust with 
our stakeholders, encourages competition and new developments, and prevents disputes. 

Level 2
A peer review by Developer Services and 
regulation business experts takes place. 
They check and provide challenge over the 
proposed charges. 

The Director of Customer Experience, who 
is accountable for our Developer Services 
function, reviews and approves the assurance 
that has taken place and the information 
within the publication. 

Level 3
Our external assurance providers give 
assurance that we comply with the charging 
rules, our systems and processes are 
adequate, the balance of charges between 
developers and other customers is correct, 
and that we have demonstrated meaningful 
consultation with customers who are 
impacted by these arrangements. 

A paper is submitted to our Board which 
includes the report and findings issued 
by the external assurance providers. A 
Board Assurance Statement is obtained 
which confirms review and approval of this 
publication.

Charges Scheme
Published annually in February

This publication contains our household and non-household charges. It sets them out for the 
next 12 months. It is a condition of our licence that we publish this and it is important that is it is 
consistent, transparent and reliable for all customers.

Level 2
Level 2 assurance in the form of review and 
sign off is provided by the Head of Regulation 
who comments on any observations or  
areas which need reviewing. Any queries  
are resolved prior to board review. 

A qualified member of our internal legal team 
is asked to agree any changes to our Charges  
Scheme book. 

Level 3
Level 3 assurance is provided from our 
external assurance providers. They review 
the inputs and outputs of the tariff model to 
ensure accuracy, they assess our adherence 
to process and make sure they comply with 
regulatory guidance and governance. 

They submit their report to the Board and a 
Board Assurance Statement is obtained. This 
statement confirms that the publication has 
been reviewed appropriately and approved.

We believe that all of our publications need to be accurate 
and publishing information that is incorrect risks us losing the 
trust of our customers and other stakeholders. Below we have 
detailed each of our publications, why they are important and 
what Level 2 and 3 assurance takes place for each. 

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications
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Final Assurance Plan
Published annually in March

The Final Assurance Plan is the finalisation of our assurance plan. We consult on our Risks, 
Strengths and Weaknesses Statement and Draft Assurance Plan (this document) and then we 
take into consideration all feedback and update this in our Final Assurance Plan. The aim of the 
Final Assurance Plan is to give you confidence in the information that we provide to you and show 
you how we are targeting areas that need improvement. If we don’t get this right, we risk losing 
your trust and confidence.

Level 2
Level 2 assurance includes a review by senior 
management, our Head of Regulation and 
our Director of Strategy and Regulation. They 
review and approve our final document before 
it is published. 

Level 3
The effectiveness of the assurance is reviewed  
by the Board Audit Committee regularly. They  
review and challenge the information that we  
provide to them. This ensures that the 
information within this publication reflects the 
effectiveness of our assurance. 

Water Resources Market Information Submission
Published annually in March

The information is published to promote market development and to provide, manage and 
develop water resources, demand management and leakage activities, and encourage 
efficiencies through new markets. It is important that stakeholders have the correct information 
to make informed proposals for improvements in the water resources market. 

Level 2
The Head of Asset Strategy and Director of  
Strategy and Regulation will review and 
approve the information we provide.

A peer review of the information and the 
submission will also be carried out.

Level 3
Through our internal review and risk 
assessment, we have determined that no 
Level 3 assurance is required. 

We believe that all of our publications need to be accurate 
and publishing information that is incorrect risks us losing the 
trust of our customers and other stakeholders. Below we have 
detailed each of our publications, why they are important and 
what Level 2 and 3 assurance takes place for each. 

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications
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Annual Performance Report (APR)
Published annually in July

Our APR provides detailed information on our performance against our customer outcomes 
and commitments and our financial performance. It’s important as it lets you know how well we 
are delivering on our commitments and includes service levels, costs information and financial 
performance. It reports our performance for the period just ended, from 1 April to 31 March.

