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Yorkshire Forum for Water Customers 
Minutes of Meeting 

17 October 2024 
Microsoft Teams Meeting 

 
 
Attendees: 
Chris Griffin Independent Member 
Dave Merrett Independent Member 
Kursh Siddique Independent Member 
Steve Grebby Consumer Council for Water 
 
Apologies: 
Fiona Morris Environment Agency  
Jodie Hall Citizens Advice 
James Copeland National Farmers Union 
Tom Keatley Natural England 
 
 
Guests: 
Angie Nock Yorkshire Water 
Donna Hildreth Yorkshire Water 
Liz Norman Yorkshire Water 
Mark Tinsdeall Yorkshire Water 
Polly Hardy Yorkshire Water 
Richard Hepburn Yorkshire Water 
 
Rachel Barnard Yorkshire Water 
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1. Minutes 

a) The minutes from September have not yet been fully reviewed. These will be 
circulated to Forum members for approval outside of the meeting by 25th 
October. 

 

2. Actions 

a) Open and in-progress actions were reviewed. 
b) Actions from February: 

i. The Company to share data tables detailing benefits with the Forum 
[Working with Others PC]. The Company are commissioning a 6 capitals 
review to demonstrate the value generated across Yorkshire. This report will 
be a comprehensive external assessment of wider benefits and is due to be 
complete by March 2025 at which point it will be shared with the Forum. 
Currently in progress. 

c) Actions from April: 

i. The Company to source additional information on Ofwat’s consultation 
relating to the Innovation Fund and share with the Forum. Ofwat have 
updated that they intend to consult on this in future, but the specific detail 
has not been shared. Remains open.  

d) Actions from May: 

i. The Company to circulate details of the fish passage research on 
completion. Report circulated. Complete. 

e) Actions from September: 

i. The Company to present the draft tier system for the Social Tariff to the full 
Forum when available. Complete. 

ii. Complaint handling performance to be added to the next Forum, or next 
Affordability and Vulnerability subgroup. On November’s Affordability and 
Vulnerability subgroup agenda. Open. 

iii. The Company to circulate details, as submitted to Ofwat, of the £165m 
proposed investment in coastal storm overflows. Complete. 

iv. Reschedule December’s Forum meeting from 19th December to a more 
suitable date. December’s meeting has been rescheduled to 16th December. 
Complete. 

v. Strategy and Regulation Director introduction to be added to a future 
agenda. Open. 
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vi. Add Watermark report analysis to a future Forum meeting agenda. To be 
added to November or December’s agenda. Open. 

vii. The Company to provide an update on serious pollution incidents and self-
reporting in October’s Forum meeting. Moved to November’s meeting due to 
attendee availability. Open. 

viii. Special Measures bill to be added to the agenda for the main Forum in 
October. Moved to November’s meeting due to attendee availability. Open. 
 

f) New actions from October: 

i. Action 1: The Company to share the outturn adjustment mechanism 
consultation documentation from Ofwat.  

ii. Action 2: The Company to advise the Forum how customers are being 
informed of changes to flood risk relating to the Bardsey Fields project. 

iii. Action 3: The Company to respond on the PSR target setting methodology, 
given that the target was considerably higher than other companies’ and 
was missed. 

iv. Action 4: The Company to assess whether there is a need to consider 
temporary savings in the Water Support eligibility criteria. 

v. Action 5: The Company and the Chair to meet outwith the Forum meetings to 
discuss the future of the Forum. 

3. Update on Environment subgroup 

a) The subgroup Chair provided an update on the meeting on 10th October. 
b) At the meeting, updates were provided on the Price Review (PR24), the Draft 

Determination Response (DDR) and the Annual Performance Review (APR). 
c) Pollution reduction was discussed and overall the chair updated that the 

industry had only achieved a 2% reduction against a 30% target with the 
Company performing somewhat better whilst still falling short of target. 

d) Updates were provided by the Company to the subgroup on incidents and the 
response efforts, giving the Chair moderate confidence that the challenges 
are being addressed, albeit at a later than ideal stage. 

