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1 Introduction:  
Report of the Your Yorkshire Water, Your Say event  

The Your Yorkshire Water, Your Say event was held on Zoom on 14th July 2026,  
6.00-7.30pm. It was chaired by Ginny Cartmel (Research Director) from DJS Research.  

 

Yorkshire Water were represented by: 

 

A total of 37 customers from across the Yorkshire region signed up to attend the 
evening and 19 customers joined the online event. Customers' reasons for not 
attending centred on changes in personal circumstances.  

While questions were invited in advance, additional questions were received during 
the session via a chat function, Q&A box, or through live questions. This document 
provides a thematic response to the questions received. Where questions were 
similar, a common answer has been provided rather than addressing each question 
individually.  

Additionally, where specific information was requested and Yorkshire Water agreed 
to provide direct follow up, this has been noted. 

The presentation provided is available on Yorkshire Water’s website:  
https://www.yorkshirewater.com/about-us/your-yorkshire-water-your-say/ 
 
 

 
  

https://www.yorkshirewater.com/about-us/your-yorkshire-water-your-say/
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2 Independent Chair introduction 
The Chair confirmed that he had been appointed by Yorkshire Water to act as the 
independent Chair for the Your Yorkshire Water, Your Say (YYWYS) session. The Chair 
explained that the purpose of the session was to give Yorkshire Water customers and 
stakeholders the opportunity to hear directly from Yorkshire Water’s Chief Executive 
Officer, Nicola Shaw, on the company’s recent performance and future plans, and to 
allow customers to pose questions related to Yorkshire Water and the issues 
important to them.  

The Chair reassured the audience that every single question that has been submitted 
in advance, during, or very shortly after the online session would receive an answer 
from Yorkshire Water and would be included in the official record of the meeting. 

3 Yorkshire Water presentation  
Nicola Shaw, CEO of Yorkshire Water, opened the session by providing an update on 
Yorkshire Water’s overall performance. She reminded customers of Yorkshire Water’s 
largest ever environmental programme, including £8.3 billion worth of investment 
between 2025 and 2030. Nicola shared that up to now (within the first year of the plan), 
Yorkshire Water have spent a capital investment of £990 million to improve services; 
88 different projects across Yorkshire, the majority of those being the replacement of 
water mains, as well as a new borehole at Heck Water Treatment Works in North 
Yorkshire and ongoing plans to drill new boreholes in East Ness, Brayton Bath and 
Moulton. In addition, Nicola explained that over £100 million of investments have been 
made to reduce discharges into the River Wharf at Ilkley involving more storage and 
natural treatments. The final investment introduced was the new integrated wetland 
which will provide a final stage of wastewater treatment, designed to deliver 
environmental benefits, improved river water quality and a net gain in biodiversity.  
 
The presentation is available on Yorkshire Water’s website:  
https://www.yorkshirewater.com/about-us/your-yorkshire-water-your-say/ 
 

  

https://www.yorkshirewater.com/about-us/your-yorkshire-water-your-say/
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4 Event questions and answers 
The Chair outlined the structure of the Q&A session, explaining that questions  
would be addressed by Yorkshire Water directors across the following areas: 

• Clean water and wastewater services: All Yorkshire Water directors were available 

to answer queries relating to water quality, pressure, interruptions, leaks, lead pipes, 

repairs, consumption, and supply, as well as wastewater, sewage, pollution, and the 

environment.  

• Water resources and supply: Andy Shaw responded to questions specifically 

relating to water resources and water supply. 

• Investments: Richard Stuart answered questions relating to company investment 

delivery and construction.  

• Billing, affordability, vulnerable customers: Matthew Pinder responded to 

questions on billing, metering, and affordability. 

• Corporate and company matters: Nicola Shaw covered working with partners, 

ownership, structure, profits, dividends, pay, and bonuses. 
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5 Clean water and wastewater Q&A 
Why are there so many leaks and how are you taking steps to locate and repair 
leaks before they cause issues? 

Thanks for the questions. We've got 32,000 kilometres of water pipe. We talked at the 
start about how we have reduced leakage by just over 18% since 2020, but we know 
that that's still not enough and not where we want to be. We know that leakage causes 
a lot of complaints, a lot of customers to get in touch about what we're doing to fix 
leaks quicker. 

We've recruited just over 100 new leakage inspectors in the last 12 months, and the 
reason for that is we want to get out to leaks quicker. We want to make sure that our 
partners are also fixing them quicker when we do get them reported, and it's great 
that we continue to see customers reporting leaks through. We want people to tell us 
when they see a leak, so we can get there as quickly as we can. 

We've also got a number of things that we've been doing to find leaks before they 
happen, so we have something called acoustic monitors on our water pipes, which 
are there to make sure that we start to see whether there's something likely to happen 
that might be causing a leak or a burst, so that we can get there before any customers 
notice, and we have seen some good examples of that in the last 12 months, where 
we've seen some big improvements. 

We fixed just short of 5,000 leaks since April this year. That's actually slightly less than 
this time last year, but that's because we are predicting more, so we're getting to them 
quicker to be able to find them. But we know we've still got more to do on leakage, and 
although we're on track this year, we've still got plans to improve leakage much 
further. 

 

[The following customer question and response have been summarised to protect 
anonymity and maintain confidentiality, while also being condensed for reporting 
purposes.]  

A customer described reporting a suspected leak and drainage issue affecting 
neighbouring properties. While their initial contact with Yorkshire Water was 
positive, they experienced challenges obtaining clear updates on the status of the 
investigation and understanding the actions being taken to resolve the issue. The 
customer described making several follow-up contacts over a number of weeks as 
the issue continued to be investigated. 

At the time of the event, the issue had been ongoing for approximately one month 
and was causing unpleasant odours within the property. The customer wanted 
greater clarity on the progress of the investigation, the timescales for any required 
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remedial work, and how they would be kept informed going forward. Their main 
questions were: 

• How can Yorkshire Water keep customers better informed while an issue is 
being investigated? 

• What information can Yorkshire Water provide to help customers 
understand the progress of their case and expected next steps? 