Level 2
Our Level 2 assurance uses an APR working 
group, and steering group, who review and 
provide input and assurance on the technical 
requirements for our APR and makes sure we 
are meeting the timetable for delivery.

Senior managers and directors review the 
numerical and written information included in 
our APR.

The report is reviewed by the Head of 
Regulation and Director of Strategy and 
Regulation.

Our final APR is approved for publication by  
our Board.

Level 3
Level 3 assurance is provided by our 
external assurance providers, including 
detailed assurance over our performance 
commitment results and the information 
presented in the data tables in the APR 
document. Level 3 assurance is also 
completed by Deloitte, on our financial 
information, including our regulatory accounts 
to make sure we have met the requirements 
in Ofwat’s Regulatory Accounting Guidelines 
(RAGs). The APR is independently proofread by 
our external assurers to check the accuracy 
of our report. The results of our performance 
are presented to the Yorkshire Forum for 
Water Customers. They challenge us on our 
performance and how we are delivering 
against our commitments. The results from 
our assurance are presented to and approved 
by the Board Assurance Committee and 
our Board. We obtain a Board Assurance 
Statement for this publication.

We believe that all of our publications need to be accurate 
and publishing information that is incorrect risks us losing the 
trust of our customers and other stakeholders. Below we have 
detailed each of our publications, why they are important and 
what Level 2 and 3 assurance takes place for each. 

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications
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Annual Report and Financial Statements (ARFS)
Published annually in July

The ARFS is a legal requirement. This reports on our strategy and provides you with detail on how 
we are governed and our performance in the last financial year. It is important to show that we 
are compliant with our investors and industry regulations. 

Level 2
To provide Level 2 assurance, throughout the 
year, management oversee the activities 
performed by our accountants. This includes 
monthly reviews and reporting on our 
financial information. This activity forms 
part of the in-built three levels of assurance 
process for activities within our finance 
teams. This assurance is being mapped 
through current activity within our Integrated 
Assurance team. Before publication, the 
financial statements are reviewed and 
approved by the Head of Finance, and the 
Director of Strategy and Regulation.

Level 3
Our financial auditors Deloitte audit the year 
end information in our statutory accounts 
to assess that it is true and fair, based on 
company affairs and that the accounts have 
been prepared in line with our underlying 
accounting policies. The information on our 
performance commitments in the ARFS is 
assured by our external assurance providers. 
Our assurance is presented to the Board Audit 
Committee and they report this to our Board 
to enable them to review and approve this 
publication. 

Performance Summary
Published annually in July

Our performance summary gives an overview of how we have performed against our targets 
and commitments. It includes the rewards and penalties that we have incurred and summarises 
the performance information in our APR. It’s important to us that we explain things in a way that is 
easy for you to understand, especially when information is important and relevant to you. 

Level 2
Throughout the year, managers oversee our 
performance reporting activities. Our Board 
Investment Committee receives and reviews the 
performance commitment and Totex outturns 
and forecasts. For our publication, our senior 
managers confirm that the data has been 
prepared in line with the procedures. Senior 
managers confirm that the confidence in our 
data is appropriate, trends in the data are 
understood and explained and any material 
assumptions we have made are also explained. 
Our Regulatory Compliance and Assurance 
Team makes sure that information is provided in 
line with the underlying guidance. This includes 
presenting to our APR steering group. Our Head 
of Regulation and Director of Strategy and 
Regulation will review the summary to confirm 
consistency with our APR.

Level 3
We present an overview of our performance  
to the Yorkshire Forum for Water Customers 
who challenge the outcomes and narratives 
around our measures. They make sure that we 
are clear with our customers about how we 
have performed. 

We believe that all of our publications need to be accurate 
and publishing information that is incorrect risks us losing the 
trust of our customers and other stakeholders. Below we have 
detailed each of our publications, why they are important and 
what Level 2 and 3 assurance takes place for each. 

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications
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Bioresources Market Information
Published annually in July

This includes the data that Ofwat ask us to publish to support the development of a bioresource 
treatment market, and to monitor its operation. It’s important that we get this right to promote 
the development of the market. The information can also be used to inform and encourage 
efficiencies for the benefit of customers. 