e) During the subgroup meeting, further concerns were raised by members 
about the credibility of spending disproportionate amounts late in the AMP 
particularly highlighting planned spending in year 5. The Chair noted that the 
Company confirmed it is unlikely to achieve the full spend in the last year of 
the AMP and that some will be carried forward. The Company agreed to 
provide further information on this. 
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f) Additionally, the Company assured the subgroup of the measures in place to 
manage the transition into AMP8, highlighting that preparations for increased 
spending in AMP8 are already underway. The Company provided an 
assurance that the majority of the expenditure would occur from the middle to 
the end of the current AMP, and that regular performance reports have been 
submitted to Ofwat to monitor progress. 

g) Leakage was also examined during the subgroup meeting given that the 
Company hasn’t met performance requirements. 

h) The Chair commented that all companies had failed the per capita 
consumption targets but noted that there is a concern that Ofwat have not 
considered post-Covid changes adequately. It was reported that Ofwat are 
being pressed about this by the industry. 

i) Subgroup members and the Company discussed the balance between using 
green measures and concrete-type solutions to drive the changes needed by 
WINEP (Water Industry National Environment Programme) given that penalties 
from Ofwat for failing to meet WINEP targets, in particular phosphorus, are 
expected to increase next AMP. The subgroup felt that this targeting drove use 
of non-sustainable solutions in a way that is contrary to Environment Agency 
policy. 

j) The subgroup suggested that with better planning the Company could reduce 
reliance on chemical and physical solutions and deliver green solutions earlier 
in the AMP.  

k) It was reported that the Company considers that pollution varies yearly 
because of weather circumstances and other extraneous events but that 
Ofwat views that companies should plan for these events and be more 
innovative in their approach. The subgroup believes piloting schemes would 
be beneficial in evidencing that planned solutions will deliver the right 
outcomes innovatively. 

l) The subgroup was updated on the environmental strategy which the Chair 
described as informative. 

m) Updates were provided to the subgroup on Length of River Improved (LORI) 
changes and as a result of some concerns, the subgroup asked for further 
detail to be brought to this main Forum session. These concerns were 
summarised as asking customers to pay for a scheme which results in 
avoidance of penalties, and which therefore benefits shareholders rather than 
customers. 

n) As a result of the update from the subgroup meeting, the Company agreed 
that at times the way in which companies are incentivised to deliver for 
customers by use of targets and penalties means this can move away from a 



YFfWC meeting 17.10.2024 Page 6 of 16 final 

more cost-effective but slower delivery methods towards a quicker though 
more expensive solution. The Company opined that these are unintended 
consequences of the blunt instruments used in performance targeting. 

o) The Forum Chair asked about the next steps and the time frame for actions 
related to the Sprotbrough and Bardsey schemes 

p) The subgroup Chair mentioned that Bardsey is a low-value scheme and 
questioned whether the company should provide the balance to avoid 
financial penalties. The urgency of the work was noted. 

 

4. PR24 Update 

a) The Company updated that Ofwat is still expected to publish its Final 
Determination (FD) on 19th December. 

b) Ofwat have modified the licence to permit extension of the deadline until the 
end of January in the event of unforeseen circumstances, but this is not 
currently expected. 

c) The outbound query process, giving the Company 48 hours to respond to 
queries from Ofwat continues, with around 80 having been received so far.  

d) At Draft Determination (DD), the Company and other companies responded to 
Ofwat regarding its target setting for the PR24 period, questioning if it was fair. 
Ofwat have proposed an outturn adjustment mechanism, indicating that if 
targets were too lenient or strict, a calibration would occur at the end of the 
five-year period. Ofwat would look to the median to ensure it was in neutral 
position, with similar adjustments made to all companies. Half of companies 
would be in penalty and half of companies in reward.  

e) The Company has until November 6th to review and respond to Ofwat, the tight 
schedule reflects the need to input to the final determination. 

 
Action 1: The Company to share the outturn adjustment mechanism consultation 
documentation from Ofwat. 