• How can Yorkshire Water ensure customers receive timely updates where 
investigations or repairs take longer than expected? 

• What support is available for customers experiencing prolonged service 
issues or those with additional support needs? 

Yorkshire Water acknowledged that mistakes had been made in handling the case 
and apologised for the customer's experience. 

The customer was asked to provide their case reference number so the issue could 
be reviewed directly following the event. 

Yorkshire Water committed to escalating the case and ensuring it received 
immediate attention. 

The team undertook to review progress against the latest promised contact date and 
provide an update to the customer. 

Yorkshire Water also committed to reviewing the customer's eligibility for the Priority 
Services Register, given the presence of a vulnerable household member, to ensure 
future communications and support are tailored appropriately. 

Why is there so much pollution still entering the water system? 

So pollution entering the water system - I think that means pollution going into the 
rivers. I think that's what people are asking about. 

And there are two big ways that that happens. The first is through our combined sewer 
overflows, when there's too much fluid in the system. That fluid comes either from 
wastewater from people's homes, or from offices, or from other buildings, or it comes 
from surface water. So things that come off the road, things that comes off fields that 
gets into the sewage pipes. 

And we've got a big programme of investment to reduce the amount that is going 
into those pipes, by making sure that we disconnect pipes that shouldn't be 
connected, that we increase the number of locations where the flow doesn't come to 
us but goes into a separate route through the system, and also by putting more 
storage in across the network. That's about £1.5 billion between last year and 2030. 

So that's one reason why it continues; that the network needs investment, and we 
need to make sure that we have more storage opportunities for when there are 
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storms to make sure it then can go straight to our treatment works rather than going 
to the river. 

The second reason is when we have blockages in the wastewater network that cause 
the wastewater network to spill or to break in some way, or a root goes into a pipe, 
and it breaks open and the sewage comes out. That requires us to get out and move 
those blockages, to spot when we've got problems in pipes across the network. We 
have about 50,000 or more kilometres of pipe across the county, many of those sit 
quite near watercourses, and obviously the closer to a watercourse, and if it breaks, 
then the more likely there's going to be a pollution event into the river. So one of the 
things we do is put more monitors in, and we're using those monitors to give us early 
warning if there's a problem. 

It's quite difficult to do everywhere, because some of those pipes are through very 
built-up woodland, if you like, for dense woodland. Some of them are in locations you 
can't get to on a public highway or on a right-of-way that you've got to go through 
somebody's land to get to, so we only usually go when there's a crisis. 

But we are working on all of those issues to try and reduce the frequency with which 
pollution happens. 

What is the impact of tourism on pollution of the Wharfe? 

One of our challenges is runoff from roads. So, as people drive around, if they're driving 
around by the river, it's possible that things that are coming off the roads will go into 
the river, and that's not great for water quality. It's one of the reasons why we're 
working with the local authorities to try and make sure we can segregate that water 
and make sure it doesn't go into the rivers. 

Second is that people obviously want to swim when they're out and about, and that's 
one of the reasons why we're working so hard to make sure we improve the quality of 
our treatment works at Ilkley and working upstream with the treatment of the bathing 
water at Ilkley with farmers, and others, to make sure we don't have polluted water 
when it gets to the place where people want to swim.  

One of the things that we find in some parts of Yorkshire is that the population can 
vary significantly over the course of the year. This happens a lot on the East Coast, 
actually, so, you can get towns that maybe have 5,000 people in them that can swell 
to 15,000 or 20,000 people when it comes to the summer, especially where you've got 
things like caravan parks. 

We do kind of look at this, so anytime that we're thinking about the ability of our 
wastewater treatment works, or our water treatment works, to be able to cope, we do 
factor in seasonal demand, and where it's necessary, we'll upgrade them. Part of our 
investment is earmarked for growth and that growth can be new housing, but it can 
equally be where we've got seasonal changes in the amount of people that are using 
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water services, wastewater and clean water. It's not something that's particularly 
come up in Ilkley. We have upsized the Ilkley sewage treatment works, and the main 
reason for that is the flow that comes down from all the stormwater that we're 
catching in the tanks that we've just built. But certainly, we will look carefully at the 
population over the year, and that's the sort of transient population as well as the 
people that live there permanently. 

6 Water resources and supply 
Are we diverting water to cool data centres, extending and amplifying the water 
shortages in Yorkshire? 

And there's a Microsoft data centre planning to be built outside of Leeds. I've heard 
reports of American towns having their water and electricity ruined by data centres 
in the vicinity. Could you talk about how water will be managed to ensure that 
domestic supply is not affected by this new development? 

No, we are not diverting customers drinking water supplies to cool those data centres. 
What we do is any large new water demand that we're aware of, such as data centres, 
do need to be assessed through our normal planning and water resource processes. 

And what I mean by that is we need to make sure that we can continue to provide 
safe, reliable water to homes, businesses, and the environment. We are aware that 
data centres that have been mentioned do use significant amounts of water 
depending on how they're designed and cooled, and that's one of the reasons that 
we're challenging our longer-term water resource assumptions. We're looking at that, 
but in short, no, we are not diverting water away from customers for these data 
centres. 

Please provide an understanding of hosepipe bans and when and how they come 
into effect. 

At Yorkshire Water, we have what's called our Drought Plan. And that's a statutory plan 
that we publicly document on our website. That will outline when and if we would ever 
need to introduce a hosepipe ban, more formally known as a temporary use ban, as 
we introduced last year. 

But effectively, how we normally operate throughout the year is we monitor a number 
of drought indicators, and that can be reservoir levels, river levels, levels within 
groundwater, but we also look at weather forecast and demand for water, and a 
number of other elements. As we drop in levels within our reservoirs, we start to look 
at what measures we've got that we can put into play that will help reduce the level 
at which our reservoir levels are falling and help prolong the water supply that we've 
got for our customers and the environment throughout the year. So when required, 
we would actually notify the members of the public and our customers via the 
Environment Agency, etc. and when we would introduce those temporary use bans. 
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At the moment, reservoir levels are healthy, much healthier than they were last year. 
We're up to just over 20% healthier than we were this time last year. 