Level 2
Our Level 2 assurance is provided through 
our senior management review and sign 
off. A peer review of the detailed information 
and the submission is carried out by the 
Bioresources Steering Group. We also use 
named senior managers who review and 
approve the information in our publication.  
A senior manager approves the report  
before final publication.

Level 3
Our external assurance providers complete Level 
3 assurance to confirm that our data is accurate 
and meets the guidance. They review and test our 
methodologies, processes and the supporting 
evidence on which our market information 
submission is based. They check the accuracy 
of our information and the explanations of our 
activities to make sure they are reasonably based. 
They also provide an independent technical 
assurance statement on this submission which 
is published on our website.

Risk and Compliance Statement
Published annually in July

This statement sets out how we have complied with the statutory, licence and regulatory 
obligations where Ofwat is our regulator. It does not include obligations in relation to 
environmental compliance and water quality parameters. These are reported separately. The 
most important responsibilities we have are to provide an uninterrupted supply of clean, safe 
drinking water and to remove wastewater. These must be achieved in a way that is safe and 
compliant, and protects and enhances our natural environment. This statement is a  
summary of how we have met our regulatory and legal obligations.

Level 2
Compliance with approved policies and 
procedures is monitored through our business as 
usual Level 2 assurance activities. Our assurance 
is mapped to ensure effective coverage and 
escalation of issues. Our delivery of integrated 
assurance through day-to-day activities is 
being mapped and improved by our Integrated 
Assurance team. To support this approach, all our 
senior leaders provide assurance over their team’s 
compliance with relevant legislation, regulation 
and governance by completing an annual Control 
and Risk Self-Assessment (CRSA). The results of 
our CRSA are triangulated with other sources of 
assurance to make sure our level of compliance is 
understood. Our Risk and Compliance Statement 
is reviewed by senior managers and directors. A 
senior manager approves the final publication.

Level 3
Our Audit, Risk and Assurance team complete 
a cyclical audit of our CRSA. They check the 
accuracy and consistency of judgements 
on the level of compliance on the relevant 
legislation that is reported in summary in 
our Risk and Compliance Statement. Our 
external assurance providers perform a Level 
3 review of the CRSA processes to assess 
compliance with our obligations. We present 
the statement and our assurance to the Board 
Audit Committee. 

We believe that all of our publications need to be accurate 
and publishing information that is incorrect risks us losing the 
trust of our customers and other stakeholders. Below we have 
detailed each of our publications, why they are important and 
what Level 2 and 3 assurance takes place for each. 

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications
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Data Assurance Summary
Published annually in July

Our Data Assurance Summary summarises the risk-based assurance we have completed on our 
performance information. It summarises outcomes from the assurance we outlined in our Final 
Assurance Plan. It’s important because it lets you know the outcomes of the work we have done 
on our areas of focus and we want to make sure our customers and stakeholders can be sure of 
the quality of our published information. 

Level 2
Our Data Assurance Summary is delivered at  
the same time as our APR which includes 
Level 2 assurance from our APR steering 
group to review the requirements and make 
sure these are being met. Our Regulatory 
Compliance and Assurance Manager and 
Head of Regulation will approve the summary 
before final publication. Our Data Assurance 
Summary is reviewed by senior management  
and Director of Strategy and Regulation.

Level 3
The Board Audit Committee receive the 
findings from our assurance throughout 
the year. They review these findings, the 
improvements made and comment on  
their observations.

Annual Board Statement
Published annually in July

As part of the Annual Performance Report, we will publish a short statement on how we are 
delivering for everybody who depends on our services and how we have set our aspirations.  
This statement will clearly explain:

• �how we set our ambitions and targets and how the company is performing against them.

• �that we are thinking dynamically about the expectations of customers in the long term and  
our commitments do not remain static.