5. Research update 

a) The Forum were previously consulted on the Company conducting further Your 
Water, Your Say events and as a result the first of these will happen on 14th 
November. Customers will be invited to sign up to the event. 

b) An independent chair will direct questions to the Company’s CEO and the 
Directors of Customer Experience, Clean Water and Waste Water. 

c) A Forum member highlighted that there is a difference between customer 
panels and customer representative panels as had been discussed in the 
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closed session, and motivating customers to give up time to attend panels 
could be challenging. Additionally, the member queried whether the ability to 
ask directors questions satisfies the requirement of holding companies to 
account.  

d) The Company stated that it is conducting research with customers to 
understand their expectations for the proposed customer panels before 
receiving guidance from Ofwat. This would cover how they should run, be 
chaired and funded. 

e) The Company also stated that research is underway to find what customers 
want to hear from the CEO. 

f) The Chair asked that any additional needs be captured to allow more 
customers to attend the session, be this captioning, signing etc. The Company 
responded that this has already been considered in an attempt to make the 
sessions more inclusive.  

g) Although it was suggested that the event could be a hybrid of online and in-
person it was countered that this has previously been attempted but lead to 
only small numbers of in-person attendees. 

h) The Company stated that it prefers directors to personally attend small 
community events and is considering this option. 

6. Length of River Improved (LORI) question – Bardsey and Lowthorpe 

a) The Company summarised a recent presentation on LORI performance at the 
Environmental subgroup given that this has been escalated to the Main Forum. 

i. In AMP7, the Company committed to delivering a specific length of river 
improvement, referred to as kilometres of LORI and set as a PC (performance 
commitment). 

ii. Through the AMP some waste water schemes have been delayed meaning 
the environmental benefit will not be achieved until AMP8. This leaves a 
shortfall in the length of river being improved. 

iii. The Company has sought to fill the shortfall with other clean water schemes. 
These schemes are already funded as part of the existing clean water 
programme so need no further funding. 

b) The Company explained in further detail that against a target of 741km LORI, a 
deficit of 22.5km is forecast due to delayed delivery. This would incur an ODI 
penalty of £1.26m. 

c) The Forum challenged that, although they acknowledge the customer 
demand to complete LORI, ODI penalty is not necessarily a negative for 
customers; and it might be more beneficial for customers for the Company to 
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be in penalty, rather than bill payer expense be incurred against low impact 
schemes. 

d) Overall, schemes associated with 91km of river have been removed from the 
delivery for a variety of reasons including feasibility issues.  

e) Of this 91km, schemes at Tupton and Pudsey Beck will deliver 22.8km of river 
improvements early in AMP8 and not AMP7 as planned, and so cannot be 
attributed. 

f) 69km of the remainder of lost schemes have been made up through the 
inclusion of replacement schemes. 

g) As the PC cannot be adjusted, there is a risk that the PC may not be met. 
h) The Company advised that there is no opportunity to deliver additional 

improvements through waste water schemes, but that the clean water teams, 
being more agile, can deliver some additional improvements to address the 
shortfall. 

i) The Company explained that any new scheme can be challenging for a 
number of reasons including land ownership, permissions and ground 
conditions, but that 50km of additional schemes with external partners have 
been identified. 

j) Schemes with low certainty or low probability of delivery and those with 
disproportionate costs have been screened out. 

k) Additional funding is not needed for the proposed schemes as these are 
reintroducing schemes which have not yet gone ahead and so there is no cost 
to customers. 

l) The schemes at Bardsey and Lowthorpe have been identified as viable 
contributors and the Environment Agency (EA) agree that they meet the 
criteria to qualify. 

m) Bardsey Fields 

i. This is a natural flood management scheme to be delivered in partnership 
with the Yorkshire Dales Rivers Trust and East Keswick Wildlife Trust, the 
landowners since last year. 

ii. It aims to improve 5km of river and reduce flooding in Bardsey and 
Collingham. 

iii. It will provide infiltration, slow the flow and store water and carbon on the land 
in wet and dry periods. It will involve creation of wet flushes and standing 
water, and tree and hedge planting and low intensity grazing. In addition, 
biodiversity will be increased by rewetting wet fen habitat. Community 
benefits include public access and links to existing walking routes, and 
engagement of the local primary school.  
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iv. The project involves the breakage of 2 surface water sewers, the water from 
which will flow into 8 cross-slope, leaky barriers which will gather water 
seasonally behind them. Tree planting will roughen the flow from the broken 
drains. Woody debris barriers will be installed to hold back water and 
reconnect it to the floodplain.  