What are the plans around environmental sourcing of water? 

It links back to what I mentioned earlier around our Water Resources Management 
Plan, which is published on our website and available for anyone to look at. But that 
talks about how we plan for water sourcing. 

It looks at what options we've got, where we consider where water may come from, 
how much can be taken from the environment sustainably, but also looking at what's 
the impact on rivers, reservoirs, groundwater and habitats, etc. So we've got lots of 
different things that we look at. We understand what's the better value option for both 
customers and the environment. And it's when we're talking about sourcing water, we 
also look at what we can do as well. So we've talked about our big leakage reduction 
programme. Since 2020, we've reduced leakage by 18.5%, and we're looking to reduce 
that even further before 2030. We've talked about replacing over 1,000 kilometres of 
our water mains, which is helping us reduce leakage from our ageing network. 

But we also do a big campaign around helping customers use less water, rolling out 
smart meters. Before then looking at what other sources and what other options we've 
got within the environment, such as the new boreholes that I mentioned earlier. 

7 Investments Q&A 
I would like to know what feasibility studies have been carried out by Yorkshire 
Water to consider installing desalination water plants across the North Yorkshire 
coast and what plans do Yorkshire Water have to meet a water demand that can 
no longer be guaranteed to be supplied from a natural source through climate 
change in future years?  

Last year's low reservoir levels are likely to become more regular, and 
desalination plants are the only present guaranteed method of meeting future 
water demands in the Yorkshire Water supply area. 
 
Pretty similar to what we mentioned earlier around how we have a drought plan. 
We've also got a Water Resource Management Plan at Yorkshire Water. And within 
that we identify what we expect future demand to look like, future forecasts, and what 
water supply we've got available. 

One of those considerations is a desalination plant. What I would say is a desalination 
plant is extremely complex. It's very, very expensive. And we have deemed that at the 
moment we've got more appropriate ways in which we can help meet water supply 
going forward. As Nicola mentioned in the offset, we've looked to introduce new 
boreholes into our region where we're drilling deep underground and collecting water 
from our underground aquifers. It's much, much easier to treat. It's quite a pristine 
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borehole, so it doesn't require the complex nature that a desalination plant would 
need. 

That's not to say that in future they may not be considered as part of our future 
revisions of our Water Resource Management Plan, but at the moment Yorkshire has 
decided on other alternative measures that are less complex, more affordable, and a 
lot quicker to install within our network. 

8 Bills and affordability Q&A 
Why can only customer service operators from the billing team see meter readings 
of customers, but other customer service operators can only see bill amounts? 

Thanks, that's a good question. 

We have a billing contact centre called Loop, and those agents are focused on 
customers getting in touch with queries about their bills, which can quite often be 
talking about meter readings, which build up and make up the customer's bill. And we 
also have an operational contact centre, which is very much focused on customers 
reporting leaks, reporting sewer flooding. Those two contact centres at the moment 
don't necessarily have every single bit of information, but it's something that we are 
looking at in the future. Because if you get in touch with Yorkshire Water, you should 
be able to speak anybody whether it's a bill enquiry, or you want to report a problem, 
and we should have the ability to make sure that we can do all of those things. So 
we've got changes that ultimately would need to happen to our systems and 
processes, but that's maybe why, at the minute, that when customers get in touch, 
that can sometimes happen, depending on what the phone calls are about. 

Why did Yorkshire Water choose to partner with M Group to install smart meters 
across the Yorkshire region? 

It's Netmore Group* that is the company that we use to do our smart meters. It's the 
company that we've gone into partnership with for our smart meter rollout. M Group 
do an element of work as part of that, though. M Group do the scheduling of when we 
want to book appointments in with customers and when we need to visit their 
properties, inside their homes to fit the meters. They also do a number of the installs, 
so we've started in the Sheffield and Rotherham area, but Netmore Group is actually 
the overarching provider of the relationship we've got with our smart meter 
programme, and they've got lots of experience as a VEM group in terms of fitting smart 
meters in this industry and others. So they've got a good experience, and that was 
decided through our procurement process when we go into the market to see who's 
capable and got the skills at the right place to do that type of work. 

*Netmore Group are a global leader in LORAWAN networks based in Sweden. 
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It is suggested customers will be provided with new electronic meters. What will 
happen to the old meters? 

There is a number of different things with properties across Yorkshire. We've got 
customers already on existing meters that are being replaced as part of our smart 
metering programme. We've got areas of Yorkshire that we ultimately want to get 
onto meters, because we want to make sure that we can identify leaks and quickly 
get them fixed, depending on where they are, but also customers can understand 
their usage. 

When you get a smart meter set up, you get a specific online account that allows you 
to see your usage and will ultimately identify if there is a problem on there that looks 
like it's a potential leak. So it's really important that we get those meters fitted for those 
two reasons. 

To answer the question, if a meter is replaced or fit, we'll take the old one away if we've 
replaced it. 

Will you be offering homeowners more water-saving gadgets? 

We've got on our website a number of different things that we offer, which is probably 
the best place to start. 

Feel free to get in touch with us, and we can talk you through what we offer in terms 
of what gadgets we have available for water saving, and we also offer tips of different 
things that you can do without a gadget that ultimately saves water, so that's 
probably the quick answer to that. 

You assume I use 95% of water within the sewage process. What if I use more or less 
than this amount? 

I think this is done on a lot of averages. So, rather than put meters or measurement 
on our sewage network, historical experience has shown that of the 100% of water that 
people get into their houses, about 95% of it goes back into the drain, so it's a simplistic 
thing just to keep it simple and based on historic experience. 

I really struggle with my bills. I use little water, but service charges I'm finding 
difficult. How can I save any more money? 

First of all, thank you that you don't use a lot of water, that's always great to hear. 

There are a number of things that we do to support customers. We've got a number 
of different schemes available, and it's probably something which we can pick up 
separately if we can get your details, so that we can just make sure the team takes 
you through all of the different options we have available to help customers and 
support with their bills. 

