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Introduction  
This is one of the documents we publish as part of our annual review. It reconciles the non-statutory financial accounts with 

the regulatory accounting statements required by Ofwat. The report also gives detailed information on expenditure, costs 

and performance, including in relation to our performance commitments.  

The other documents we publish are: 

Annual review summary – delivering for our customers, community and the environment: this explains what we have 

delivered in relation to our purpose. The report includes progress against our key outcomes, including our regulatory 

performance commitments, as well as an overview of the financial accounts for the year. 

Annual report and accounts: our statutory year end is 30 June, which is reflected in our latest annual report and financial 

statements filed at Companies House. Our annual report and accounts, also known as the non-statutory financial accounts, 

are prepared for the financial year to 31 March. 

All these documents are available on our website: Annual review (wessexwater.co.uk). 

We have prepared this annual performance report in accordance with Ofwat’s requirements including the Regulatory 

Accounting Guidelines (RAGs) and IN 24/01 Expectations for monopoly company annual performance reporting 2023-24. 

The table below details where we have addressed Ofwat’s requirements in separate submissions or publications. 

Requirement Location 

Accounting methodology statement Published on our website 

Bioresources market monitoring information Published on our website 

Bioresources market information Published on our website 

Statement on executive pay and performance Annual Report and Accounts 

Long-term viability statement Annual Report and Accounts 

In-period adjustment model Separate submission to Ofwat 

Table commentary – Sections 1 – 9 and 11 Separate submission to Ofwat 

External assurance reports – performance commitments Separate submission to Ofwat 

APR table data & rationale for open data approach Also published on our website 

and Stream database 

We have not included the following tables in this report due to their size: 

• Table 4B  

• Table 4I 

• Table 4L  

• Table 4M 

• Table 6F 

• Table 7B 

• Table 7F 

 

https://corporate.wessexwater.co.uk/our-performance/annual-review
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We have prepared all tables in accordance with the Regulatory Accounting Guidelines and submitted them 

to Ofwat. They are published on our website: Annual review (wessexwater.co.uk). 

We have not completed tables 2G, 2H, 4S, 4T, 4U or the tables in Section 10 as we are not required to complete these 

tables. 

 

Open data 

We have published the data tables in an Excel format on our website, together with previous years, so these can be 
accessed and reused by all. This year, we have extended our release of data to include machine-readable data, which 
will make it easier for users to consume the data; this is published on the Wessex Water and the industry’s Stream 
websites.  We continue to play an active role in the Stream initiative; this mutual exchange of ideas will develop our 
open data capabilities to benefit a wide range of stakeholders.  

Since 2019 we have utilised our Wessex Water Marketplace (WWM) to publish challenges and focused datasets with 
high quality supporting information.  

We were pleased to be able to gain approval to publish data in time for go-live of both the proof-of-concept and 
enduring Stream platform. In the months leading up to publication of datasets, we gave significant input to developing 
standardised data structures and descriptions and supported industry colleagues with any issues arising in preparing 
the data itself. We look forward to continuing to be a leading player in Stream as a founding member of its Centre of 
Expertise.  

Stream has been a mutually beneficial partnership.  The industry has come together to ensure APR tables and 
metadata published alongside the tables are in a format that is both consistent and machine readable.    

Clear feedback loops, published alongside the APR tables will allow users to comment on or ask questions about the 
dataset. Data we have already published that underpins some of our performance commitments incorporates the 
same feedback mechanism, just like other datasets on the Marketplace platform. Comments received will influence 
the datasets we share in the future and the format in which we share them.  

We have ensured an appropriate open data license is prominently incorporated alongside our APR tables that will 
assist in the free and flexible use and re-use of the data. This aligns with the licensing that is already incorporated into 
our Marketplace platform to encourage use of the information hosted there.  

We have recently published our Open data strategy and we are pleased that this has the support of the Executive 
team to help engender the benefits of open data.  With several challenges and cost pressures, a sign of clear 
commitment from the company is to employ an Open data manager. In the coming year, we are keen to develop open 
data awareness and literacy within the company so that an open data culture is embedded in Wessex Water at every 
level.  

  

https://corporate.wessexwater.co.uk/our-performance/annual-review
https://corporate.wessexwater.co.uk/document-library/annual-results-documents
https://portal-streamwaterdata.hub.arcgis.com/
https://corporate.wessexwater.co.uk/our-future/our-plans/our-open-data-strategy
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Risk and compliance statement 

Introduction 

The Water Services Regulation Authority (Ofwat) requires the Board to provide an annual Risk and 

Compliance Statement (the Compliance Statement).  The Compliance Statement confirms that the 

Company has complied with all its relevant statutory, operating licence and regulatory obligations; that it 

has processes and systems of internal control in place; that it is taking appropriate steps to manage its 

risks; and that it demonstrates clear leadership, transparency and good governance.  The Company is 

required to report by exception any instances where a regulatory output has not been met and to detail 

decisions and actions that demonstrate our governance processes.  

Our Annual Review, including our annual performance report, details progress on performance 

commitments, outputs and financial information, including where these have not been met.  This 

information is for our customers, investors and regulators.  Our Annual Review is supported by fact but 

occasional reliance is placed on estimates.  These estimates have been made in good faith, based on 

reasonable assumptions and are clearly stated as an estimate.  

Compliance statement 

The Board confirms that it has appropriate and effective assurance process in place and: 

• the Board has a full understanding of its statutory, licence and regulatory obligations   

• the Board is meeting its statutory, licence and regulatory obligations, but with noted exceptions to 

regulatory performance commitments outlined in section 3 of this publication.  The Company has 

under-performed in relation to operational measures including sewer flooding and leakage 

• the Company has met, in all material respects, relevant regulator and customer expectations as 

demonstrated by those outputs and service standards set out in its business plan and funded 

through the Final Determination.  Where performance commitments have not been met these are 

outlined in section 3 of this publication. Material issues and circumstances are noted within the 

ringfencing certificate within the Accounting Disclosures section of this publication 

• the Board is satisfied that the Company has sufficient processes and internal systems of planning 

and control to fully meet its obligations, or has disclosed any modification or failure to meet such 

obligations 

• the Company has appropriate systems and processes in place to allow the Board to identify, 

manage and review risks. Principal risks and the appropriate management of them are set out in 

the Strategic Report in our Annual report and accounts and in the relevant section of the Annual 

review summary 

• the Company follows the Wates principles and meets the requirements outlined in Ofwat’s Board 

Leadership, Transparency and Governance principles 

• the Company has sufficient financial and management resources for the 12 months from the date 

of this report 

• the Company has sufficient rights and assets available to enable a special administrator to run the 

business 

• any trade with associate companies was at arm’s length and no cross subsidy arose  

• Directors’ pay is linked to standards of performance as disclosed in the Annual Report and 

Accounts 

• any failure to deliver outputs agreed at the Final Determination has been disclosed within our 

Annual Performance Review  
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• the Company is compliant with its licence condition on credit ratings 

• the Board considered and approved the proposed charges for 2022-23 and the associated 

assurance statement confirming that the Company had met Ofwat’s charging expectations 

(including Information Notice 21/04) and all regulatory and statutory obligations 

• greenhouse gas and carbon reporting complies with Defra, Ofwat and FRC reporting 

requirements. 

Output review 

The Company has 46 performance commitments, of which 44 have targets for 2023-24. In 2023-24, 29 

performance commitments met or exceeded targets, with a strong performance on the C-Mex measure 

and an improving position over a number of performance commitments notably leakage and priority 

services.  We have not met 15 of our performance commitments, most notably on sewer flooding and on 

pollution incidents. Further detail on our performance commitments is given in the outcomes narrative 

(section 3). 

The Board keeps all outputs and commitments under constant review.  Some of the performance 

commitments in our Final Determination are stretch targets with the potential that the target could not be 

met in year (or subsequent years).  Regular progress reports are prepared for Directors and senior 

management on progress and mitigation strategies are in place to manage any risk of slow progress or 

failing to deliver.  The Company engages with its regulators where it is foreseen that an output cannot be 

met.  This includes agreeing a future course of action including potential advancement of other outputs. 

Performance commitments are externally audited each year by the Company’s technical auditor.  

The Customer Challenge Group represents our key stakeholder groups.  It has met four times this year 

and is chaired by an independent chairman.  The CCG review our progress towards our performance 

commitments each year and formally reports this to our Board.  The CCG produced a final report for the 

Board recommending their support for the performance commitment information that is provided in our 

Annual Review and Annual Performance Report.  This is published on their website.   

Customer experience 

The Company regularly monitors its customers’ experience by:  

• surveying customers after work has been completed at a property to check that they are 

satisfied; that the problem has been resolved and the work area left clean and tidy.  This 

feedback is displayed in real-time visual dashboards and shared across the business to drive 

continuous improvement.  Our customer care team contact any customer who has given a lower 

satisfaction score to address their concerns 

• inviting customers to leave Trustpilot reviews and all ratings and comments are published on 

our website  

• leaving information cards with all customers we have visited, which include an option to return 

a hardcopy feedback survey if they have not been able to give their view through any of the 

channels above 

• using a continuous independent image tracker to gather customers’ views through telephone 

interviews on our service now and in the future, including satisfaction; value for money; 

awareness of services; and other general feedback 

• gathering customers’ views on different aspects of our service through our online customer 

panel ‘Have your Say’ 

• the CCG represents the views of our customers and key stakeholder groups and takes an 

ongoing interest in customer engagement and customer experience. The group provided 

independent challenge throughout the development of our business plan for 2020-2025 and for 

AMP8.  
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Customer information 

The Company satisfies Licence Condition G on providing customer information by regular review of its 

core customer information. This takes the form of detailed information on our website, complimented by a 

suite of leaflets covering all key aspects of our work. It includes information on the services we provide, 

our customer guarantees, how to make enquiries, and explains our complaints procedure.  

