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Affordability and Acceptability Testing 


Thank you very much for agreeing to complete this on-line survey which is being conducted by Accent, an independent research agency. This survey is designed to help Yorkshire Water, your water and wastewater service provider, to understand your views on how affordable and acceptable their future plans are. The closing date for completion of this survey is 3rd of September 2023.


[bookmark: _Hlk96357882]NOT PANEL: Anyone completing the survey will be eligible for a £10 voucher (either an Amazon voucher, an M&S voucher or a One4All voucher). Alternatively, we can donate your incentive to WaterAid. Details on how to claim your voucher are given at the end of the survey.

We will just ask you a couple of questions to check that you are eligible to take part in this research.

Any answer you give will be treated in confidence in accordance with the Code of Conduct of Market Research Society. If you would like to confirm Accent’s credentials type Accent in the search box at: https://www.mrs.org.uk/researchbuyersguide.

You do not have to answer any question you do not wish to and you may terminate the interview at any point.

IF MOBILE DEVICE SHOW: This survey is best undertaken on a tablet or a PC. If you do use a smartphone you can switch between desktop mode and mobile mode at any time by clicking the button at the bottom of the screen.

[bookmark: _Hlk3453758]Scoping questions 
Any data collected over the course of this interview that could be used to identify you, such as your name, address, or other contact details, will be held securely and will not be shared with any third party unless you give permission (or unless we are legally required to do so). Our privacy statement is available at https://www.accent-mr.com/privacy-policy/. 

Please do not include names, addresses, or other personal data in your responses to any questions, unless asked to do so.

Do you agree to proceeding with the interview on this basis?
Yes
No THANK AND CLOSE

[bookmark: _Hlk8297754]IF HH: Do you or any of your close family work in market research or for a water company? 
Yes THANK & CLOSE 
No

[bookmark: _Hlk141263980]IF HH: How old are you?
OPEN TEXT RESPONSE BOX
Prefer not to say THANK AND CLOSE
Under 18 THANK AND CLOSE

PN: PLEASE RECODE IN THE FOLLOWING AGE BANDS
18-24
25-34
35-44
45-54
55-64
65-74
75+

IF HH: Are you the person in your household who is responsible, either solely or jointly, for paying for your water services bill?
Yes
No, I am not responsible for paying the bill THANK AND CLOSE
Don’t know THANK AND CLOSE
Are you currently charged for water through a water meter?
Yes
No
Don’t know
 IF HH: Yorkshire Water is your water  and sewerage supplier. Does this sound right?
Yes GO TO MAIN QUESTIONNAIRE
No THANK AND CLOSE
Don’t know GO TO MAIN QUESTIONNAIRE

IF NHH: Are you solely or jointly responsible as the decision maker for your organisation’s water and sewerage service at any of its premises?
Yes
No THANK AND CLOSE 

IF NHH: Is Yorkshire Water responsible for the water and sewerage services at your organisation?
Yes
No THANK AND CLOSE
Don’t know THANK AND CLOSE

Q8A	IF NHH: When answering this questionnaire, we would like you to think only about sites your organisation might have that are in the Yorkshire Water area. Is that OK?
Yes
No THANK AND CLOSE

Main Questionnaire
Thank you, I can confirm you are in scope for the survey. The questionnaire will take about 15 minutes to complete.

For convenience you can stop and return to complete the questionnaire as many times as you wish, although once submitted you will not be able to enter again.