That can include support for customers who live on their own, customers who have a 
number of children in the house, and income-related support. There is a range of 



13 

different options available, right through to whether people have got meters fitted at 
their property and the different water-saving advice that we give. 

The only thing I would also say is that, as part of the bill, there are standing fixed 
charges for different things. Part of the bill is about water usage, but there are other 
parts that relate to the service Yorkshire Water provides, including the people who are 
answering the phones. We also have the costs of taking sewage and water run-off 
away, which then gets treated at the treatment works and returned to the river. 

So there are a number of parts to the bill, but we can also explain how that works and, 
like I said, what options you've got available that we can help you with. If we can get 
your details, I'll make sure one of the team gets in touch and talks you through that. 

9 Corporate and company matters Q&A  
Why have you only received one star from the water regulator down from two stars? 

First, I should say we're really disappointed. Nobody wants to see the rating down at 
one star and we know our environmental performance is not where it needs to be. We 
accept there is more to do and that we're going to do work on that. 

But improvement is going to take a while. It needs the new infrastructure that we've 
been discussing. We've got a great plan, and it will start delivering, but nevertheless, 
we need to reduce the pollution incidents we're having and deliver the significant 
improvements in river health that we want to. 

So the pollutions, total pollutions and serious pollutions were, as they were last year, 
part of the factors that hit us. There are six things that get measured in the 
environmental performance assessment by the Environment Agency. We did well on 
three, we improved and we did well, and unfortunately, we were what they call red on 
three. 

Two of those were total and serious pollutions. And then the final one was this thing 
related to the past, where we were supposed to have finished our Water Industry 
National Environment Programme upgrades. In 2025, we did complete 668 
obligations, but we didn't complete five remaining projects in West Leeds. 

We had been talking to the Environment Agency about them for the best part of four 
years and unfortunately, we weren't underway and therefore they won't finish until 
2028. It's disappointing for everyone because it's a historic lack of delivery that's 
impacting our rating or is likely to. We haven't seen what the environment agents are 
going to say is likely to impact our rating when they come out in October. So we are 
focused on making those investments now so that it will improve service and improve 
our impact on rivers. 

How are you going to turn around your dismal performance? 
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None of us like sitting here and saying what we've been saying, so I absolutely get why 
you're annoyed, and we are too. 

What we've been doing is twofold. The investment plan that we've told you about, we 
spent a long time working out where best to invest and to make sure that those 
investments would deliver the improvements that we'd be looking for. So the fact that 
Richard could talk about the work that we've done at Ilkley. And that hasn't led to a 
discharge since we did it, which is a huge change and just illustrates the important 
work that we do behind the scenes, working out what to do and how to do it. 

We look for the root cause. What happened? Why did it happen? Go below the first 
answer and keep going until we really understand what the root cause is of a problem 
and then put in place an action plan to deal with each of those problems. That action 
plan is how we work with our team to make sure that they deliver directly the sort of 
first-time fix that we've talked about, which hasn't been happening. We recognise that. 
The second thing is to make sure that where we make an investment that does deliver 
the improvements that are required. 

It’s a combined thing of taking action on the stuff that we can sort directly and stuff 
that we can do via investment. I'm afraid that investment programme is going to be 
very long. It isn't something that we can resolve overnight. 

As I said, we're working on 450 of the combined sewer overflows in the period up to 
2030. We've then got to do the remaining sewer overflows and make improvements 
on only 1,500 or so, because we did 100 in the period up to 2025, done 450 now, and 
we've got over 2,000. It just illustrates the extent of the work that has to be done over 
time. We are working on the most significant of those problems, and we expect to be 
able to report serious improvements. Just as you've seen already, that we have 
reduced storm overflows on average discharges by 1.8, so we are making progress. 

With so much pollution in the seas, rivers, reservoirs, how can Yorkshire Water’s 
CEO accept a £660,000 bonus, and how can the board justify awarding the 
payment? 

So I [Nicola Shaw] get paid by the board at Yorkshire Water a salary, and I get paid by 
Kelda, the holding company, a fee for work done for the shareholders. 

And the reason why we pay in those two different ways is that the shareholders 
wanted to make sure that the work I did for them wasn't being paid for by customers 
but instead comes out of the profit that they make. And they thought that was quite 
important distinction. Different water companies deal with this differently, but it felt 
important to our board to do it that way. 

But I don't receive a bonus when one isn't warranted. And this year, for a one-star 
company, it would not be allowed by the regulator. So there isn't a bonus to be paid 
this year. 
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How do Yorkshire Water feel about the increased bills faced by customers when 
considered against bonus payments made to board members? 

We absolutely know that in putting the bills up at the moment, it's been a very difficult 
time for everybody with the high cost of living. And that's part of the reason why we've 
also invested in supporting more of our customers to pay those bills. 

But nevertheless, it is a big ask for people and we recognise that. And the issue of my 
[Nicola Shaw] pay has been very noisy in the media and is definitely looked at. I don't 
receive a bonus. I do receive an extra fee from Kelda, which is the holding company, 
and have worked hard with our shareholders to bring in new shareholders this year. 

One of the things we've done is say goodbye to two shareholders, Corsair and DWS, 
and bring in a new shareholder, EQT. The good news about that is that they, together 
with the other two shareholders who remain, GIC and Tecor. 

We'll be investing another £600 million of equity into the business before March 2027. 
So making the investment that we need. But we are going to continue to be 
transparent about what we said we would do last year, which is about what I get paid 
and that there is a fee at Kelda, and that's all reported in the Yorkshire Water account. 

And people have said this is a bonus. It isn't. It's a fixed fee. And we had a review from 
Ofwat last year about that. They looked at our behaviours, and they said, no, they're 
not performance related. So important that we're transparent, but it's not a 
performance rated fee. 

What work did you [Nicola Shaw] do for the shareholders? 

Thank you. Straight question, straight answer. Over the last year, we've been working 
on the change of shareholders. So two shareholders have left the shareholding group, 
and we have a new shareholder with EQT joining. They go through a long process 
through the sale and the competition process, so we have a due diligence process 
that relates to. 