Our communication process is customer-led and continues to meet Ofwat’s requirements for the provision 

of customer information as detailed in Information Notice 13/04.  All information provided to customers and 

stakeholders is validated to ensure it is accurate, transparent, clear, current and easily accessible.  The 

Company’s Assurance Plan (available on our website) supports this, providing details of how we propose 

to make further improvements.  

We consult with the Consumer Council for Water (CCW) to ensure that the information provided meets 

customer requirements.  CCW reviews the nature of the information provided and the way we provide it 

on an annual basis when our customer charges are revised as well as on an ad-hoc basis when updating 

any customer information. 

Risk review 

Effective management of risk is central to how we can deliver effective and efficient services to our 

customers and minimise the impact we have on the environment. It is critical that we have a robust risk 

management framework in which material risks to the business are proactively identified, evaluated, 

communicated and the appropriate response defined and implemented. The Company’s processes are 

flexible to respond to changes in risk and ensure that the necessary controls and mitigation measures are 

put in place. Risks are defined as any event that can impede our ability to achieve our objectives. The most 

significant risks facing us are referred to as ‘principal risks’. The Audit and Risk Committee approves the 

annual audit plan that includes audits around the principal risks.   

Risk process 

Risk is identified and managed through a tiered system of groups drawn from operational staff, senior 

management, executive directors and the Board.  The Board reviews and is ultimately responsible for risk 

and setting the risk appetite and tolerance.  Risks have been identified, evaluated and managed in line 

with our processes throughout the year and up to the approval of the Annual Report and Accounts. Full 

details of our risk management are available in our Annual Report and Accounts.  

Operational staff and senior management review, assess and record asset and operational risks monthly.  

Risks are scored by assessing probability and impact on a ‘five-by-five’ scoring mechanism.  Risk 

mitigation plans are recorded and implemented where appropriate and pre-and post-mitigation scores are 

monitored.   

Any identified risk acts as a foundation for the separate corporate risk register.  The Risk Management 

Group maintains and reviews all business risks; the corporate risk register includes strategic, compliance, 

operational and financial risks, specifically including health and safety and climate change related risks.  

The Risk Management Group comprises senior managers from across the business.  The risks are 

assessed by subject matter experts and subject to independent challenge from our risk experts.  We 

assess risks based on a range of criteria including their financial, social, and environmental impacts.  Risks 

above our tolerance levels will have additional measures to manage and mitigate the risk exposure.   

The Board reviews risk and undertakes an in-depth review every six months. This sets out the risk review 

process and identifies current and emergent principal risks to the business and the relevant mitigation 

measures. 
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Assurance and Board endorsement of the Risk and Compliance 

Statement 

The Company has a clear focus on its performance reporting and verification procedures.  The Risk and 

Compliance Statement is assured by: 

• a clear governance process over output and performance commitments 

• data collation and reporting process that are externally audited and verified 

• an annual process of self-certification confirming compliance to our internal controls 

• a programme of internal audits 

• governance and scrutiny over the risk management framework 

• validation of information being provided to customers and feedback and improvement processes 

• Audit and Risk Committee and Board approval of the methodology and content of the Compliance 

Statement. 

The Board confirms it is satisfied it has the appropriate assurance processes in place and based on these 

processes endorses this compliance statement and states that, to the best of its knowledge and belief, the 

information produced is accurate, reliable and complete in all material respects. 

 

 

 

 
 

Francis Yeoh 

Chairman 

Colin Skellett 

Chief Executive 

Jim McKenna 

Senior Independent Non-

Executive Director 

Kate Mingay 

Chair of Audit and Risk 

Committee 

 

                                           

08 July 2024 
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Regulatory accounts introduction 
The Company was appointed by the Secretary of State for the Environment as a water and sewerage 

undertaker under the Water Act 1989 and is required to comply with the Conditions set out in the Instrument 

of Appointment (the Licence) issued thereunder. 

Under the conditions of its Licence, the Company is obliged to provide the Water Services Regulation 

Authority (WSRA) with additional information to that contained in the non-statutory financial statements, in 

order to comply with Licence Condition F. This information is presented on pages 10 to 163. 

The differences between the treatment of items in the non-statutory financial statements and these 

regulatory accounting statements are shown in the disclosure, ‘Differences between non -statutory and 

RAG definitions’ on pages 19 to 20. 

Transactions with associates 

In the opinion of the Directors, the Company has complied with the objectives and principles of RAG 5.07, in 

that transactions with associated companies are at arms-length and that cross subsidy is not occurring. 

Accounting methodology statement 

We have published the accounting methodology statement for the year to March 2024 on our website here.  

Directors 

The Directors are listed in the Annual Report and Accounts. 

Statement of Directors’ responsibilities  

Further to the requirements of company law, the Directors are required to prepare accounting statements 

that comply with the requirements of Condition F of the Instrument of Appointment of the Company as a 

water and sewerage undertaker under the Water Industry Act 1991 and Regulatory Accounting Guidelines 

issued by Ofwat. This requires the Directors to: 

• confirm that, in their opinion, the Company has sufficient financial resources and facilities, non-

financial resources and methods of planning and internal control for the next 12 months 

• confirm that, in their opinion, the Company has sufficient rights and assets to enable a special 

administrator to manage the affairs, business and property of the Company 

• confirm that, in their opinion, the Company has contracts with any associate company with the 

necessary provisions and requirements concerning the standard of service to be supplied to 

ensure compliance with the Company’s obligations as a water and sewerage undertaker  

• report to Ofwat changes in the Company’s activities, which may be material in relation to the 

Company’s ability to finance its regulated activities 

• undertake transactions entered into by the appointed business, with or for the benefit of associated 

companies or other businesses or activities of the appointed business, at arm’s length, and 

• keep proper accounting records, which comply with Condition F and RAG 5.07. 

These responsibilities are additional to those already set out in the Annual Report and Accounts. 

 

https://corporate.wessexwater.co.uk/our-performance/latest-performance
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Directorships 

The following Directors of the Company are also Directors of the following parent companies in the Group: 

Colin Skellett and David Barclay are Directors of Wessex Water Ltd. Colin Skellett is a Director of YTL 

Utilities (UK) Ltd. 

Francis Yeoh, Hong Yeoh and Mark Yeoh are Directors of Wessex Water Ltd, YTL Utilities (UK) Ltd, YTL 

Utilities Ltd, YTL Power International Berhad and YTL Corporation Berhad. Hong Yeoh and Hann Yeoh 

are Directors of YTL Utilities Holdings Ltd. 
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Accounting disclosures 

Statement on executive pay and performance  

Details of Directors’ remuneration is fully disclosed in the Remuneration Committee report in the Annual 

Report and Accounts. This includes disclosure of the link between pay and performance. To avoid 

duplication this information has not been replicated in the Annual Performance Report.  

Statement as to disclosure of information to auditors 

The Directors who held office at the date of approval of the Annual Performance Report confirm that, so 

far as they are each aware: 

• there is no relevant audit information of which the Company’s auditors are unaware; and  

• each Director has taken all the steps that ought to have been taken as a Director to make themselves 

aware of any relevant audit information and to establish that the Company’s auditors are aware of that 

information. 

Statement on dividend policy for the appointed business 

The dividend policy is to declare dividends consistent with the Company’s performance and  prudent 

management of the economic risk of the business. 

Dividend payments are reviewed and approved on a quarterly basis by the Board after considering both 

current and projected business performance. Whenever a dividend is considered by the Board, a paper is 

prepared by the Finance Directorate which sets out the purpose of the dividend and how it complies with 

the dividend policy. 

In particular, the Board takes into account: 

• the Company’s current and projected performance in delivering the level of service customers 

expect from an efficient water and sewerage company and that where that level of service has not 

been delivered, that customers have been adequately compensated  

• that the Company is delivering the required quality and environmental outputs and making 

sufficient investment in its infrastructure to maintain and, where necessary, increase resilience 

• that the correct amount of tax has been paid 

• that the Company has met any unexpected additional expenditure needs that may have arisen 

during the year to date, as new operational risks emerge 

 

• the level of regulatory gearing and its comparison with Ofwat’s expectations pertaining at the time  

• the sufficiency of distributable reserves. 

The Company will maintain a solid investment grade credit rating at all times. 
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Financial Year 2024 dividends 

The Board take seriously their commitments and obligations to customers and other stakeholders 

(including the environment, communities, employees and pension members) as a supplier of essential 

services.  They also recognise the need to continue to improve performance and the long-term nature of 

the plan to deliver this objective. 

For the 2024 financial year the Board considered a number of factors prior to approval of dividends 

including: delivery of PCs that incorporate incentive based rewards and penalties for AMP7, 

circumstances where performance has not met targets, the ongoing EA and Ofwat investigations into 

environmental performance where the company remains actively engaged with these regulators to resolve 

any remaining issues, and the ability to maintain financial resilience through the remainder of AMP7 in 

line with the review of long-term viability.  