Affordability
We are now going to ask you some questions about your [IF HH] household’s[IF NHH] organisation’s financial situation.
[bookmark: _Ref129279559]Thinking about your finances over the last year, how often, if at all, [IF HH] have you struggled to pay at least one of your household bills? [IF NHH] Has your organisation struggled to pay at least one of its bills?   SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR PREFER NOT TO SAY
[bookmark: _Hlk131167797]All of the time
Most of the time
Sometimes
Rarely
Never
Prefer not to say

Overall, how well would you say [IF HH] you are/[IF NHH] your organisation is managing financially now? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR PREFER NOT TO SAY
[IF HH] Living/[IF NHH] Operating comfortably
Doing alright
Just about getting by
Finding it quite difficult
Finding it very difficult
Prefer not to say

Thinking about your [IF HH] household’s/ IF NHH] your organisation’s financial situation over the next few years up to 2030, do you expect it to get: SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR PREFER NOT TO SAY
Please select one answer only
A lot worse 
A bit worse 
Stay the same
A bit better
A lot better
Prefer not to say
Don't know

IF NHH: How much are you currently paying for your water and sewerage services bill, each year?
[Open-ended answer] DP PLEASE ADD TEXT BOX 
Don’t know

How easy or difficult is it for [IF HH] you [IF NHH] your company/organisation to afford to pay your current water and sewerage bill: SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR PREFER NOT TO SAY
Please select one answer only
Very easy
Fairly easy
Neither easy nor difficult
Fairly difficult
Very difficult
Don’t know

Q13A IF NHH: At this point I need you to look at an individualised graph, mapping out what future water bills may look like for your organisation under the plans Yorkshire Water have. 

Please could you go to LINK TBC 

You should see a thank you note, then on the next page somewhere to put your annual water bill amount into. Please enter the bill for all sites your company operates in the Yorkshire Water area. An estimate is absolutely fine.

Interviewer note, do not proceed until they have gone to the website and put in their bill amount. Only then can you proceed. You must not proceed without them seeing these materials.

Looking at web page
Cannot proceed now Open appointment box
Proposed changes to your water/sewerage bill for the years 2025-2030
The next set of questions are about proposed changes to your water & sewerage bill for the years 2025-2030. The chart below shows these changes. It also shows how inflation may impact on your bill, based on the Bank of England's inflation forecasts.

Water bills change each year in line with inflation.
Inflation is the increase in prices paid for goods and services over time. Household incomes also change over time.
  If your household income keeps up with inflation (ie. increases at the same rate), then you are likely to notice little difference in what you are paying for things. 
 If inflation increases by a faster rate than your household income, then you are likely to have less money to go around. 
 If your household income increases by a faster rate than inflation, then you are likely to have more money to go around.
The Bank of England aims to keep inflation at 2%, but it has recently been much higher than this. As well as changing by inflation each year, bills change by an amount set by Ofwat (the water regulator) as part of their price review process every five years. 
The proposed bills you will see from 2025 to 2030 include the Bank of England forecasts for inflation from 2025 to 2030, and proposed amounts to cover the investment in water and sewerage services needed over the next few years.

The following chart shows the expected increase in your water/sewerage bill over the next few years. 

The blue part of each column is what the underlying change to your bills would look like if there were no inflation. The orange part is what inflation will add on top. So your actual bill would be the two parts added together.

The figure above each bar represents the total expected bill amount (the blue plus the orange)

@DP please use 
\\accent-mr.com\accentdata\Projects\3607 Yorkshire Water A&AT\Project management\workings & analysis\Yorkshire Water AAT Bill Increase Graph calculator QUANT COGS.xlsx 

For the main social tariff customers will need to see the second graph but for the cogs that is not necessary.

@DP, YW DO want totals over the bars please.
(Placeholder – this graph will be tailored according to bill amounts, and total added) 

IF Social Tariff Customer (from sample): This bill profile is based on the financial support scheme you are currently on. Yorkshire Water are still working on the Social Tariff bill, so this could potentially change.  
[bookmark: _Hlk141434103]IF NHH DK @Q12:  Please note this bill profile is based on a stand in figure.