v. Subgroup members had challenged the Company on the cost and value for 
money for customers, and on how the scheme improves the river length 
specifically.  

vi. It was thought by the subgroup that the plan was to overdeliver on the LORI 
PC, the Company clarified that the intention was to deliver the original 
commitment, not to overdeliver. There is a small amount of headroom 
included to account for the possibility that some schemes may yet drop out.  

vii. The cost per kilometre of the scheme at Bardsey was given by the Company 
as £21k. This could appear high compared to other catch-up schemes 
brought to the Forum, but the Company stated it is low when compared to 
other clean water schemes in the LORI programme which range from £21k to 
£201k per kilometre.  

viii. Cost benefit is established using the valuation per kilometre of river of £55k 
defined by Ofwat. It does not include any of the other environmental benefits 
described previously, such as habitat enrichment, or community benefits.  

ix. Using this model, the benefit to cost ratio of the Bardsey scheme is 2.6. This 
compares to an average across other AMP7 clean water LORI schemes of 1.0.  

x. A Forum member raised that whilst it is recognised that Ofwat use a simple 
£55k/km calculation, this overlooks considerable beneficial contributions 
delivered by the scheme and that a more holistic approach to benefits is 
valuable in justifying schemes more broadly especially when communicating 
with customers.  

xi. The Company noted that although those benefits are far better than the 
simple £55k/km used, the scheme is still justified based only on the benefit 
per kilometre agreed by Ofwat. Other benefits would be difficult to calculate 
accurately. It was noted that the clean water schemes in general are far 
better value than the wastewater schemes that they are replacing.  

xii. Following up on the subgroup’s question of whether the scheme has been 
taken to the Regional Flood and Coastal Committee, the Company stated it 
has not. Instead an interactive modelling platform, SCALGO, has been used 
alongside expertise and site walkovers.  

xiii. An element of the scheme relating to removal of Invasive Non-Native Species 
(INNS) has been removed giving a small saving of £800, however further 
savings could be made against the project’s 10% contingency budget.  
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xiv. The subgroup had previously asked how Natural Flood Management (NFM) 
directly improves river length. The Company cited that by slowing water flow, 
reduced volume and flow will enter the mill leat at the bottom of the slope. 
This reduces the risk of scouring the stream bed and banks and lowers silt 
transport, thereby improving water quality. Siltation lowers water quality by 
reducing dissolved oxygen levels and increasing turbidity, which can 
suffocate or impair fish.  

xv. The Chair asked how customers were being informed of the changes to flood 
risk and raised concerns that the project would be criticised if a spring flood 
were to occur. The Company said that it would check with the rivers trust on 
that. 

Action 2: The Company to advise the Forum how customers are being informed of 
changes to flood risk relating to the Bardsey Fields project. 
 
n) Lowthorpe Beck 

i. This catch-up scheme was proposed by East Yorkshire Rivers Trust and would 
deliver 2.5km of LORI.  

ii. A subgroup member raised questions relating to the Water Framework 
Directive (WFD) and the scheme’s contribution to improving the status.  

iii. The Company explained that, whilst this scheme is not linked to abstraction 
at Tophill Low, the EA agree that it will contribute to WFD targets and 
mitigation of diffuse pollution.  

iv. The associated river restoration work will provide benefits to key fish species, 
Brown Trout and Brook Lamprey.  

v. The Company admitted that delivery of the schemes was challenging, 
however the intention is to deliver on the objectives and thereby deliver the 
benefits. The schemes have already been identified as having high 
confidence of delivery. 

 
o) The Chair stated that the benefits of the Bardsey and Lowthorpe schemes 

were wider than the Ofwat £55k/km suggests and therefore the schemes are 
both endorsed by the Forum. It was accepted that regardless of penalty 
decision, the schemes represented significant added value for bill payers. 