During the year, the Board approved the declaration of £66.5m in dividends (last year - £70.6m) to its 

immediate parent company. This represents a dividend yield of 5.0% on the Company’s regulatory equity 

(last year – 5.4%) as compared to Ofwat’s base yield of 3.0% included in the regulatory settlement.  

Dividend payments in excess of the base dividend yield are to be reflective of current or past 

outperformance versus the final determination. This outperformance can arise for several reasons, such 

as cost savings, strong ODI performance, outperformance of financing assumptions or a combination of 

these. The Board considers outperformance and whether it should be reflected in dividend payments on a 

cumulative basis over the AMP.  

Highlights for 2024 included our performance suggesting we are back on track to receive a 4-star rating 

for the EA’s Environmental Performance Assessment (EPA), being the highest ranked water and 

sewerage company for Ofwat’s customer measure of experience (C-Mex), potential best in industry 

performance under the DWI’s Compliance Risk Index (CRI) measure and the pension scheme returning 

to a surplus position. We also recognise a significant proportion of our outperformance came from 

financing in both 2023-24 (7.6%) and 2022-23 (13.1%), for additional detail on this see page 24. This is 

all whilst increasing asset investment in the year by over 40% to its highest level since privatisation.  

Therefore, as already indicated the Board whilst distributing an aspect of outperformance including an 

element brought forward from the previous year, has retained the majority, recognising the need to retain 

outperformance within the Company to fund future investment. 

 

 FY2024 FY2023 

Base yield 3.0% 3.0% 

Financing 7.6% 13.1% 

Totex -6.1% -5.6% 

Retail -0.5% -0.2% 

ODI (inc C-Mex & D-Mex) -0.5% 0.1% 

Other exceptional items 0.0% 0.0% 

Outperformance yield 3.5% 10.4% 

Actual yield 5.0% 5.4% 
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Further detail relating to the calculation of yields and returns is set out in Table 1F.  

 FY2024 

 £m 

FY2023 

 £m 

Base return 42.1 42.5 

Outperformance 3.6 78.2 

Adjust to current year prices 11.5 24.9 

In year performance nominal 57.2 145.6 

RCV growth from inflation1 49.4 130.4 

In year return available for distribution 106.6 276.0 

Undistributed return brought forward 339.0 115.6 

Adjust to current year prices 67.7 18.0 

Dividend declared -66.5 -70.6 

Undistributed return carried forward2 446.8 339.0 

1 Adjustment to RCV for impact of inflation (CPIH).  

2 Undistributed returns available for future distribution 

Accounting policy note for price control units 

Cost allocations have been prepared in accordance with RAG 2.09 and RAG 4.12 for the definitions for 

the regulatory accounting tables. All costs are recorded in the accounting records by cost centre. Cost 

centres are defined either as a direct department, comprising operational and customer functions, or a 

support department. Direct departments are mostly directly allocated to service activities based on the 

nature of the function, although some costs require apportionment on an appropriate basis. Support 

departments are apportioned across the price controls either based upon a specific analysis of the costs 

or by apportionment by an appropriate cost driver. Once allocated to the appropriate price control the costs 

are then allocated to service activities using an appropriate method. 

Fixed assets directly involved in the activities within each business unit are recorded against that business 

unit using direct allocation per the location or asset type. Where an asset is util ised in more than one 

business unit, the asset is allocated to the business unit of principal use and costs are recharged to other 

different business units on the same basis used to allocate operating expenditure. 

Further detail is provided in the accounting separation methodology statement published on our website 

here. 

Revenue recognition 

Turnover represents income receivable in the ordinary course of business, excluding VAT, for services provided. 

Turnover from contracts with customers is recognised when control of these goods or services are transferred 

to the customer at an amount that reflects the consideration to which the Company expects to be entitled in 

exchange for those goods or services.  

In accordance with RAG 3.14, there is one difference in turnover recognition between the statutory and 

regulatory accounts. This relates to the adoption of IFRS15 whereby turnover has been de-recognised where 

the occupier has consistently not settled their account for a period of four years or more. There are no further 

adjustments between amounts billed (as adjusted by opening and closing accruals) and amounts recorded as 

turnover. 

 

 

https://www.wessexwater.co.uk/corporate/strategy-and-reports/performance/annual-results-2019
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Income related to water and sewerage services is receivable from occupiers of the premises to which services 

are supplied except where a third party has agreed liability for the charges. Where premises are unoccupied or 

where no services are supplied, charges are not raised, income is not receivable and no turnover is recognised. 

Premises that are furnished are considered to be occupied except in exceptional circumstances such as death 

or long-term hospitalisation of the customer. We consider premises undergoing refurbishment or being used for 

storage to be occupied by the owners of the premises. 

If details of the occupier of the premises are unknown, the premises are considered to be unoccupied, no 

charges are raised and no turnover is recognised except where a third party has agreed liability for the charges. 

We do not bill properties speculatively in the name of the occupier. We have processes that seek to determine 

whether properties are occupied that include, but are not limited to, written correspondence, data matching and 

visits. 

Charges that do not represent income receivable in the ordinary course of business are not recognised as 

turnover. This includes charges for the recovery of costs related to court action to recover charges overdue. 

The principles laid out above apply to both new and existing premises. 

Capitalisation policy 

Our capitalisation policy is unchanged from previous years. The capitalisation policy document is owned 

and published internally by the Group Financial Controller and forms part of our governance process and 

procedures. The policy is applied consistently between the statutory and regulatory accounts, in 

accordance with IAS16 Property, Plant and Equipment and IAS38 Intangible Assets. It  includes a 

significant level of detail and includes the following principles. 

Assets are taken to be fixed assets if they are intended for use on a continuing basis over at least three 

years (or two years in the case of internal software developments). Any assets not intended for such use 

are to be charged to the Income Statement. 

Capital expenditure shall be determined as follows: 

• the price paid for the asset together with any costs incidental to the acquisition, eg, identification 

of options and appraisal costs. This may include site preparation, which could encompass 

demolition work 

• the cost of raw materials, consumables, salaries and wages (together with other costs) directly 

attributable to the creation of that asset 

• in addition, the cost of an asset may include a reasonable proportion of costs indirectly attributable 

to the creation of the asset 

• interest paid, for example, on contractors' claims or delayed payment of certificates, may be 

capitalised. 

Bad debt policy 

Expected credit loss policy 

There have been no changes in expected credit loss policy. The value of debt written off in the year was 

£12.6m compared with £14.4m in the previous year. 

Debt is written off for one of four reasons: 

• it is considered or known to be uncollectible 

• it is considered uneconomic to collect 

• older debt is written off by agreement with the customer in return for the receipt of monthly 

payments to pay off current year debt as part of our ‘Restart’ and ‘Restart Plus’ policies  

• write off is ordered by the County Court. In these cases, the court may set payment at a proportion 

of the outstanding debt. When this level of payment is reached the court will instruct that the rest 

is to be written off. 
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Expected credit loss provision policy 

The expected credit loss provision for tariff income at 31 March 2024 was £45.4m compared with £39.3m 

the previous year-end, the increase being due to a deterioration in collectability and the Company’s 

assessment of the current and future economic climate.    

Under IFRS9, expected credit loss provision is forward looking. To estimate expected credit loss various 

categories are selected, such as direct debit, instalments and standing orders and other.  Long-term 

historical collectability profile is used to assess an appropriate level of provision based on these factors 

and any expected general economic effects.  

Trade debtor balance 

There has been an increase in the trade debtor balance from the prior year. The trade debtor at 31 March 

2024 was £94.7m, compared with £91.4m the previous year.  

Ring-fencing certificate 

Licence conditions I (ring-fencing) and K (ring-fencing and disposals of land) require the Company, at all 

times, to ensure that if a special administrator were appointed to manage the regulated activities, that 

administrator would have sufficient rights and assets (other than financial resources) to enable the 

administrator to manage the affairs, business and property of the Company.  The Company is required to 

confirm on an annual basis that it is in compliance with these conditions and, in a certificate of adequacy, 

make suitable sufficiency statements to that effect. 

The Company should also include a statement of the main factors that the Board has taken into account 

when approving the certificate of adequacy.  The certificate should also be accompanied by a report 

prepared by the Company’s auditors stating whether they are aware of any inconsistencies between the 

certificate and either the regulatory accounting statements or any information which they have obtained in 

the course of their work and, if so, what they are.  The Company’s auditors, Ernst & Young, have conducted 

their audit and prepared a separate report as required by paragraph I24, which confirms that no 

inconsistencies were identified between the ring-fencing certificate and either the regulatory accounting 

statements or any information which the Auditors obtained in the course of their work as the Company’s 

Auditors.  The overall Auditor’s report can be found on pages 160 to 168 of this report. An auditor 

assurance statement specific to this ring-fencing certificate has been separately submitted to Ofwat. 

In accordance with the requirements, this is to certify that on 08 July 2024, the Board of Wessex Water 

Services Limited unanimously resolved that, in their opinion, for at least the next 12 months: 

(a) The Appointee will have available to it sufficient: 

a. financial resources and facilities to enable it to carry out the Regulated Activities (including the 

investment programme necessary to fulfil the Appointee’s obligations under the Appointment); 

and 

b. management resources and systems of planning and internal control enabling it to carry out 

its functions under the Appointment. 