[bookmark: _Ref129280507]How easy or difficult do you think it would be for [IF HH] you [IF NHH] your company/organisation to afford these water/sewerage bills? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW
Very easy
Fairly easy
Neither easy nor difficult HH ONLY GO TO Q15
Fairly difficult HH ONLY GO TO Q15
Very difficult HH ONLY GO TO Q15
Don’t know
[IF HH ONLY] IF Q14= 3,4,5 Which of the following do you think you would need to do to pay for the increase in your water bills between 2025 and 2030 MULTICODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW
Shopping around more
Spending less on food shopping and essentials
Spending less on non-essentials
Cutting back on non-essential journeys in my vehicle
Eat out less
Using less fuel such as gas or electricity in my home
Using less water
Using my savings
Using credit more than usual, for example, credit cards, loans or overdrafts
Ask family and friends for financial support
Other, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX
Other, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX
Don’t know
Acceptability
We are now going to ask you some questions about your views on your water company's business plan. Water companies are required to put together business plans for each five year period. The plan we are showing you is for 2025- 2030.

[image: ]The following chart shows how Yorkshire Water are performing in the area of Water supply interruptions longer than 3 hours, against both their target and also the other water companies.

The following slide shows what Yorkshire Water is proposing doing to improve things:
[image: ]


The following chart shows how Yorkshire Water are performing in the area of Water quality contacts, against both their target and also the other water companies.

[image: ]

The following chart shows what Yorkshire Water is proposing doing to improve things:
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The following chart shows how Yorkshire Water are performing in the area of reducing leaks, against both their target and also the other water companies.
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The following chart shows what Yorkshire Water is proposing doing to improve things:


[image: ]



Based on what you have just read, which of these three parts of the business plan is the most important to you? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW
Please select one answer only

Reducing the duration of water interruptions of longer than 3 hours
Preventing issues with taste/smell/appearance of tap water
Reducing leakage
Don't know/can't say

The following chart shows how Yorkshire Water are performing in the area of sewage flooding inside of properties, against both their target and also the other water companies.


[image: ]


The following chart shows what Yorkshire Water is proposing doing to improve things:

 [image: ]


[image: A screenshot of a report

Description automatically generated]The following chart shows how Yorkshire Water are performing in the area of sewage flooding of gardens and outbuildings, against both their target and also the other water companies.

























The following slide shows what Yorkshire Water is proposing doing to improve things:

[image: ]
[image: ]The following chart shows how Yorkshire Water are performing in the area of pollution incidents, against both their target and also the other water companies.

























The following chart shows what Yorkshire Water is proposing doing to improve things:
[image: ]

Based on what you have just read, which of these three parts of the business plan is the most important to you? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW
Please select one answer only

Sewage flooding inside of properties
Sewage Flooding outside of properties
Pollution Incidents
Don't know/can't say
The following slide describes one of the additional components of Yorkshire Water’s business plan; Enhancement 1

[image: ]


The following slide describes one of the additional components of Yorkshire Water’s business plan; Enhancement 2
[image: ]

The following slide describes one of the additional components of Yorkshire Water’s business plan; Enhancement 3 
[image: ]


Based on what you have just read, which of these three parts of the business plan is the most important to you? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW
Please select one answer only

Water Resource Management Plan (WRMP) & Water Industry National Environmental Programme (WINEP)
Storm overflows
Drinking Water Quality & Security 
Don't know/can't say


The following slide describes one of the additional components of Yorkshire Water’s business plan; Enhancement 4:
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The following slide describes one of the additional components of Yorkshire Water’s business plan; Enhancement 5
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The following slide describes one of the additional components of Yorkshire Water’s business plan; Enhancement 6
[image: ]



Based on what you have just read, which of these three parts of the business plan is the most important to you? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW
Please select one answer only

Further increasing water supply resilience 
Net Zero Carbon
Further increasing resilience to flooding
Don't know/can't say


[bookmark: _Ref129278994]Based on everything you have seen and read about Yorkshire Water’s proposed business plan, how acceptable or unacceptable is it to you? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW
Please select one answer only

Completely acceptable GO TO Q34
Acceptable GO TO Q34
Unacceptable GO TO Q33
Completely unacceptable GO TO Q33
Don't know/can't say