 

7. Water Company performance report 
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a) The Company explained that following the publication of each company’s 
Annual Performance Report (APR) Ofwat assess the information and provide a 
classification. 

b) In the year 2022/23, the Company was classified as a Lagging company. 
c) For the year 2023/24 Ofwat have classified the Company as Average, which 

the Company considers reflective of improvements against key performance 
commitments. 

d) The Company appreciates that performance improvements have been 
recognised, particularly C-MeX and mains repairs, whilst realising that further 
improvements are still needed. 

e) As a Lagging company in the previous year, a Service Commitment Plan (SCP) 
had to be created and on a quarterly basis regulators were walked through 
the plan and performance. 

f) Now that the Company has been classed as Average, this cycle will still be 
followed for the next year. 

g) An updated SCP will be submitted to Ofwat in November and performance will 
be reviewed with Ofwat and other regulators to maintain momentum on 
performance improvement. 

h) The Company addressed a concern raised about the status of wastewater 
enhancement expenditure in the current AMP. It was explained that overall the 
Company has spent more than their totex allowances due to pressures in 
areas like energy and chemicals. 

i) It recognised that the wastewater enhancement expenditure got off to a slow 
start in the first two years of the current AMP but has significantly improved 
since then. 

j) The Company stated that last year, the expenditure was around 200% above 
the allowance, and this year it is forecasted to be about 400% of the final 
determination for wastewater enhancement. 

k) The Company emphasised the importance of meeting regulatory obligations 
and ensuring that the slow start does not happen again in AMP8. In order to 
address this the Company mentioned strategic partnerships with Morrisons, 
Stantec, and Atkins for the delivery of the £1 billion storm overflow investment 
programme.  

l) The Company stated this gives confidence that they will not be in the same 
position as at the beginning of the AMP7. 

m) The Chair questioned PSR performance and the fact that the Company has 
not met this, whilst recognising that the self-selected target for the Company 
was far higher than for other companies. 



YFfWC meeting 17.10.2024 Page 12 of 16 final 

n) The Company detailed that PSR performance covers satisfaction, awareness 
and reach and that one of these was missed. 

o) PSR performance is higher than a lot of other companies, however the target 
has still been missed. The Chair asked for clarification of the justification for 
setting the target at this level. 

 
Action 3: The Company to respond on the PSR target setting methodology, given 
that the target was considerably higher than other companies’ and was missed. 
 

8. Social tariff – tiering  

a) The Company explained that Water Support has evolved from the current 
offering into the scheme as of April 2025. 

b) Currently the scheme caps an annual bill at £364. 
c) This figure came about since Willingness to Pay in PR19 was very low. However, 

the Company explained that the business provided an extra £15m funding due 
to the post-pandemic cost of living situation.  

d) The Company explained that in 2022 the bill was reduced to £350 and since 
then the bill has only increased by inflation. The choice was made to align with 
inflation to reduce the risk of a bill shock for customers at the end of the 
period. 

e) Customers’ Willingness to Pay changed in January 2024 and as part of the 
response to the Draft Determination (DD) the amount of funding for financial 
support was increased which, the Company explained, enables support for a 
further 65k customers, 7% of the customer base. This is comparable to the 
industry average of 8%. 

f) The Company noted that Water Support is just one of a range of financial 
support schemes. 

g) The Company explained that whilst Water Support is a debt-prevention tariff, 
25% of social tariff customers are in arrears and this has grown by about 5% 
over AMP7. 

h) The revised Water Support scheme has a banding which is intended to stop 
customers from going into debt. The Company explains that this has been 
modelled broadly on what a customer can afford in each income band with 
the intention of making the bill affordable for all. 

i) The Company noted that lots of customer research was conducted around 
affordability and the tariff structures, and the research showed that customers 
want a simple tariff structure. 
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j) The Company pointed out that there is still a reluctance from customers to 
have a water meter despite the very high likelihood that this would save them 
money and the guarantee that if it does not they can revert to water rates. 
Even with community engagement, trust seems lacking, so the tariff is 
intended to build trust too. 

k) The Company explained that the modelling which was shared is based on 
FY25 financials and that work is already underway to move customers to the 
correct band for 2025 to minimise bill shock. 

l) Equivalised household income has been used to align with benefit eligibility 
and water poverty calculations. This factors in the number of adults and 
children at a property. 

m) The Company stated that modelling suggests less than 1% of households are 
in water poverty where household income exceeds £28k. This is therefore a 
threshold for the scheme. 

n) If customers are on a low income, but not in receipt of benefits, they can still 
be accepted for Water Support. 

o) The tariff is divided into three bands based on income and occupancy 
(equivalised income). Customers with the lowest equivalised income are likely 
to get around 60% bill reduction, based on the average bill. The middle band 
would get a reduction of around 40% and the remaining band, 20%. 

p) The only remaining criteria outside of equivalised income is savings value. If a 
customer has savings of over £16k, based on customer disclosure, they will not 
be eligible. 

q) The Chair asked whether consideration had been given to customers with 
temporary savings, such as from a backdated benefit award or sale of a 
house. 