We have also raised debt funding at the Kelda Group. So, on both sides, we're raising 
equity and debt at Kelda. That's been my main focus. 

Ofwat's enforcement investigation concluded that Yorkshire Water breached its 
legal obligations by failing to operate, maintain, and upgrade its wastewater 
assets adequately with inadequate oversight by senior management and the 
Board. Ofwat has separately confirmed to my MP that the £8.2 billion you're 
permitted to collect from customers in 2025-30 recovers a share of the cost of 
historical expenditure. 

What proportion of the average household bill increase is funding remediation of 
those regulator confirmed failures? And why does that cost fall on captive 
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customers who cannot switch supplier rather than on the shareholders who owned 
the company during the period of failure. 

I think what was said was broadly at the point at which we started into this five year 
period from 2025 to 2030, bills went up a lot and that they went up a lot because 
there needed to be investment in the network. And the question is, well, why haven't 
you invested previously in the network? And isn't that all down to your failure? 
And the answer is, we have been investing in the network, but less than was required 
and that's a problem across the country. Bills until 2024-25 were lower in real terms 
than they had been 10 years ago. They’ve been kept down because we weren't 
making investments; we were just doing what we could. 
 
In the last five years, shareholders spent more on the network than Ofwat had 
assumed that we would, so we have put extra investment in, and that's still not been 
enough. That's quite common, and most water companies across the UK in the last 
10 years have been spending more on their networks than had been allowed by 
Ofwat. 
 
That shows that equity has tried to stick with us, but it's proved too much. The reset 
that Ofwat did with the companies at 2024-25 was to say, we do now need to invest 
much more in asset health as well as doing these things to improve the overall 
performance of the network, so make sure the network is working as it should, but 
also put in extra things where it will deal with what everybody wants us to do, which 
is to deal with pollution, to deal with combined sewer overflows, and so on. So, it's 
both to bring the existing infrastructure up to where it should be, and to put new 
infrastructure in. 
 
Your annual report confirms pollution incidents rose 72% last year. The company 
received an £88.8 million performance penalty from Ofwat, and the Environment 
Agency is downgrading you to one star. 

In the same year, a £660,000 payment was made to the chief executive via Kelda 
Holdings, which Ofwat has confirmed in writing sits outside its performance related 
pay prohibition rule, because that rule only relates to the activities of the regulated 
water company and not holding or parent companies. 

Will the board commit that no performance-related payments will be made to 
executive directors through any group company until the one-star rating is 
recovered and pollution incidents fall below their 2024-25 level? Yes or no? And if 
no, why not? 

The answer to your question is multifaceted, although I will try and do the yes or no. 
The answer to the first bit is yes, the board has already said that it will comply with 
Ofwat's rules. And Ofwat's rules say that if you're a one-star company, no performance 
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related pay should go to the executive directors. And that's me and the CFO. So yes, if 
we don't get above a one-star rating, no performance related payments would be 
made. 

The second part of what you've asked about is pollution incidents falling below that 
24-25 level. That's not something we have discussed at the board so I can't answer 
your question because it would be a decision for the board. 

[The following question and response are presented in two parts to reflect how the 
question was asked.] 

You state customers do not pay for performance penalties. Please confirm exactly 
how and when the £88.8 million penalty for 2025-26 under-delivery will be returned 
to customers, and the resulting reduction on the average household bill by year? 

That penalty goes back to customers in two years’ time, and it gets taken off what the 
bill would otherwise have been. There is a predetermined calculation of that based 
on the plan we had for the investment and any other changes that have gone 
through, then the £89 million will come off that, and it'll be spread across all 
households in Yorkshire. I reckon that's about £40 per household, but we will do the 
detailed calculations before we make the bill changes. 

Can you confirm the projected average household bill for each year 2026-27 
through to 2029-30, given Ofwat's statement that increases were front loaded and 
rises from 2026 onward will be significantly lower. If those projections are later 
exceeded, will you publish an explanation of the variance? 

The answer is yes, we have to publish such an explanation, but we wouldn't expect 
them to be varied upwards. The varied downwards would be based on things like 
those output delivery incentive payments that we talked about earlier, the £89 million. 

The numbers were set out by, I haven't got them in front of me at the moment, but 
they go up by about 5% per year when you take into account current inflation. 

It would depend on where inflation is and what happens to any payments, we need 
to make or any incentives that we receive over the five years, what actually happens. 
And yes, we will publish the details of that. 

[Customers can see details on average bill increased up to 2030 here: How much will 
my water and sewerage bills increase by 2030? - CCW] 

Some of your 7.6-billion-pound debt stems from borrowing to fund shareholder 
dividends, not infrastructure, like the £717 million paid out in 2007. 

As bills rise 41% by 2030, how much of that is financing old shareholder payouts 
versus new investment? And will you commit to funding future dividends only from 
free cash flow, not new borrowing? 

https://www.ccw.org.uk/our-work/price-review/how-much-will-my-water-and-sewerage-bills-increase-by-2030/
https://www.ccw.org.uk/our-work/price-review/how-much-will-my-water-and-sewerage-bills-increase-by-2030/
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While shareholders have committed to repaying to the company a billion pounds 
between 2022 and next year, March 2027, we're expecting £600 million of that, the 
remaining part of it, before March 2027. They've paid it with interest, so actually they're 
paying more than the billion. 

What we've done over the last five years is we've had more incoming from our 
shareholders than we've had going out. And they are absolutely focused on making 
sure that the dividends we pay are the dividends that support the equity but take into 
account where our performance has not been good enough. 

And just for relevance as an added bit of information, we're paying out less than 3% 
on dividends, and that's obviously very low. If you put your money into the bank, you 
would be expected to get more than that, and that's because our performance hasn't 
been good enough, and they've continued to invest. 

10 Customer service and complaint handling Q&A  
[The following customer question and response have been summarised to protect 
anonymity and maintain confidentiality, while also being condensed for reporting 
purposes.]  