 

(b) All contracts entered into with any Associated Company include all necessary provisions and requirements 

concerning the standard of service to be supplied to the Appointee, to ensure that it is able to carry out the 

Regulated Activities. 

The Board has considered a wide range of factors to satisfy themselves that the evidence detailed here is 

sufficient for them to draw the conclusions they have.  This includes the Auditors’ statement regarding the 

Company’s accounts, going concern statement, long-term viability statement, risk and compliance 

statement, and the inputs and assurance processes associated with each.  Each of these has been 

considered in detail by the Audit and Risk Committee, with the appropriate challenge to directors and 

senior managers, before being recommended to the Board for approval. 

The main factors the Board has taken into account, in compliance with the requirements are:  

(a) Financial resources and facilities and in particular consideration of: 

a. the Company’s detailed budget for the year to March 2025; 
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b. the Company’s Final Determination for AMP7 accepted in February 2020; 

c. the Company’s long-term viability statement to March 2035; 

d. the Company’s credit arrangements including its existing borrowing facilities, which include 

significant undrawn bank facilities of £600m; 

e. the Company’s available cash resources and financing strategy including re-financing 

European Investment Bank loans maturing in April 2024 and May 2025; 

f. the Company’s investment grade ratings and compliance with financial covenants; and  

g. the Company’s dividend policy that does not impair the Company’s ability to finance the 

Company. 

(b) Management resources and in particular consideration of: 

a. the management skills, experience and relevant qualifications of key directors and managers, 

including succession planning for key management and staff; 

b. the Company’s recruitment and reward processes and staff engagement including the results 

and learning from the Company’s staff-wide survey; 

c. the quality of management and staff induction, including training and development; 

d. the work of the Company’s diversity and inclusion working group and Environment and Public 

Value Committee; 

e. Board reports, including the regular business performance updates; and 

f. the independence and functionality of the Board and its committees. 

(c) Systems of planning and internal control and in particular consideration of: 

a. the governance framework, delegated authority processes and procedures; 

b. the risk management framework as detailed in the annual report and accounts and associated 

reporting mechanisms; 

c. the internal and external audit policies, processes, activities, and reports; 

d. the systems for maintaining supply, security, incident management and business continuity, 

including relevant action plans; 

e. the restated business ethics and raising a concern policy; 

f. supply chain reviews for compliance with the Utilities Contracts Regulations, Modern Slavery 

Act, Economic Crime and Corporate Transparency Act and Bribery Act;  

g. risk, compliance and other assurance statements; 

h. performance against performance commitments as reported in the annual performance 

summary;  

i. the systems for information assurance and information quality; and 

j. the Company’s ability to meet its legal obligations.  The ongoing investigations by the HSE, 

Ofwat and the Environment Agency are provided under material issues and circumstances 

below. 

(d) Rights and resources other than financial resources and in particular consideration of:  

a. the Company’s social purpose and BEST values; 

b. the resources available from the Company’s in-house engineering and sustainable delivery 

department who deliver the capital programme; 

c. technology and other systems for ensuring appropriate information security and access 

control, reconciliation, other checks, and verifications such as within the Company’s Bravo 

procurement system or the updated regulatory assurance manual; 

d. policies to encourage an integrated approach and ‘systems thinking’ including the Wessex 

Water Marketplace, business continuity, and resilience action plans; and 
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e. planning and asset maintenance systems. 

(e) Contracting and in particular consideration of: 

a. the legal ownership of the Company’s assets; 

b. the status of key contracts in place; 

c. the billing and revenue collecting capability of the Company’s Associated Company, Bristol 

Wessex Billing Services Limited, which provides such services under contract; 

d. transactions between the Company and any Associated Company including the Company’s 

annual RAG5 report; 

e. compliance with licence provisions on cross-subsidies between the Company and any 

Associated Company; and  

f. compliance with licence provisions on guarantees and cross-default obligations requiring 

Ofwat’s written consent. 

(f) Material issues or circumstances and in particular consideration of: 

a. the Company’s continued co-operation with the ongoing investigations into (a) the December 

2020 incident at Avonmouth and (b) flow to full treatment compliance at waste water treatment 

works. 

b. The Board reviews the principal risks throughout the year, the details of our principal risks are 

outlined in our annual report and accounts.  Our risk management framework has an agreed 

risk appetite and tolerance.  This process reviews existing and emergent risks.  Uncertainty in 

relation to the definition of the final PR24 business plan is one such risk. Two other areas of 

material note are climate volatility and cyber threat.   

• The changing climate and extreme weather events despite being unpredictable are 

more frequent.  This impacts our operational delivery and ability to meet regulatory 

outcomes.  The Company’s outcome based approach to regulation will provide more 

focused oversight of operational delivery with more short term flexibility to deliver long-

term outcomes 

• Cyber threats are increasing in both volume and complexity.  The Company has 

further developed its 24/7 cyber-security operations centre which monitors and 

manages cyber risks to its corporate and operational estate. The Company is on 

course to be compliant with the sector specific profile for the EU Network & Information 

Systems (NIS) Regulations for the 2025 deadline. 

Tax strategy for appointed business 

Wessex Water Services Limited is one of the leading water and sewerage companies in England and 

Wales. The Company ensures that all its activities meet the highest legal and ethical standards.   

Attitude towards UK tax planning  

The Company’s approach to tax is fully aligned with the Company’s overall objectives. The Company seeks 

to comply with the spirit and letter of UK tax legislation and claims all tax reliefs and allowances to which 

it is entitled. The Company will consider reasonable tax planning opportunities which are in line with its risk 

appetite. As a general rule, the Company does not enter into complicated structures nor engage in any 

aggressive or artificial tax planning, as it does not believe it is the correct thing to do.  

Due to the size and complexity of the UK tax system, tax is a complicated area and uncertainties will arise. 

Consistent with other business areas, the Company will seek external advice when required.  

Approach to risk management and governance arrangements in relation to UK tax  

The Board is ultimately responsible for the tax strategy and engages with relevant individuals within the 

Company to ensure the tax strategy is implemented and monitored. The Board reviews and approves all 

significant decisions relating to tax and is regularly updated regarding any significant matters relating to 

tax.  
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As a UK regulated business with a significant capital programme, the Company considers obtaining tax 

relief on capital expenditure as a key factor affecting its tax liability. Other factors, such as changes in tax 

legislation or changes in interpretations, may also affect the amount of tax due, compared with what has 

been allowed as part of the regulatory final determination.   

The level of risk in relation to UK tax the company is prepared to accept  

As documented in the Company’s finance policy, the Company adopts a risk averse and cautious approach 

to tax. In addition, tax is included as part of the Company’s risk assessment framework. The overall risk 

framework is monitored by the Company with regular updates provided to the Board.   

Approach towards its dealing with HMRC  

The Company has an open, regular and professional dialogue with HMRC. As part of its Business Risk 

Reviews, HMRC have always regarded the Company as being low risk. The Company is committed to 

maintaining this low-risk status in the long term. The Company believes that its approach to tax and early 

engagement with HMRC on any area of uncertainty are significant factors in maintaining this low-risk rating. 

The Company will also engage with HMRC on industry-wide matters through its membership of Water UK.   

This tax strategy is provided in compliance with the requirements of paragraphs 16(2) and 19(2), Schedule 

19 Finance Act 2016.  

The Company’s tax contribution  

The corporation tax credit on profits arising in the year was £1.6m which all relates to prior year matters. 

The company has not recognised a current year tax charge due to the losses before tax it has generated 

in the year and has therefore paid no corporation tax during the current year. 

The Company is however liable to several other taxes which represent a cost to the business. These taxes 

include employer’s National Insurance contributions of £13.9m, business rates of £20.8m, environmental 

permitting of £6.5m, energy levies and other taxes of £5.0m and fuel duty of £2.2m. 
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Differences between non-statutory and RAG definitions 

The differences between the non-statutory accounts and the regulatory accounting statements are detailed 

below. 

Table 1A – Income Statement 

Explanation of differences between Statutory and Regulatory accounts   

Positive numbers represent increased profit in the Regulatory Accounts £m 

    

Revenue   

Revenue to be re-classified as Other Income in the Regulatory Accounts (2.596) 

Biosolids treated as negative expenditure       (0.625) 

Non-payers excluded from Revenue in accordance with IFRS 15 0.554  

Rental income from appointed assets included with Other Income (0.355) 

  (3.022) 

Operating costs   

Depreciation of previously capitalised customer leakage repairs are excluded in the Regulatory Accounts 
and are capitalised in the Non-Statutory Accounts 0.670  

Biosolids treated as negative expenditure       0.625  

Innovation fund payments    2.116 

Bad-debt provision on revenue treated as non-payers under IFRS 15 excluded from operating costs (0.293) 

Capitalised interest on completed assets is depreciated in the Non-Statutory Accounts. In the Regulatory 
Accounts capitalisation of interest is not allowed 

0.837  

Other operating income shown separately in the Regulatory accounts 3.968 

Other income shown separately in the Regulatory accounts (3.064) 

Depreciation arising on conversion to IFRS on the revaluation of infrastructure assets has 
been dis-applied in the Regulatory Accounts 

5.045  

  9.904  

Other operating income   

Other operating income shown separately in the Regulatory Accounts (3.968) 

  (3.968) 

Other income   

Revenue to be re-classified as Other Income in the Regulatory Accounts 3.064  

Innovation fund payments (2.116) 

Rental income from appointed assets included with Other Income 0.355  

Other income shown separately in the Regulatory accounts 2.596  

  3.899  

Interest expense   

Capitalisation of interest: excluded from Regulatory accounts (15.273) 

  (15.273) 

Taxation   

Deferred tax at 25% on the net adjustments described above 2.115 

  2.115 

Total differences (6.345)  
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Table 1C – Statement of Financial Position 

Explanation of differences between Statutory and Regulatory accounts   

        £m 

Fixed assets         

Infrastructure asset revaluation on adoption of IFRS accounting, after depreciation.  This amount is excluded from 
the Regulatory accounts. 