 
Action 4: The Company to assess whether there is a need to consider temporary 
savings in the Water Support eligibility criteria. 
 
r) A Forum member asked about how customers who have no disposable 

income would be helped. The Company explained that strategically a decision 
has been taken that there will always be a charge for water, there is no £0 bill. 

s) The Company explained that other measures are taken with customers in 
severe financial difficulty such as also signposting other benefits and support 
outside the industry. 

t) The Chair gave broad support to the intention of the Water Support revisions 
especially since they aim to stop debt before it becomes an issue. 
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u) The Chair asked whether there was a way to reduce friction for partner 
agencies when referring customers for support schemes. The Company 
welcomed further feedback on this from members. 

9. Challenge Oversight Group (COG) update 

a) The Chair provided an update from the COG meeting. 
b) There was a discussion about the future of Customer Challenge Groups 

(CCG). 
c) The new customer panels which will be created in AMP8 will not replace CCGs. 
d) Other water companies are in the process of establishing their CCGs for AMP8. 
e) The Chair asked that the Company refocuses on membership of the Forum 

and its Terms of Reference, and appoints a new permanent chair. 
f) The Chair reminded of delays and issues in PR19 and asked the Company to 

guard against these disadvantages in future and hit the ground running in 
AMP8. 

 
Action 5: The Company and the Chair to meet outside the Forum meetings to 
discuss the future of the Forum. 

10. AOB  

a) No further business was raised. 
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Actions tracker –  

 
October 2024 

Ref. Action Status 

1 
The Company to share the outturn adjustment 
mechanism consultation documentation from Ofwat.   

Open 

2 
The Company to advise the Forum how customers are 
being informed of changes to flood risk relating to the 
Bardsey Fields project. 

Open 

3 
The Company to respond on the PSR target setting 
methodology, given that the target was considerably 
higher than other companies’ and was missed. 

Open 

4 
The Company to assess whether there is a need to 
consider temporary savings in the Water Support 
eligibility criteria. 

Open 

5 
The Company and the Chair to meet outwith the Forum 
meetings to discuss the future of the Forum. Open 

 
September 2024 

Ref. Action Status 

1 
Present the draft tier system for the Social Tariff to the 
full Forum when available. 

Complete 

2 

Complaint handling performance to be added to the 
next Forum, or next Affordability and Vulnerability 
subgroup. 

Open 

3 

The Company to circulate details, as submitted to 
Ofwat, of the £165m proposed investment in coastal 
storm overflows. 

Complete 

4 
Reschedule December’s Forum meeting from 19th 
December to a more suitable date 

Complete 

5 
Strategy and Regulation Director introduction to be 
added to a future agenda. Open 

6 
Add Watermark report analysis to a future Forum 
meeting agenda. 

Open 

7 
The Company to provide an update on serious pollution 
incidents and self-reporting in October’s Forum meeting. Open 
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8 
Special Measures bill to be added to the agenda for the 
main Forum in October. Open 

 

August 2024 
All actions completed. 
 
July 2024 
All actions completed. 
 
June 2024 
All actions completed. 
 
May 2024 

Ref. Action Status 

4 
The Company to circulate details of the fish passage 
research on completion. 

Complete 

 
April 2024 

Ref. Action Status 

2 
The Company to source additional information on 
Ofwat’s consultation relating to the Innovation Fund and 
share with the Forum. 

Open 

 
March 2024 
All actions completed. 
 
February 2024 

Ref. Action Status 

5 
The Company to share data tables detailing benefits with 
The Forum [Working with Others PC] 

In progress 

 
January 2024 
All actions completed. 