A customer raised concerns about their experience of obtaining a new water supply 
connection for a residential development. They reported significant delays in 
completing the work, dissatisfaction with the quality of the installation, and 
ongoing concerns that remained unresolved despite raising a formal complaint. 

The customer described difficulties obtaining updates and felt communication and 
case ownership throughout the process had fallen below expectations. They also 
expressed frustration at being directed between Yorkshire Water and delivery 
partners when seeking answers and resolution. 

The customer asked how Yorkshire Water is improving accountability, 
communication and service standards within its developer services operation, 
particularly where issues remain unresolved over an extended period. 

Yorkshire Water apologised for the customer's experience and acknowledged that it 
did not reflect the standard of service it aims to provide. 

The panel committed to reviewing the individual case, following up directly with the 
customer and investigating the concerns raised. Yorkshire Water also acknowledged 
that improvements are required within parts of its developer services operation and 
outlined ongoing work to improve processes, technology and customer 
communications. The customer was reassured that the case would receive senior 
review and that Yorkshire Water would seek to understand what had gone wrong and 
what actions were required to resolve the outstanding issues. 



19 

A senior representative committed to personally reviewing the case and Yorkshire 
Water agreed to contact the customer directly following the event with an update. 

The developer services case will be reviewed to understand the issues raised and 
identify any required remedial actions. Yorkshire Water also noted wider 
improvements underway within developer services, including changes to delivery 
arrangements, systems and processes. 

In 2026, Yorkshire Water admitted in writing to the Consumer Council for Water that 
a staff error caused my formal complaint of 12th of August 2025 to go unlogged for 
nine months, after the company had given contradictory explanations to my MP's 
office. Please publish how many guaranteed standard scheme payments 
Yorkshire Water made for complaint handling failures in 2025-26. 

Firstly, apologies your complaint wasn't logged in the right way, because that's our 
job, to make sure in the company, we are trained and know what processes to follow. 

In terms of guaranteed standards payments, 183 were made in 25-26, and that was 
for failing to respond to a complaint within 10 days. 

We do go further than that, though; we paid out 118 payments for those complaints 
and those customers that went beyond seven days, and we do comply with a really 
high level of response, so our seven day target is up at 97% in terms of returning 
customers' complaints with a response. 

I think the final part of the question was, do we support the proposals? We definitely 
do. There is already an existing independent resolution service that's already in place 
in the water industry on a voluntary basis, but we definitely fully cooperate with 
everything that's been put in place in terms of that independent body. 

What steps are Yorkshire Water taking to improve their complaint handling 
performance, given they rate ‘poor’, according to CCW Household Complaint 
Handling Report 2025? 

I think the first thing is we try to stop the complaints in the first place. So, I think we've 
heard from the couple of examples we've had tonight, we've got a lot to do, still. 

We are focused on doing what we say we're going to do, ultimately. So, not focusing 
on how we handle complaints, focusing on getting out to customers when we say 
we're going to get out, communicating with people on what we're actually going to 
be doing when we get there, and anything that needs to happen after that, and 
making sure we see that through. So, we focus a lot more on stopping customers 
having to complain about their experience than we do on how we handle the ones 
that come in. When they do come in, we know that we need to be quicker in terms of 
how quickly we get back and respond to customers who've got in touch with a bad 
experience, like the ones we've heard tonight, and be really clear about what it is we're 
going to do about it, and when we're going to. We've put a number of different 
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colleagues into the business in the last 12 months, and one of those, we call case 
managers, and those case managers are there to pick up when getting in touch with 
Yorkshire Water has not gone to plan, and how quickly can we make sure that we 
recover those cases that haven't gone to plan, and that we need to make sure that 
we resolve them as quickly as possible. So those case managers are there to make 
sure that they look at the customer's job that has maybe gone past the point of taking 
too long, which is the example we heard from [customer’s name redacted] earlier. 
Now, we don't cover every single contact, necessarily. We focus on those areas where 
they've gone much, much longer than we would have liked, but it's a key area for us, 
and ultimately, we don't want those case managers being very busy, because we 
want to focus on when customers get in touch, they get the service that they've paid 
for. 

11 Recreation Q&A  
To what extent is there cooperation with pressure organisations in Ilkley? 

Ilkley, as someone on the call may know, is one of a very small number of designated 
bathing water sites which are inland. Most bathing waters designated by the 
Environment Agency are around the coast. 

Now, I know that campaigners in Ilkley were instrumental in getting that designation, 
flagging it up as an area that was a popular bathing spot, raising concerns about the 
river water quality there, engaging with the regulator and engaging with Yorkshire 
Water to campaign for improvements there. 

We put forward a proposal to Ofwat as part of its Accelerated Infrastructure Delivery 
Scheme in 2024 to do some work in Ilkley, and we've recently completed most of it. 
There's still a little bit of work ongoing, but we've delivered a project worth roughly £60 
million. 

What that does is reduce spills going into the River Wharfe, not only in the bathing 
water area but also for five kilometres upstream. At each of the sites where we've got 
a CSO, we have reduced that to one spill or less per bathing season. 

All the way through the project, because it's right in the heart of Ilkley and along the 
Wharf, we've engaged with local stakeholders, local communities and representatives 
from campaign groups for example, the Clean River Group. We've had meetings with 
them and met with them alongside representatives from the regulators as well, just 
to explain what we're doing and show them around the site. 

I'm really pleased with the results that we've seen there. As with any bathing water, 
the causes of bathing water quality needing to improve are multi-faceted. We're 
really determined to do our bit to improve the Wharfe in Ilkley, and the infrastructure 
that we've just delivered will hopefully do that, and it seems to be working so far. 
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I often walk around a local reservoir Scout Dike. There is so much rubbish caught up 
in the feeding streams and bushes, trees. Some of it is so big it hasn't blown in on 
the wind. Why is it never cleaned up and disposed of? 

Firstly, great to hear that you do visit one of our amazing reservoirs and enjoy the walks 
around there. We do know how frustrating and disappointing it is to see rubbish, 
particularly in our feeder streams and especially around some of our reservoirs and 
places that people and we all care about. 