[bookmark: _Ref129278972]IF Q32=3 or 4 What are the two main reasons that you feel the proposals for your water services are unacceptable? MAXIMUM 2 ANSWERS, RANDOMISE
 Please choose up to two answers only
The bill increases are too expensive
Company profits are too high
Companies should pay for service improvements
I expect better service improvements
The plan is poor value for money
Compared to energy prices it is more expensive
I am dissatisfied with current services
The plans don’t focus on the right services
I won’t be able to afford this
I don’t trust them to make these service improvements
Other 1, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX
Other 2, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX
Don’t know/ can’t say
[bookmark: _Ref129278950]IF 32=1 OR 2 What are the two main reasons that you feel the proposals for your water supply are acceptable? MAXIMUM 2 ANSWERS, RANDOMISE 
Please choose up to two answers only

The plan is good value for money
The plan is affordable
Compared to energy prices it’s cheaper
Their plans seem to focus on the right services
The company provides a good service now
I support what they are trying to do in the long term
The change to my bill is small
I trust them to do what’s best for customers
I have been dissatisfied with the service recently but am pleased that they are making improvements
Other 1, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX
Other 2, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX
Don’t know/ can’t say

Long term investment by Yorkshire Water will require an increase in customer bills. Bills could increase in different ways over time. For example, there could be increases now for current bill payers, or bigger increases in the long term for future generations. Which one of the following options would you prefer? SINGLECODE
Please select one answer only

An increase in bills starting sooner, spreading increases across different generations of bill-payers
An increase in bills starting later, putting more of the increases onto younger and future bill-payers
I don’t know enough at the moment to give an answer

ALL SKIP 
 HH ONLY: Household Demographic
Thank you. Now just a few questions to check that we are speaking to people of all types. 

In which of the following ways do you identify?
Female
Male
I identify in another way
Prefer not to say

[bookmark: _Ref129279065][bookmark: _Hlk518557006]Which ONE of the following best describes the occupation of the main income earner in your household? If you or the main income earner are self-employed please tick the option that most relates to the type of work you/they do for the company(s) you/they work for.
[bookmark: _Hlk141862423][bookmark: _Hlk141862447]High managerial, administrative or professional e.g. doctor, lawyer, medium / large company director (50+ people) 
Intermediate managerial, administrative or professional e.g. teacher, manager, accountant
Supervisor, administrative or professional e.g. police officer, nurse, secretary, self-employed
Skilled manual worker e.g. mechanic, plumber, electrician, lorry driver, train driver
Semi-skilled or unskilled manual worker e.g. waiter, factory worker, receptionist, labourer
Housewife/Househusband
Unemployed
Retired GO TO Q39
Student 
Prefer not to say 
[bookmark: _Ref129279049]IF Q38=RETIRED ASK Does the main income earner have a state pension, a private pension or both?
State only
Private only
Both
Prefer not to say 
IF Q39= PRIVATE OR BOTH ASK: How would you describe the main income earner’s occupation type before retirement? 
High managerial, administrative or professional e.g. doctor, lawyer, medium / large company director (50+ people) 
Intermediate managerial, administrative or professional e.g. teacher, manager, accountant
Supervisor, administrative or professional e.g. police officer, nurse, secretary, self-employed
Skilled manual worker e.g. mechanic, plumber, electrician, lorry driver, train driver
Semi-skilled or unskilled manual worker e.g. waiter, factory worker, receptionist, labourer
Housewife/Househusband
Unemployed 
Student
None of these 
Prefer not to say
Which of the following apply to you? We would like to collect this to ensure that a variety of particular needs are represented in the study, but you do not need to answer if you do not wish to. This information will not be shared with any third party and will be destroyed within 12 months of project completion. MULTICODE
Please select all that apply 
I or another member of my household is disabled or suffer(s) from a debilitating illness CODED AS MEDICAL VULNERABILITY
I or another member of my household have/has a learning difficulty CODED AS MEDICAL VULNERABILITY
I or another member of my household relies on water for medical reasons CODED AS MEDICAL VULNERABILITY
I or another member of my household is visually impaired (ie struggles to read even with glasses) CODED AS COMMUNICATIONS VULNERABILITY
I or another member of my household am/is over the age of 75 years old CODED AS LIFE STAGE VULNERABILITY
I or another member of my household speaks English as a second language CODED AS COMMUNICATIONS VULNERABILITY
I or another member of my household is deaf or hard of hearing CODED AS COMMUNICATIONS VULNERABILITY
I or another member of my household is a new parent CODED AS LIFE STAGE VULNERABILITY
None of these apply to me
Prefer not to say
What is your ethnic group? Choose one option that best describes your ethnic group or background SINGLECODE
Please select one answer only
WHITE
English, Welsh, Scottish, Northern Irish or British
Irish
Gypsy or Irish Traveller 
Any other White background
MIXED 
White and Black Caribbean
White and Black African
White and Asian
Any other Mixed background
ASIAN OR ASIAN BRITISH
Indian
Pakistani
Bangladeshi
Chinese
Any other Asian background
BLACK OR BLACK BRITISH
Caribbean
African
Any other Black background
OTHER ETHNIC GROUP
Arab
Any other ethnic group
Prefer not to say 