(634.206) 

Customer pipe repairs, after depreciation, are excluded from the Regulatory accounts (33.717) 

Interest capitalised on asset construction, after depreciation on completed assets.  This amount is excluded from 
the Regulatory accounts. 

(40.013) 

        (707.936) 

Intangible assets 
            

Interest capitalised on asset development, after depreciation on completed assets.  This amount is excluded from 

the Regulatory accounts. 
(1.911) 

  

 

        (1.911) 

Trade and other receivables         

Non-payers’ adjustment which is excluded from the Regulatory accounts. 0.906  

        0.906  

Trade and other payables         

To be shown under Capex Creditor       54.467  

        54.467  

Capex creditor         

From Trade and other payables       (54.467) 

        (54.467) 

Deferred income – G&Cs         

Deferred income on adopted assets to be shown separately   115.440  

        115.440  

Deferred income – adopted assets         

Deferred income on adopted assets to be shown separately   (115.440) 

        (115.440) 

Deferred tax       
  

Deferred tax at 25% on fixed asset and other differences described above 177.315  

        177.315  

Total differences       (531.626) 
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Long-term viability statement 

The Directors have made a long-term viability statement in the Annual Report and Accounts, pages 115-

121, which covers the period to 31 March 2035. To avoid duplication this information has not been fully 

replicated in the Annual Performance Report. 

The Company undertook analysis to 31 March 2035 by reference to several scenarios developed from the 

company Corporate Risk Register, company financial projections and the impact of the regulatory regime. 

The Company’s analysis included scenarios incorporating the published Principal Risks. It also considered 

the impact of low probability and high impact events as well as the impact of adverse scenarios occurring 

concurrently. 

Following these assessments and subject to the appropriate performance of Ofwat’s statutory duties, the 

Directors confirm that they have a reasonable expectation that the Company will be able to continue in 

operation and meet its liabilities as they fall due up to 31 March 2035. 

Infrastructure charges 

This year we recovered £3.3m in infrastructure charges compared to expenditure on offsite reinforcement 

of £4.5m (supply and waste). This is an in-year under recovery of £1.3m, which combined with the brought 

forward under recovery of £8.6m, gives us a cumulative under recovery of £9.8m. 

We expect some variance year on year, as we aim to set infrastructure charges that converge on a 

sustainable, stable level. To date, in accordance with the charging rules, we have been setting 

infrastructure charges exclusively on a forward-looking basis. From the 2025-26 charging year we will be 

setting them looking at both historical recovery and forward plans and so will converge on the appropriate 

recovery rate.   

Where we need to invest, we will be investing not only to enable immediate development, but also to 

enable future planned development. This investment will continue to deliver benefits over the coming 

years. Therefore, we do not think that the short timescale that this information is collected over is the most 

appropriate comparison. 

This year we continued to under recover on wastewater. Resulting in cumulative under-recovery to date 

of £13.0m. This is driven by four large factors: 

• Over 2020-2023 we made significant investment in our North Bristol catchment (Trym Tunnel & 

Frome Valley Relief Sewer). These costs have been fully incurred, but we had planned to smooth 

this impact on customers’ charges, therefore these costs were never fully recovered 

• We have seen specific costly requirements in Weston-Super-Mare to enable development 

• We continue to see increased uptake in our lower tier of infrastructure charge. This is good news, 

as over the longer term this will reduce the amount of surface water in our foul system, and in the 

long run decrease costs. However, in the short-term we still need to invest 

• We have seen a reducing number of wastewater connections over time.  

To this end, we have further increased wastewater infrastructure charges for 2024-25. We have retained 

the discount to continue to incentivize surface water separation and provide cost effective ways for 

customers to connect to our network. 

On water supply revenue remains close to expenditure, in the year we over recovered by £0.3m, resulting 

in an over recovery to date of £3.2m. 

This is due to a backdrop of reducing leakage and more water efficient new homes resulting in supply 

connections are not requiring as much additional network reinforcement. We do not expect this to continue 

indefinitely and can see multiple investment needs arising over the coming years, as set out in our 2025-

30 business plan.  
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Transactions with associates and the non-

appointed business 

Transactions to be disclosed 

Services provided by appointee to associated companies: 

 

Associate company Service provided 
Turnover of 

associate £m 
Terms of supply 

FY2024 
£m 

Wessex Water 
Enterprises Ltd 

Transport, accommodation, 
insurance, laboratory, 
central services (no 
individual transaction more 
than 0.5% of turnover) 

45.9 
Actual costs plus 
overhead allocation 

2.737 

Wessex Water 
Enterprises Ltd 

Treatment of imported 
organic waste 

45.9 Commercial terms 4.446 

Wessex Water 
Enterprises Ltd 

Sale of biogas 45.9 Commercial terms 3.691 

GENeco Ltd 
Access to sludge digestion 
process 

3.2 Commercial terms 0.383 

Bristol Wessex Billing 
Services Ltd 

Information systems, 
transport, insurance, staff 
costs 

18.5 
Actual costs plus 
overhead allocation 

1.486 

Bristol Wessex Billing 
Services Ltd 

Senior management team 18.5 Actual costs 0.036 

Wessex Water Ltd Corporate charges 29.6 
Cost allocated by time 
allocation 

1.178 

Gainsborough Hotel 
(Bath) Ltd 

Central services, laboratory 
sampling and building rental 

7.8 
Actual costs/market 
rental 

0.167 

Turnbull 
Infrastructure & 
Utilities Ltd 

Project management and 
engineering support  

30.3 
Cost allocated by time 
allocation 

1.022 

Water 2 Business Ltd 
Legal, insurance, transport, 
and information systems 
services  

245.6 
Actual costs plus 
overhead allocation 

0.473 

Water 2 Business Ltd 
Wholesale water and 
sewerage for non-
household market  

245.6 Regulated tariff 77.131 

YTL Developments 
(UK) Ltd 

Project management, 
environmental 
investigations, management 
and engineering and back-
office support 

23.4 Actual costs 0.604 
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Services provided to appointee by associated companies: 

 

Associate company Service provided 
Turnover of 

associate £m 
Terms of supply 

FY2024 
£m 

Bristol Wessex Billing 
Services Ltd 

Billing services 18.5 Benchmarked 12.910 

Bristol Wessex Billing 
Services Ltd 

Project support 18.5 Actual costs 1.457 

Wessex Water 
Enterprises Ltd 

Supply of electricity 45.9 Other market testing 2.796 

Wessex Water 
Enterprises Ltd 

Supply of heat 45.9 Other market testing 0.534 

Wessex Water 
Enterprises Ltd 

Project management and 
other staffing costs 

45.9 Other market testing 1.402 

Wessex Water Ltd Directors’ services 29.6 Actual costs 0.607 

Xchanging Malaysia 
Sdn Bhd 

IT services MYR~800m 
Competitive letting and 
market testing 

0.448 

YTL Communications 
Sdn Bhd 

IT services MYR~40m 
Competitive letting and 
market testing 

0.258 

 

Financial transactions 

Dividends declared by the appointee to Wessex Water Ltd are disclosed in note 10 to the Annual Report 

and Accounts. 

The appointee was charged £172.4m (2023: £127.3m) of interest by its subsidiary company Wessex Water 

Services Finance Plc in relation to the proceeds of Bonds issued by that company, that were lent to the 

appointee under the same terms as the Bonds. The Bonds are shown in note 18 to the Annual Report and 

Accounts. 

The appointee acquired assets of £0.7m (2023: £0.4m) on behalf of Wessex Water Enterprises Ltd and 

transferred those assets to that company. 
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Current tax analysis 

The UK corporation tax on Table 1A is a credit of 1.6m. 

Loss before tax and fair value movements was £51.7m which at the standard tax rate of 25% derives an 

expected tax credit of £12.9m. The actual tax credit of £1.6m is £11.3m different from £12.9m. The main 

reconciling items are explained as follows: 

-47.6m capital allowances in excess of depreciation 

-4.9m pension tax relief in excess of accounting charge 

+0.8m permanent disallowable expenditure 

+64.7m current year tax losses 

-1.6m prior year adjustment 

-0.1m other 

--------- 

11.3m 

The Company does not expect to sell any losses to other group companies. Should it do, losses would be 

sold at the tax rate applicable for the period in question. On the basis that no fair value gains or losses are 

reported, there are no corresponding tax adjustments.  