Where we identify rubbish that is on our land or affecting one of our assets, we will 
definitely be arranging for it to be inspected, make sure it's safe and clear where it's 
safe and appropriate to do so. Some of our feeder streams do often run through other 
landowners or land that's managed by different organisations or private lands. So we 
do need to be reaching out to those as well, where we need to work with them to 
understand how we can clear up that rubbish. 

What I would say, if somebody does report rubbish at one of our sites, a reservoir or a 
feeder stream, one of the most helpful things is for us is for somebody to report it with 
the exact location and any photos, and then we can look at investigating that and 
removing it. Because, for example, if it's a pollution risk, we certainly don't want that 
entering the watercourse or the reservoir, so we would treat it as a priority. 

 

12 Independent Chair closing  
The Chair brought the session to a close with a lighter final question from a participant 
about poems referencing Yorkshire Water. Nicola Shaw acknowledged the humorous 
nature of the question, while noting that the participant’s correspondence also helped 
to hold Yorkshire Water to account.  

The Chair then concluded the session by thanking participants for their time and 
engagement. It was noted that all questions submitted during the session or in 
advance had been shared with Yorkshire Water, with responses to be included in the 
official meeting record.  

The Chair confirmed that the Yorkshire Water presentation would be published on 
their website shortly, and the written meeting record, including responses to all 
questions, would be made available within 14 working days.  
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13 Outstanding questions not answered in the meeting 
Questions were submitted both prior to and during the event through various 
channels, including advance submissions, the chat function (the Q&A box), and live 
participation via the hand-raise feature. While many questions were addressed 
during the session, not all could be answered on the night due to time constraints. 

The outstanding questions, along with Yorkshire Water's subsequent responses, are 
listed below for reference. 

 

Question area Question Answers 

Clean water and 
wastewater 

Always burst pipes in 
my area so disruption 
to supply, why is this 
still happening (Leeds)? 

Sorry you’ve been experiencing burst pipes recently. 
Last year we experienced a drought here in Yorkshire, 
which meant we had really dry ground conditions. The 
dry ground causes ground movements, which can 
cause our pipes to leak or burst. We also had a very 
cold snap at the start of the year which can cause 
bursts. They can also be caused by pressure 
fluctuations as we’re moving water around our 
network.  

This might be why you’ve experienced burst pipes, but 
please be reassured that we are replacing aging, 
leaking pipes across the region so it may well be that 
we’re upgrading your area soon. 

Water resources 
and supply 

If desalination plants 
are off the table due to 
foreseen costs and 
environmental impacts 
does Yorkshire Water 
have a programme in 
place to create a totally 
national water pipeline 
from Scotland, Wales 
and South West to 
move water for areas of 
higher rainfall to other 
areas in the near future 
beyond the Kielder 
Pipeline, which 
Northumbria Water 
may limit use of for 
their own customers. 

We are exploring other options with our neighbours at 
Northumbrian Water to see how we can build more 
water resilience in the North. As part of the preferred 
strategy in our Water Resources Management Plan, we 
plan to build a pipeline to transfer water from Kielder 
Reservoir to York by 2040.  

We’re also working with Water Resources North as part 
of a national reconciliation process to look at cross 
regional transfers and options to align needs and 
solutions to a wider scale. The WReN plan works across 
multiple sectors to develop a sustainable plan for the 
region as a whole.  
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Water resources 
and supply 

I am a plumbing and 
heating Engineer, until 
a couple of years ago if 
there was a problem 
isolating the water 
supply to a property, 
Yorkshire Water would 
come out, find the 
boundary stop tap if 
needed, if seized they 
would replace. If the 
manhole was full of 
debris or soil they 
would clear, now they 
will not attend, this is 
their property and they 
should service and 
repair if and when 
necessary,  it is up to 
them to maintain. 

To ensure our resource and funding is invested in the 
areas that need it most, we have made the decision to 
stop attending external stop tap requests required for 
private work not related to a leak. 

Private work can be completed without the operation 
of the external stop tap e.g. using the internal stop tap, 
freezing a section of the internal pipe, etc. We 
recommend seeking assistance from a plumber to do 
this. 

While we remain responsible for external stop-taps 
located in the public highway, we will only consider 
renewing or installing a new external stop-tap if it 
meets the following criteria: 

• If there is an urgent risk to health such as no 
water to the property 

• If there is a confirmed serious leak  

We will not attend to a broken or inoperable stop tap, 
locate an external stop tap, isolate the supply or make 
a chamber accessible unless there is a leak which you 
are unable to isolate yourself. 

For all other external stop tap situations, we are unable 
to provide support, and it remains the customers 
responsibility to ensure the internal stop-tap is in good 
working condition. You should never rely on an 
external stop-tap to be able to turn the water off 
inside your home as the internal stop-tap or valve is 
the quickest and easiest way to do this. 

Investments  Your investment 
commitments include 
£406m to replace 
1,000km of water 
mains, a 51% reduction 
in storm overflow spills 
against 2021 levels, and 
a 24% reduction in 
internal sewer flooding. 
Please publish the 
year-by-year 
milestones for each — 
km of mains replaced, 
spill numbers, and 
flooding incidents, per 
year to 2030 — plus 
actual performance to 
date against each, so 

As part of our plans to be more transparent, we’ve just 
published our progress in our Delivering for Yorkshire 
report that can be found on our website. We show our 
targets and how we’ve performed against those for 
our key performance metrics. We’re open and honest 
about the areas that we need to improve on, and 
we’ve detailed the things we’re doing in those areas to 
drive performance.  

We also published a video on our social media 
channels last week summarising how the first year of 
our five-year plan went, explaining the successes and 
the challenges. 
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customers can track 
delivery annually 
rather than being told 
in 2030 that targets 
were missed. 

Bills and 
affordability 

Why are our bills so 
high? 

This year, the average household bill is £636. Bills 
increased by 5.6% in April, which is around £2.80 per 
month. We are enhancing our support for customers 
who may be struggling financially and will be 
increasing contributions to help those most in need. All 
low-income households will be able to access 
financial support from Yorkshire Water, and we are 
committed to increasing our support for customers by 
25%. 