Which of the following bands does your household income fall into from all sources before tax and other deductions? SINGLECODE
Up to £199 a week/Up to £10,399 a year
From £200 to £299 a week/From £10,400 to £15,599 a year 
From £300 to £499 a week/From £15,600 to £25,999 a year 
From £500 to £699 a week/From £26,000 to £36,399 a year 
From £700 to £999 a week/From £36,400 to £51,999 a year 
From £1,000 to £1,399 a week/From £52,000 to £72,799 a year
From £1,400 to £1,999 a week/From £72,800 to £103,999 a year
£2,000 and above a week/£104,000 and above a Year 
Don’t know
Prefer not to say
GO TO Q32
NHH only: Demographic Questions
How does your organisation mainly use water at its premises? MULTICODE
Please select all that apply 
For the manufacturing process which is essential to the running of your organisation (eg to power machinery, agricultural production etc)
For the supply of services your organisation provides (eg cleaning services etc)
For an ingredient or part of the product or service your organisation provides (eg food or drink, chemical, cosmetics manufacturer etc)
For normal domestic use for your organisation’s customers and employees (eg customer toilets, supply of drinking water)
None of the above
Don’t Know
How many sites in the UK does your organisation operate from?
1
2
3
4 
5-10
11-50
51-250
250
Prefer not to say
How many employees does your organisation have in the UK?
0 (sole trader)
1 to 9 employees (micro)
10 to 49 employees (small)
50 to 249 employees (medium)
250+ employees (large)
Prefer not to say
Which of the following best defines the core activity of your organisation?
Agriculture, forestry and fishing
Mining and quarrying
Energy or water service & supply 
Manufacturing
Construction
Wholesale and retail trade (including motor vehicles repair)
Transport and storage
Hotels & catering
IT and Communication
Finance and insurance activities
Real estate activities
Professional, scientific and technical activities
Administrative and Support Service Activities
Public administration and defence
Education
Human health and social work activities
Arts, entertainment and recreation
Other service activities
Other (please specify)
Prefer not to say
Classification Questions
[bookmark: _Ref129281178]IF NON PANEL: We mentioned that there would be a £10 incentive for completing this survey. This incentive will be administered by Accent, within 4 weeks. 

This can be sent as an Amazon, Marks & Spencer or One4All voucher by email. Alternatively, we can donate your incentive to WaterAid.  Which would you prefer?
Amazon voucher by email COLLECT EMAIL ADDRESS
M&S Voucher by email COLLECT EMAIL ADDRESS
One4All by email COLLECT EMAIL ADDRESS
Donation to Water Aid

If you have any queries about your incentive, please contact us on 0131 220 8770. 

Thank you. Would you be willing to be contacted again if we need to clarify any of the answers you have given today? 
Yes
No

Thank you. This research was conducted under the terms of the MRS code of conduct and is completely confidential. 