• �the relationship between our financial performance, executive rewards and delivery of  
services to our customers and how these impact future plans.

It’s important to us that we demonstrate our commitment setting out our ambitions in the  
short and long term, considering our customers’ expectations. This statement will also help 
provide transparency about the extent to which rewards are fair and in line with the benefits  
that customers receive.

Level 2
Senior managers and directors review 
information included in the annual statement. 
The report is reviewed by the Head of 
Regulation, the Director of Strategy and 
Regulation and the Company Secretary.

Level 3
Our Level 3 assurance will include a review 
of this statement to ensure that it aligns with 
the information throughout the APR and the 
statement adheres to any requirements. The 
results from our assurance are presented to 
and approved by Board Audit Committee who 
feedback their findings to the Board. The Board 
review, agree and approve the statement.

We believe that all of our publications need to be accurate 
and publishing information that is incorrect risks us losing the 
trust of our customers and other stakeholders. Below we have 
detailed each of our publications, why they are important and 
what Level 2 and 3 assurance takes place for each. 

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications
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Operational Market Performance Reports
Published monthly by MOSL

These reports contain information about our performance in delivering services to retailers 
who operate in our region. The report is sent to Market Operator Services Limited (MOSL) who 
oversee the success of the Non-Household Retail Market. They use this data to publish industry 
comparisons. It’s important that we are transparent about our performance so our retailers can 
compare the services they receive. It’s also important that we don’t affect a retailers ability to 
compete in the Non-Household Retail Market.

Level 2
Our Level 2 assurance is provided by a 
dedicated Compliance Team that reviews and 
checks that the data we submit each month 
in our Operational Market Report is accurate 
and in line with the requirements.

Level 3
In applying our risk-based approach, we have 
determined that no independent assurance is 
required for this publication.

Quarterly Performance Reporting
Updated every three months

To make sure that we are transparent and that you can track our current performance, we 
publish how we are doing against our performance commitments on our website. We update it 
each quarter. It shows clearly how we are performing against our targets and explains if we are 
on-track or off-track with where we expected to be and why. 

Level 2
Monthly and quarterly data is reviewed by 
senior managers, directors and the Board. 
They review the information available and 
the action being taken in response to current 
performance, directing additional action  
if required.

Level 3
As part of the assurance of our overall 
performance and how we report, this 
publication will be assured under completion 
of our performance commitment assurance. 
This looks at how we report and makes sure 
that accompanying explanations of our 
performance are adequate and reflective  
of our performance. 

The Yorkshire Forum for Water Customers 
review our performance for the quarter to  
give challenge and assurance over what  
we will publish. 

We believe that all of our publications need to be accurate 
and publishing information that is incorrect risks us losing the 
trust of our customers and other stakeholders. Below we have 
detailed each of our publications, why they are important and 
what Level 2 and 3 assurance takes place for each. 

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications
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In year Outcome Delivery Incentive (ODI) claims

This is a new requirement for us, which will occur annually. Across this AMP we will perform a 
reconciliation exercise each year. This means we will review the outcomes of our performance 
against our performance commitment measures and we will apply a methodology defined 
by our regulator, Ofwat. This will determine what levels of rewards or penalties we will receive 
for each of our performance commitments that have an annual financial reward or penalty 
attached to them. This also impacts our customers as it may affect their bills in the future.

Though we know that the outcome of our performance commitments will have received 
assurance for its publication in the APR, we are currently reviewing the levels of assurance 
required for this further submission and any publication that may accompany it. We expect 
this to have external assurance as part of Level 3 checks and our Board will be responsible for 
the information within. We will share our finalised plans with you in the Final Assurance Plan, 
published in March 2021.

We believe that all of our publications need to be accurate 
and publishing information that is incorrect risks us losing the 
trust of our customers and other stakeholders. Below we have 
detailed each of our publications, why they are important and 
what Level 2 and 3 assurance takes place for each.

5. Areas of focus > Performance commitments > Regulatory reporting data > Publications
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