Bills and 
affordability 

How can you justify 30% 
increase in our bills 
when pollution into our 
rivers has not been 
addressed and in fact 
risen!!!? 

Our charges have been set in compliance with the 
published charging rules issued by Ofwat. We 
understand how frustrated our customers feel about 
pollution, which is why bill increases are funding our 
£1.5bn investment on storm overflows before 2030 to 
reduce discharges and improve the region’s 
waterways and coast. Our previous investment has 
proved successful; over the past two years we’ve seen 
a reduction in discharges.  

This process will take time, but please be rest assured 
that we’re working hard to improve our performance. 

Bills and 
affordability 

Instead of giving 
bonuses to your CEOs 
why don't you lower our 
water bills instead until 
Yorkshire Water 
performances are 
improved? 

The payment from Kelda that Nicola received is not 
performance related pay, and she made the decision 
not to take a bonus this year. Water bills have been set 
in compliance with the published charging rules 
issued by Ofwat and help fund the vital investment we 
need to make to improve performance. 

Corporate and 
company 
matters 

How can you justify a 
£660k bonus to Nicola 
Shaw when 
leaks/pollution targets 
have not been met? 

The payment from Kelda that Nicola received is not 
performance related pay. The payment is due to work 
done on behalf of shareholders that shouldn’t be 
funded by Yorkshire Water customers. 
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Corporate and 
company 
matters 

Why are the bonuses so 
high? 

Our CEO, Nicola Shaw, and our CFO, Martin Gee, had 
already made the decision that it would not be 
appropriate for them to receive an annual bonus this 
year due to the company’s performance on pollution 
and a recognition that we need to do better for the 
communities we serve and earn trust. Nicola has also 
taken the decision to waive her entitlement to an 
additional bonus that would have vested under our 
longer-term incentive scheme.     

However, we do not anticipate they will be eligible for a 
bonus this year but will need to await the outcome of 
this later in the year.   

We are determined to make improvements to our 
performance so we can deliver our part in creating a 
thriving Yorkshire, doing right for our customers and 
the environment.    

Corporate and 
company 
matters 

How are you going to 
get back the trust from 
your customers who 
have lost faith in the 
running of Yorkshire 
Water? 

We know we need to be open and transparent while 
we’re on this journey to improve. Regular sessions like 
this one today, the introduction of our half yearly 
reports so you can read the details about what we’re 
doing, and regularly updating stakeholders are 
important parts of our plan. 

Corporate and 
company 
matters 

When are we going to 
see a definitive 
business plan for 
Developer Services? 

Our plan to improve the service we provide to 
developers is already in progress, with clear areas of 
focus around service performance, accountability, 
customer communication, process improvement, and 
the rollout of ConnectMe across all customer journeys. 
Customers should expect to see more visible progress 
over the coming months. 

We will continue to share updates on what is 
changing, when improvements are being delivered, 
and how performance is improving. We know that 
customers want certainty, not just intent, and we are 
committed to being transparent about the plan, the 
milestones, and the progress being made. If you'd like 
to know more about our plan, do get in touch. 

Corporate and 
company 
matters 

Why are there no 
consequences of 
failure? 

At Yorkshire Water, we do take performance seriously, 
and we recognise that the service developer services 
customers have experienced has not always been 
where it needs to be. That is not acceptable to us, and 
it is not the level of service we want to provide. 
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There are consequences to poor performance. Our 
regulator holds us accountable through formal 
performance measures (D-MeX), and the financial 
penalties for underperformance are significant. 
However, our focus is not simply on avoiding penalties. 
We are focused on fixing the underlying issues, so 
customers receive a better, more consistent service. 

That is why we have invested in a transformation 
programme for Developer Services. This programme is 
designed to improve visibility, strengthen 
accountability, simplify processes, and give customers 
clearer communication and confidence in how their 
journeys are being managed. We do not want to be in 
this position, and we are committed to making the 
changes needed to improve. 

Corporate and 
company 
matters 

Why are Developer 
Services treated as a 
poor relation to the 
wider Yorkshire Water 
business plan? 

We recognise that poor service does not just create 
frustration and that it can also have real 
consequences for developers, investors and 
consultants in terms of time, cost and confidence. 

It is one of the reasons we are investing in a 
transformation programme for Developer Services, 
focused on improving visibility, communication, 
accountability and overall performance. We know that 
customers need more certainty, clearer updates and 
a service they can rely on. 

Where specific issues have occurred, we will continue 
to review them through the appropriate routes and 
respond fairly based on the circumstances. We know 
we have work to do, and we are committed to earning 
back confidence through action, not just words. 

Corporate and 
company 
matters 

When will there be 
recognition of the time 
and money that 
Yorkshire Water 
Developer Services has 
cost developers, 
investors and 
consultants? 

We recognise that poor service does not just create 
frustration and that it can also have real 
consequences for developers, investors and 
consultants in terms of time, cost and confidence. 

It is one of the reasons we are investing in a 
transformation programme for Developer Services, 
focused on improving visibility, communication, 
accountability and overall performance. We know that 
customers need more certainty, clearer updates and 
a service they can rely on. 

Where specific issues have occurred, we will continue 
to review them through the appropriate routes and 
respond fairly based on the circumstances. We know 
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we have work to do, and we are committed to earning 
back confidence through action, not just words. 

Corporate and 
company 
matters 

When is phase two of 
the Connect Me system 
going to be made 
available to achieve 
some accountability? 

Phase Two of ConnectMe went live on Wednesday 1st 
July, giving both customers and colleagues end-to-
end visibility of the upfront Developer, NAV and SLP 
journeys, including proactive updates and messaging. 

This is an important step in bringing greater 
transparency, consistency and accountability into 
Developer Services. The next phases are already 
planned, with Phases 3 and 4 due to be delivered by 
autumn 2026. These will extend ConnectMe across all 
remaining customer journeys, ensuring customers can 
clearly see progress, understand next steps, and 
receive timely updates, while giving our teams the 
visibility and controls needed to manage performance 
more effectively. 
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