CATI ONLY Interviewer Confirmation
I confirm that this interview was conducted under the terms of the MRS code of conduct and is completely confidential
Yes 
No


[bookmark: _Hlk141264025]QEND [IF HH] Yorkshire Water offers help to qualifying low-income households that are struggling to afford their water and wastewater bills. More information about this can be found here: https://www.yorkshirewater.com/bill-account/help-paying-your-bill/
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Water supply interruptions lasting
longer than 3 hours

Duration without water for more than 3 hours by minutes per property.
Companies with the lowest numbers perform better

Yorkshire Water has not met its target for this metric last year

Yorkshire Water are ranked 10*" of 17 companies on this measure

Company Performance Better
Portsmouth 00:02:21 performance
Bristol 00:02:31
SES Water 00:02:58
South Staffs & Cambridge 00:03:15
Affinity
Wessex
United Utilities
Southern
Anglian
Yorkshire
Thames
Northumbrian
Severn Trent
South West 00:13:40
Welsh Water 00:16:12
Hafren Dyfrdwy 00:37:28 Poorer
South East 01:12:33 performance
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Water supply interruptions without
warning, for longer than 3 hours

It would not be possible to draw water from the taps or flush the toilet;
it may be necessary to buy bottled water. Sometimes business
operations may be affected

We will achieve this target by investing in the
following:

- Renewing our aging mains

- Increasing our alternative temporary water supply
capacity

- Increasing no. of experienced staff members 24/7
to respond to incidents faster

- Ensure early identification of risk of failures th h
proactive activity

Yorkshire Water failed to hit the target,
customers have been/will be compensated
through the Ofwat penalty process

Measure: average no. of minutes that water

supply is lost across all properties in Yorkshire

Target for Supply Interruptions

Duration minu
(Alower! better.

2022 2030

rent performance Target performance
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Appeadrance, taste and smell of tap
water

Number of customer contacts received regarding incidents, per 1,000 customers.
Companies with the lowest numbers perform better

Yorkshire Water has not met its target for this metric last year

Yorkshire Water are ranked 9" of 17 companies on this measure

Compan Performance
Portsmouth 0.41
Thames 0.49
SES Water 0.58
Affinity 073
South Staffs & Cambridge 0.76
Severn Trent 0.93
Northumbrian 0.97
Anglian 103
Yorkshire 1.09
Southern 11
Wessex 117
South East 134
Bristol 138
South West 155
Hafren Dyfrdwy 171
United Utilities 179
Welsh Water 238

Better
performance

Poorer
performance
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The appearance, taste and
sm e" Of t a p w Gt er Measure: no. of customers contacting

us per 1,000 customers we serve

Tap water may look discoloured or taste/smell
different to usual. Although still safe to drink,
people may prefer bottled water as a precaution
until it returns to normal.

Targets for appearance, taste and smell of tap water

Number of customer contacts received regarding incidents, per 000 properties.
(Alowor bar | numberis bettor.)

We will achieve this target by investing in
the following:

- Continue our targeted flushing of pipes
activity in problematic areas

- Trunk main conditioning i.e. regular ai
targeted flushing

- Mains repair and replacement activity

2021/2022

m—Current performance  —=— Target performance
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Reducing leaks

Number of litres lost per property per day
Companies with the lowest numbers perform better

Yorkshire Water has met its target for this metric last year

Yorkshire Water are ranked 15" of 19 companies on this measure

Company Performance

Bristol 65.04

Essex and Suffolk 76.4

Portsmouth 77.02

SES Water 78.68
Anglian 8018
Southern 8317

South East 87.63

Cambridge 90.67

Wessex 103.29
South West 107.71
Northumbrian 1083
Affinity 108.65
Severn Trent 110.35
South Staffs 113.45
Yorkshire 12201
United Utilities 124.21
Hafren Dyfrdwy 146.09
Thames 151.51
Welsh Water 158.8