Current tax reconciliation 

The corporation tax credit of £1.6m relates solely to prior years. The current year current tax credit of £0.0m 

is £7.8m lower than the £7.8m tax charge allowed in the price limits. The main reconciling items are 

explained as follows: 

-46.9m lower profit before tax of £187.5m at 25% 

+13.4m lower add back for depreciation 

-5.0m higher tax relief on pension payments 

+3.3m no debt gearing adjustment 

+3.8m capitalised interest adjustment 

-43.4m lower capital allowances deduction 

+63.2m current year losses  

+3.8m other adjustments (including rate change) 

--------- 

-£7.8m 

The current year tax charge has been affected by the availability of the full expensing regime for capital 

expenditure. As this measure has now been made permanent, it is expected to have a significant impact 

on future current tax charges.  
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Interest 

The overall interest charge of £205.081m comprises interest expense in Table 1A.7 of £204.981m and 

Interest on net defined benefit assets/liabilities in Table 1A.8 of £0.100m. 

 £m 

Interest charged on bonds 172.366 

Interest charged on term loans, revolving credit 
facilities and leases 

32.615 

Sub total 204.981 

Other financing costs  0.100 

Total 205.081 

Analysis of debt 

Total borrowings of £2,969.2m (2023: £2,916.7m) are consistent across both Tables 1E and 4B. A 

summary breakdown is shown in 1E and a detailed breakdown in 4B. 

Financial derivatives 

Not applicable. 

Financial flows  

The purpose of Table 1F is to provide full transparency of the financial flows to investors. It looks at how 

the actual performance of the Company supports the financial flows and compares it to what was assumed 

by Ofwat under the notional structure at the last price review. 

All financial values are stated at 2017-18 prices for comparison with the last price review. 

We have used the base returns, RCV and equity figures published by Ofwat and made no amendments.  

Financial performance 

Our gearing of 69% remains above that assumed in the notional structure, but under the threshold that 

triggers the gearing outperformance sharing mechanism (GOSM). We expect this to be the case 

throughout the price control period. Gearing has increased since last year, as we: 

1. continue to feel the impact of above inflationary input price pressures, and 

2. catch up investment delayed at the start of the period due to Covid-19. 

This year we continue to see outperformance on the cost of debt, with a real cost of debt 0.9% lower than 

assumed in the final determination, this results in a c£21m benefit on the actual financial structure.  

This is due to our limited exposure to index linked debt while inflation remained high. As inflation falls, with 

the lagged indexation date on index linked debt and recent new debt issuances we would expect this to 



Wessex Water Services Ltd 25 

Section 1: Regulatory financial reporting 

Version 1 – July 2024 

reduce.  

This year following the introduction of full expensing of capital expenditure we are seeing substantial tax 

benefits, which can be utilised in future years. This results in a total tax benefit of c£56m.  

Further detail around our tax performance in our tax reconciliation and narrative on page 26.  

We have no hedging instruments and no group relief to report.  

Operational performance 

We discuss our performance over these areas in detail in the individual narrative sections.  

We recorded a totex underperformance in year of c£66m after sharing. This is due to significant input price 

pressures over CPIH in the year and increasing maintenance costs over time. There is still some 

substantial uncertainty around the remaining capital programme, and we remain hopeful that we will realise 

savings later in the price control period. We will continue to deliver improvements that are in the best 

interests of our customers and present this at PR24.  

We have included the 2022-23 reward of £1.8m C-MeX and D-MeX as published. We expect to continue 

our strong performance in both these measures for 2023-24, but no allowance is currently made for this.  

On retail we are showing a continued underperformance of -£6m this year that we discuss in the retail 

narrative on page 36. This has increased from last year driven by the increased provision for doubtful debts 

arising through the cost-of-living crisis.  

We have included the company share of land sales as disclosed in table 2L and calculated as per the 

PR24 reconciliation model, within the exceptional items. This is the only contributing factor to this value.  

Dividends and retained value 

This year we have paid dividends of £53m (2017-18 prices), a yield of 4.97% on actual equity. We have a 

flexible dividend policy that ensures that we are paying dividends that are sustainable and supported by 

our overall financial performance. This is reviewed annually to ensure that we are paying the appropriate 

dividends, that these relate to our performance, and that we remain financially viable.  
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Section 2: Price review and other 

segmental reporting 

Land sales  

During the year three plots of land were sold with total net proceeds of £774k. None of these 

were above the threshold for reporting such disposals to Ofwat. There were no qualifying 

disposals.  

Retail 

The table below shows actual retail operating costs as detailed in Table 2C, against those 

assumed in Ofwat’s Final Determination in 2019.  

  Actual (£m) Allowed (£m) 

Household Retail 36.8 29.3 

Retail: household  

This year our retail operating costs were higher than those set at the PR19 final determination. 

This is an increase of £6.0m when compared to last year’s result of £30.8m. This includes the 

effects of: 

• a £5.1m increase in doubtful debt costs to reflect the remaining uncertainty surrounding 

the impact of high inflation and unemployment rates on household disposable incomes 

combined with higher customer bills 

• a £1.2m increase in doubtful debts costs relating to the impact of increased tariff rates 

• Staff pay awards reflecting an increase of 7.2% effective 1 April 2023 

• Ongoing business process changes and efficiencies. 

We continue to expect to generate efficiencies, in both debt collection and customer service 

expenditure by implementing a new billing system over the coming years. 

Alongside this our service continues to be amongst the best in the industry. The Consumer 

Council for Water (CCW) published data showing that, for the thirteenth year in a row we continue 

to receive the lowest number of written complaints (per 10,000 connected properties) of any water 

and sewerage company. We also achieved the top ranking of water and sewerage companies in 

the customer measure of experience (C-MeX). 

Retail: non-household 

We no longer operate in the retail non-household market. 
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Wholesale revenues 

In 2023-24 we recovered £529.1m wholesale revenue against a final determination allowance of £545.5m; a shortfall of 3%. 

A breakdown of the variance against the final determination is shown in the table below. 

Wholesale Revenues - Summary 

Item Units 
Water 

resources 
Water 

network+ 
Wastewater 

network+ 
Bioresources Total 

Revenue cap  £m £22.8 £181.3 £307.0 £34.5 £545.5 

Revenue Recovered  £m £21.9 £171.5 £301.5 £34.2 £529.1 

Revenue imbalance  £m -£0.8 -£9.8 -£5.5 -£0.3 -£16.4 

Revenue imbalance (% of 
cap) 

% 
-3.7% -5.4% -1.8% -0.9% -3.0% 

 

All wholesale price controls are showing a revenue under-recovery. The main drivers of this under-recovery is lower than 

expected consumption, both for households and non-households and a reduction in developer services activity.  Each is 

discussed in turn. 

Household consumption 

Household consumption has continued to fall in 2023-24 as illustrated below. We consider this could be attributable to a 

number of factors: 

• A return to pre-pandemic behaviours, such as a sustained return to workplaces 

• The success of campaigns we run to encourage customers to use less water 

• Sustained behavioural change since the cost-of-living crisis and energy price rises, meaning customers are focused 

on saving water, saving money and also through reducing the use of heated water. 

Average residential measured water consumption 

 

Non-household consumption 

Non-household consumption has continued to increase in 2023-24 as illustrated below.  Although 

consumption has risen, we had forecast in our charges a return closer to pre-pandemic levels, this has not 

been the case. This is likely due to the economic slowdown as a result of the cost of living and energy 

crises.   
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Non-household measured water total consumption 

 

 

Developer services activity 

There has been a shortfall on Developer Services revenue against our charges forecast and this is due to a reduction in 

activity and new connections undertaken by us in the year, as is illustrated below. This is due to increase competition in this 

space, as NAVs continue to gain significant market share as well as a slowdown due to the macroeconomic circumstances 

and legislative position, i.e. nutrient neutrality.  

Number of new connections (APR 4Q.3) 

 

Social tariffs 

The Company continues to offer a range of social tariffs at varying levels of support to ensure that those in need receive the 

assistance that they require. A breakdown is given in the table below. 

Social tariff customer numbers 2023-24 
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We have seen an increase in numbers on all three social tariffs during 2023-24. Our performance on each tariff is reviewed 

in detail below. 

Assist 

 

Assist customer numbers AMP summary 

  Unit   2020-21   2021-22   2022-23   2023-24  
 2024-25 
forecast  

AMP 
total 

forecast 

Actual/updated 
forecast 

nr  935   1,244   1,770   3,152   1,800   8,901  

Business plan 
forecast 

nr  900   900   900   900   900   4,500  

Variance nr  35   344   870   2,252   900   4,401  

 

2023-24 has been our strongest year to date this AMP for adding customers onto Assist and we forecast 

this performance to continue for the remainder of the AMP. This outperformance is achieved mainly 

through the delivery of the initiatives set out in our vulnerability strategy, Every Customer Matters.  

 

Although we may have expected the financial impact of Covid and the cost of living crisis to drive up 

volumes further on the tariff in 2020-21, 2021-22, and 2022-23 this had not been the case. We documented 

the reasons why Covid didn’t drive up volumes in previous years’ commentary. Our debt advice partners 

are now supporting pre covid numbers of customers to apply for our schemes.  

 

We previously set out (22-23) that we expected a further uplift in help needed from customers due to the 

cost of living crisis and had put measures in place, working with our expert advisors and partners to deliver 

this help. We consider this is apparent in the 23-24 figures above. 

 

We recognise there are a number of factors impacting customer uptake of our Assist support.  For 

example, during 2023-24, there has been some protection due to the cost of living payments provided via 

energy companies and Councils. And for many customers, dealing with debt is the last thing on their minds 

while they are living in moments of crisis. 