Better
performance

Poorer
performance
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We will achieve this target by:

- Investing in early identification of risk of failures
through proactive activity

- Managing water smarter e.g., pressure
management

- Smart metering - highlight customer side leaks
and wider area problems

- Mains renewal programme

- Fitting more sound loggers in pipes to identify leaks
we struggle to find traditionally

Measure: no. of litres of water
lost per property per day

Targets for Reducing Leaks
Number of ftres lost per property per day
(Alower bar [ numberis better.)
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Sewage flooding inside properties

Number of properties affected, per 10,000.
Companies with the lowest numbers perform better

Yorkshire Water has not met its target for this metric last year

Yorkshire Water are ranked 8" of 11 companies on this measure

Company Performance
South West 076
Welsh Water 1.36
Wessex 142
Severn Trent 161
Anglian 173
Northumbrian 1.84
Hafren Dyfrdwy 234
Yorkshire 2.83
United Utilities 297
Southern 3.04
Thames 346

Better
performance

Poorer
performance
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Sewage flooding inside properties

An escape of sewage inside properties is highly inconvenient,
disruptive and a potential health risk. In bad cases, people
need to move out of their properties while things are put right.

We will achieve this target b

- Installation of 165,000 customer sewer alarms to
provide early warning of failures

- Proactive cleansing of the sewer network al
installation of monitors to ensure this is
happening in the right areas

- Extra checks in areas prone to flooding

- Educate customers on correct sewer use

Targets for Sewage Flooding Properties

Number of propertes affected, per 10000,
(alowor bar [ numberis bettor.)
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Sewage flooding outside of properties

Number of properties affected, per 10,000.
Companies with the lowest numbers perform better

Yorkshire Water has met its target for this metric last year

Yorkshire Water are ranked 8t of 1l companies on this measure

Company Performance
Thames 9.4
Severn Trent 10.8
Anglian 14.55
United Utilities 18.12
South West 18.13
Hafren Dyfrdwy 19.05
Wessex 19.19
Yorkshire 19.52
Southern 19.53
Welsh Water 26.27
Northumbrian 26.64

Better
performance

Poorer
performance
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Sewage flooding outside properties

An escape of sewage into gardens or outbuildings is
inconvenient and unpleasant and can restrict access to
properties.

We will achieve this target by:

- Installation of 68,000 network sensors to
proactively find blockages and silt in pipes

- Investing in customer sewer alarms to provide
early warning of failures

- Increase proactive/reactive flooding response
team

- Improving surface water management to avoid
sewers being overwhelmed in really wet weather

Measure: no. of incidents

per 10,000 properties

Targets for Sewage Flooding of gardens or outbuiicings

Number of properties affected, per 10000,

(a1
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Pollution of rivers and bathing waters

Number of incidents per 10,000 km of sewer.
Companies with the lowest numbers perform better

Yorkshire Water has not met its target for this metric last year

Yorkshire Water are ranked 7*" of 11 companies on this measure

Company Performance
United Utilities 17.71
Wessex 20.60
Severn Trent 21.81
Welsh Water 22.90
Northumbrian 22.98
Thames 24.87
Yorkshire 2736
Anglian 33.75
Hafren Dyfrdwy 39.84
South West 86.58
Southern 93.63

Better
performance

Poorer
performance
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Pollution of rivers and bathing
waters

Discharges from sewage treatment or networks can
affect rivers and bathing waters. This can have a
minimal effect on the river ecology or a major effect
depending on the scale.

We will achieve this target by:

- Investing in predictive intelligent systems to
help with early identification problems before
they occur

- Investing in being more resilient to power
outages, to keep wastewater flowing during
power outages

- More proactive sewer cleansing activity on
highest risk sewage mains

Measure: no. of incidents

per 10,000 km of sewer

Targets for Poltion ncidents
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(Rlowor bar/numberis better.)