 

To counteract some of the challenges, raise awareness and increase uptake of our support we have 

continued to put additional initiatives in place. 

 

Extra debt advice funding 

We injected an additional £160,000 into the sector. This funded 7 new projects which were a mix of 

additional debt advisor training courses, funding more advisor roles and hours, establishing new cost-of-

living advisor roles, and funding presence in warm spaces and other outreach.  

 

Fast Track Assist 
We launched a new approach for our main social tariff, Assist during 2022-23. We made it easier and 

quicker to access the large discounts that Assist can provide. When a customer gets in touch, we will apply 

Customer numbers Unit Assist WaterSure 
Discount for 
Low Income 
Pensioners 

Total 

Business plan forecast nr 16,513 11,116 50,177 77,806 

Actual nr 19,948 9,228 26,454 55,630 

Variance nr 3,435 -1,888 -23,723 -22,176 
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a discount of 50% immediately to their bill if Assist is felt to be the best option for their circumstances. They 

will then be asked to seek debt advice and once that has been done and we understand the correct level of 

discount needed, we will adjust the Assist band and backdate if required. We will only backdate in favour of 

the customer, not the other way around. This approach should give customers more peace of mind and our 

debt advice partners longer to carry out their holistic assessment. We continue to offer this support 

although now that agency numbers are increasing we may review the scheme. 

 

Promotional activities 

Affordability messaging is already very prominent on bills, in billing associated literature, on our website 

and we continually promote our support via our magazine, e-news articles and through more than 300 

partners. In addition, we have: 

• Increased the messaging on our bills and on our website to highlight next year’s expected bill rise, 

how customers can get help paying their bills and how they can also save water to save money 

• Carried out targeted social media messaging across our region using a cost of living/struggling to 

pay message which has been very successful 

• Provided promotional flyers in parent packs given out in Chippenham 

• Hospital Magazine Advertising 

• A page within a schools magazine we provided to Chippenham Schools 

• Advertised on petrol pumps in deprived areas of our region 

• An article in Kidney Matters magazine 

• Included a double-spread cost-of-living article in our own Autumn magazine 

• Promoted affordability support to Wessex Water colleagues, their friends, and family during Talk 
Money Week 

• Funded some Public Living Rooms in council areas and provided promotional flyers. Public living 
rooms are safe, warm spaces set up in community centres, church halls, and some cafes where hot 
drinks, phone charging facilities, and internet connection are provided for those most in need 

• Encouraged and enabled our many partners to promote our schemes through our PartnerHub post. 

 

Building new partnerships 

• Utilised our data share partnership with North Somerset Council to auto enrol customers on to 

Discount for low income pensioners 

• Introduced care leaver Assist, giving a 90% bill reduction to those leaving care and becoming bill 

payers for the first time 

• Working with Kidney Care UK to raise awareness of our schemes through a variety of ways 

• Directly referring our customers to Money Wellness for debt advice through a web portal and with 

consent are able to receive customer data back and support them with the right scheme. 

 

Simple application process 

We are pleased that following one of the recommendations of our CCW affordability review pilot (All water 

companies should operate a simple application process that covers all support schemes) we launched a 

new help with your bills eligibility calculator. This is now live on our website.  

 

Future forecasts 

We expect to see an increase in numbers on our tariffs as all of the government support fully unwinds and 

the cost of living increases really start to impact household finances. We will continue to engage closely 

with our partners and expert advisors and are ready to flex our suite of support as and when required. We 

will also introduce further data shares and auto-enrol customers onto schemes where we can. 
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We believe our change to Assist, data sharing with councils, promotional activity, and improvements to the 

customer journey will all have a positive impact on the growth in Assist throughout 2024-25.  

 

WaterSure  

 

WaterSure customer numbers AMP summary 

  Unit   2020-21   2021-22   2022-23   2023-24  
 2024-25 
forecast  

AMP 
total 

forecast 

Actual/updated 
forecast 

nr  883  -134   287   681   396   2,113  

Business plan 
forecast 

nr  700   700   700   700   700   3,500  

Variance nr  183  -834  -413  -19  -304  -1,387  

 

We are behind our forecast for WaterSure this year. During 2020-21 we were more generous in the time 

given to customers to renew. A return to our normal renewals process had a knock-on impact into 2021-22 

as more customers were removed from the scheme than we would expect in one year. This settled down in 

2022-23 as we caught up with the backlog and saw a slight uplift in the numbers on the tariff. In 2023-24 

we have faired much better almost reaching our business plan forecast. 

 

We made some changes to our WaterSure process during 2022-23 to make it easier for customers to 

renew. We introduced a lighter-touch renewal process, including a new online self-service form. We believe 

this accounts for the positive uptake in the scheme this year. 

 

Future forecasts 

We hope that the changes we have made to simplify our process will continue to benefit us in 2024-25 and 

lead to an increase in the overall volume of customers on the tariff. We are also going to move to a self-

declaration approach for those applying due to a medical need. This should remove some of the barriers 

these customers face when applying for the scheme. We are also going to start using our data share with 

the DWP to re-confirm customer eligibility removing the need to rely on a customer response.  

 

Discount for Low Income Pensioners 

 

Discount for Low Income Pensioners customer numbers AMP summary 

  Unit   2020-21   2021-22   2022-23   2023-24  
 2024-25 
forecast  

AMP 
total 

forecast 

Actual/updated 
forecast 

nr  1,432   648   1,268   4,630   6,000   13,978  

Business plan 
forecast 

nr  7,000   7,000   7,000   7,000   7,000   35,000  

Variance nr -5,568  -6,352  -5,732  -2,370  -1,000  -21,022  

 

We have seen a significant increase in customers added to our Discount for Low Income Pensioners this 

year and much greater than the rest of the AMP. However, we have still fallen short of our targets. Our data 

share with the DWP and Councils has helped but we hadn’t taken into account how many customers 

organically are removed from this scheme. Our data share with North Somerset Council helped us to add 

1,900 customers to the scheme. 

 

Future forecasts 
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We continue to send data to the DWP and auto-enrol matched customers onto our scheme. We are 

exploring data sharing with the other councils across our region.  

 

Comment from CCW 

 

One of the requirements of the performance commitment is to provide a comment from CCW on the quality 

of the Company’s efforts to target financial support. CCW provided the following: 

 

“It’s vital the financial support offered by water companies is well targeted to reach those who need it most 

which is why we support Wessex Water's continued efforts to help customers manage their bills, including 

making it quicker and easier for people to move to their Assist tariff.  

  

We know many low-income customers don’t expect to receive financial help from their water company so 

it’s great that Wessex is working in partnership with organisations to help identify people who might benefit 

from assistance. People should find getting help if they're struggling to pay straightforward, so shouldn't 

hesitate to contact Wessex if they need help.” 

 

Biennial report 

 

Another requirement of this performance commitment is to publish a report at least biennially which 

includes an analysis of the percentage of customers who receive affordability support via social tariffs who 

continue to pay their bill in full or in part, along with proposals for any changes that could improve the 

payment rate among customers.  

 

To fulfil this requirement we present information to our expert Vulnerability Advisory Panel (VAP) each year 

and seek their endorsement for this along with other data, proposed changes to our schemes and 

initiatives to raise awareness and increase uptake of our support. 

 

We also include this information in our vulnerability strategy, Every Customer Matters, updated and 

published each autumn following endorsement by our VAP. We share our strategy document more widely 

with stakeholders including via our PartnerHub. A copy of Every Customer Matters can be found on our 

PartnerHub website. 

 

Detail on social tariff performance can be found throughout the document. 

 

Summary 

 

In summary, it has been our strongest year of this AMP for social tariff growth, mainly due to our efforts to 

support customers through our main social tariff, Assist, where customer growth has exceeded targets.  

There are however a number of factors to consider when reflecting on the AMP to date and the next year, 

including the impacts of COVID, cost of living, inflation, behavioural and consumption trends.  In addition, 

not being able to re-calibrate the PC target at the start of the AMP has meant we have been challenged 

with a level of unforeseen ‘catch-up’ and it is therefore likely that we will remain in penalty for the final year 

of the AMP.       

 

Our proposed outcome of removing all customers from water poverty by 2030 should be a more effective 

measure of our efforts to support customers which is less impacted by factors such as price determinations 

and inflation.  

 



Wessex Water Services Ltd 40 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 

 

 

 

 

 



Wessex Water Services Ltd 41 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 



Wessex Water Services Ltd 42 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 



Wessex Water Services Ltd 43 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 



Wessex Water Services Ltd 44 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 



Wessex Water Services Ltd 45 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 



Wessex Water Services Ltd 46 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 



Wessex Water Services Ltd 47 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 



Wessex Water Services Ltd 48 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 



Wessex Water Services Ltd 49 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 



Wessex Water Services Ltd 50 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 

 



Wessex Water Services Ltd 51 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 



Wessex Water Services Ltd 52 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 

 

 

 

 

 

 

 

 

 



Wessex Water Services Ltd 53 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

  



Wessex Water Services Ltd 54 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 

  



Wessex Water Services Ltd 55 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

  



Wessex Water Services Ltd 56 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 

  



Wessex Water Services Ltd 57 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 



Wessex Water Services Ltd 58 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 



Wessex Water Services Ltd 59 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 



Wessex Water Services Ltd 60 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 



Wessex Water Services Ltd 61 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 



Wessex Water Services Ltd 62 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 

 

 

 

 



Wessex Water Services Ltd 63 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 



Wessex Water Services Ltd 64 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 



Wessex Water Services Ltd 65 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 

 

 

 

 



Wessex Water Services Ltd 66 

Section 2: Price review and other segmental reporting 

Version 1 – July 2024 

 

 

  



Wessex Water Services Ltd 67 

Section 3: Performance summary 

Version 1 – July 2024 

Section 3: Performance summary 

Outcomes 

2023-24 was one of the wettest years on record and inevitably this affected many of our operations. The 
high rainfall resulted in a significant increase in storm overflow discharges, as well as more sewer flooding 
and minor pollution incidents. We take this deterioration in our performance very seriously.   
 