30,00

25.00

20.00

15.00

10.00

5.00

0.00

2022 2025

= Current performance

2030

Target performance




image14.png
Enhanced Water companies have a programme of work to meet environmental
laws. These laws include:

H .

investment:

Water Resource + Managing our water resources to ensure we can meet the needs of
our customers whilst protecting the environment through not taking

MGnGgement Plan too much water from rivers and the ground.

(WRMP) « Treating wastewater to a standard that does not harm the natural
environment is the largest part of the programme and includes

& removing phosphorous before treated wastewater is returned to the
environment.

Wcter |nd UStry « Phosphorous (P) is a normal part of wastewater and is harmless

. in small amounts however, it can be damaging when unmanaged. Normal

NOtIOhGl sewage treatment doesn’t remove P, so this investment allows Us to upgrade

E nVi ron mentGI our works to remove P, releasing less into rivers and the sea.

Prog ramme Yorkshire Water has a target in its business plan to deliver the expected

(WIN E P) statutory WINEP and WRMP programme of work for 2025-2030, and this

will add £32.40 per year to the average household water bill.
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Enhanced investment:
Storm overflows

When there is too much rainfall for sewers to handle, storm
overflows allow rainwater, mixed with sewage, to escape into a
separate tank, once filled these tanks eventually flow into a river
or the sea. This helps to reduce the risk of properties being
flooded with sewage.

Each company in England has a target set by Government to
reduce the use of storm overflows.

To work towards these longer-term targets, Yorkshire Water has a
target in its 2025-2030 business plan to reduce spills from:

« 211 of the most problematic overflows, and
« 29 of its coastal overflows

This will increase the average household bill by £12.70 per year.
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Enhanced investment:
Drinking Water Quality & Security

Our job is to continually provide clean safe drinking water.

We have a target in our business plan to deliver the below
drinking water quality and security targets:

* Invest in water treatment works at risk of new types of
failures e.g. rapidly changing weather patterns

+ Continue to invest in the removal of lead from our pipes

+ Ensuring our key treatment works are protected from terrorist
or cyber attacks.

This activity willincrease the average household bill by£1.30
peryear.
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            Enhanced investment: Drinking Water Quality & Security Our job is to continually provide clean safe drinking water.    We have a target in our business plan to deliver the below drinking water quality and security targets: • Invest in water treatment works at risk of new types of failures e.g. rapidly changing weather patterns • Continue to invest in the removal of lead from our pipes • Ensuring our key treatment works are protected from terrorist or cyber attacks. This activity will increase the average household bill by £1.30 per year.
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Enhanced
investment:
Further increasing
water supply
resilience

Yorkshire Water has a number of zones where customers are at
increased risk of experiencing a water supply interruption due to only
having a single water treatment works delivering their water.

This investment would enable Yorkshire Water to secure alternative
supplies of water for 135,000 customers, reducing their risk of
interruptions.

Yorkshire Water has a target in its business plan to deliver this
improvement for 2025-2030 - this will add £1.50 per year to the
average household water bill.
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Enhanced investment:
Net Zero Carbon

The water sector agreed a goal to reach Net Zero Carbon
by 2030. Playing our part to reduce global carbon
emissions and limit the impact of climate change.

Yorkshire Water's business plan includes enhanced
investment to:

« Install more solar renewables, and move our self-
generation from 18% to 30%

+ Make process upgrades in wastewater treatment
which will allow us to generate more energy from
waste and reduce our wastewater treatment
emissions by 30%

This activity will add £0.60p per year to the average
household water bill.
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Enhanced investment:
Further increasing resilience to flooding

The aim of this work is to create a new approach to
surface water management for the whole of Yorkshire
which relies upon more natural/environmentally friendly
infrastructure to improve flood resilience as opposed to
carbon intensive traditional approaches i.e. concrete
tanks in the ground.

This innovative work will start in the most impacted part of
our region Hull and East Riding, and learnings will rollout
across Yorkshire afterward.

Yorkshire Water has a target in its business plan to deliver
this programme of work for 2025-2030 - this will add
£0.30p per year to the average household water bill.