We need to continue to build our resilience to the rapidly changing climate as seen this year. We are 
investing £3 million a month on storm overflows. We have deployed monitors on every overflow to guide 
our priorities and we are working at pace to deliver both asset and nature-based solutions to protect 
properties and waterways as well as to provide better information to users of our coastal and inland 
waters.   
 
While the conflicts in Ukraine and Gaza as well as difficult economic conditions in the UK continue to put 
pressure on costs and availability of key plant and materials, we delivered all regulatory outputs in the 
year.  
 
We were also pleased to be placed first of the water and sewerage companies for C-MeX and see strong 
growth on our social tariff offering, demonstrating our continuous improvement approach toward customer 
support and service. 
 
We continue to work hard to manage these risks and limit the impact on meeting our obligations to 2025. 
 

Summary of performance 

Category  
Target met or 

exceeded 

Target not met - 

within deadband 
Target not met No target  Totals 

Common PCs 6 2 5 2 15 

Bespoke PCs 23  8  31 

Totals  29 2 13 2 46 

 

Most notably, we did not meet targets for seven of the 15 common PCs in 2023-24.  
 
Two were within dead bands and did not incur any underperformance payments – Water quality 
compliance (CRI) and Treatment works compliance. 
 
The remaining five common PCs not meeting target: 
 
Leakage – we have seen a reduction from the high levels in 2022-23, but the impact of the three-year 
average calculation means for the first time in the AMP we have missed our reduction target.  This will also 
affect next year’s reduction and we do not expect to meet the target in the final year. 
 
Per capita consumption – the effects of covid at the start of the AMP saw people at home and using more 
water.  Year-on-year this has reduced but the three-year average calculation has meant four years of 
missed reduction targets.  We expect to continue the downward trend in consumption in 2024-25 and meet 
the three-year end of AMP reduction target. 
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Water supply interruptions – we have exceeded tightening targets in the last three years and, bar a 
single, significant burst in the closing month of 2023-24, were forecast to meet our target again. With 
processes established to respond quickly and restore supplies we expect to meet the final year’s target. 
 
Pollution incidents – self-reporting levels remain very high, and we had just one serious pollution 
(category 2) incident reported in 2023.  However, we saw a further increase in the number of minor 
(category 3) incidents reported as a result of exceptional rainfall levels, power outages and asset failures, 
as well as the identification of additional incidents through increased monitoring.  
 
Internal sewer floodings – 2023-24 is the first year that we have not met target this AMP with a significant 
increase in inadequate capacity related incidents in the year. Whilst this is the result of extremely wet 
weather that has characterised 2023, we will build more resilience into our system. 
 

We have provided additional technical detail to support our reported out- and underperformance payments in the Section 3 

commentary document covering tables 3A – 3I.  
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Outcome: Affordable bills 

The four PCs that make up our affordable bills' outcome are all bespoke commitments. 
 
Ensuring effective billing of all properties in our region leads to fairer charging and lower bills for customers 
already being billed. 
 
Supporting low-income customers and making charges more affordable for them has never been more 
important as the cost-of-living crisis continues.  

A1– BILL REDUCTION TO CUSTOMERS ON SOCIAL TARIFFS       
(£ total per year) 

TARGET 23/24 
80,858 

ACTUAL 23/24 
76,567 

PREVIOUS YEAR 
72,723 

 
The total bill reduction to customers on social tariffs per 10,000 households has risen again in the year 
from £72,723 to £76,567.  
 
2023-24 has been our strongest year to date this AMP for adding customers to our Assist tariff, largely 
because of the delivery of the initiatives set out in our vulnerability strategy, Every Customer Matters. While 
we have not met targeted numbers for our Discount for low-income pensioners and WaterSure, we have 
again seen an increase in customer numbers. 
 
This has not, however, led to the targeted reduction in bills due to reduced consumption and therefore 
reduced savings, and the effect of the differences in Pension Credit rates. 
 
Our underperformance this year has resulted in an underperformance payment of £55,783. 
 
 

A2 – SUCCESSFUL APPLICATIONS FOR FINANCIAL ASSISTANCE (nr) 

TARGET 23/24 
2,300 

ACTUAL 23/24 
2,732 

PREVIOUS YEAR 
2,474 

 
The numbers of successful applications increased again in 2023-24. 
 
Although we may have expected the financial impact of the cost-of-living crisis to drive up volumes on the 
tariff this has not been as high as expected. We are still expecting a further uplift in demand due to the 
cost-of-living crisis and have put measures in place, working with our expert advisers and partners.  
 
The incentive for this PC is reputational. 
 
 

A3 – VOID SITES (% of households) 

TARGET 23/24 
2.00 

ACTUAL 23/24 
1.59 

PREVIOUS YEAR 
1.72 

 
Reducing the number of void sites, which are occupied but not billed, ensures that all customers are 
charged fairly for their usage. The number of household properties classified as void dropped in 2023-24 to 
1.59% of the total number of household properties. 
 
Ongoing activities to reduce void sites continues with initiatives such as:  

• Land Registry searches to identify owners of void properties with consumption >10m3 

• review of shared occupancy data with Bournemouth Water 
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• increased number of void visits, and the introduction of void profiling enabled selection of the most 
effective void strategy by postcode area.  

Introduced in 2023-24, where a void property is reported as demolished, a review of the council tax 
database is carried out and if the property is also showing as deleted there, the property is no longer 
included within the overall void count. 
 
Our performance in 2023-24 earned an outperformance payment of £791,710. 
 
 

A4- GAP SITES (nr) 

TARGET 23/24 
112 

ACTUAL 23/24 
54 

PREVIOUS YEAR 
115 

 
Reducing the number of gap sites, which are occupied but not billed, ensures that all customers are 
charged fairly for their usage. This year’s final number of 54 gap sites is a drop in performance from 
previous years. 
 
In the closing months of 2023-24 work commenced in collaboration with a cross-border wholesaler to look 
at potential gap sites and how the data that is shared between companies can be improved. It is 
anticipated that a number of gap sites may be identified for waste services within the shared area, and 
these will be rectified in the reporting year 2024-25. 
 
We underperformed this PC in 2023-24, incurring a payment of £15,080.  
 
 

Outcome: Excellent service for customers 

Two of the three PCs – C-MeX and D-MeX – are common metrics for the industry. 
 
Our customers and communities are at the heart of our business, and we aspire to excellent customer 
service and continuous improvement. 
 
 

X1 – C-MEX (customer measure of experience)  

TARGET 23/24 
- 

ACTUAL 23/24 
81.77 

PREVIOUS YEAR 
82.99 

 
C-MeX is Ofwat’s lead measure for household customers and in 2023-24 we scored 81.77 (score out of 
100).  
 
Despite a reduction in score from last year, our placing improved and we came second of all 17 water 
companies and first of the water and sewerage companies. 
 
 

X2 – D-MEX (developer measure of experience) 

TARGET 23/24 
- 

ACTUAL 23/24 
90.21 

PREVIOUS YEAR 
89.89 

 

 



Wessex Water Services Ltd 71 

Section 3: Performance summary 

Version 1 – July 2024 

D-MeX is a measure of developer services customer satisfaction.  Our score in 2023-24 increased for the 
fourth year in a row demonstrating our commitment to continuous improvement however our relative 
performance to other companies has deteriorated. We were placed seventh of the 17 companies and the 
fifth water and sewerage companies.  Company scores are much closer this year with just a marginal 
difference of 1.68 between our score and the leading company. 
 
Both measures of experience PCs have a financial incentive and Ofwat will determine our 
out/underperformance payment based on comparative industry performance. 
 
 

X3 – VALUE FOR MONEY (%) 

TARGET 23/24 
83 

ACTUAL 23/24 
67 

PREVIOUS YEAR 
79 

Only 67% of customers felt we provided good value for money and although we are disappointed, we are 
not surprised. 

The water sector has been constantly in the spotlight regarding sewer overflows, profits and executive pay, 
environmental performance, and an overall impression of under-investment. We also had a significant bill 
rise in 2023-24, driven by higher inflation, during an ongoing and challenging cost-of-living crisis. Although 
we have significant support in place for customers who are struggling to afford their bills and/or repay their 
debt, any price rises are unwelcome.  

The recent Customer Spotlight research report published by CCW shows that trust, value for money 
perception and satisfaction levels have fallen significantly across the whole industry. 

This PC has a reputational incentive. 
 

Outcome: Better relationships with customers and communities 

Priority services for customers in vulnerable circumstances is a common metric across the industry to 
ensure minimum standards for all companies for the number of households registered on the Priority 
Services Register (PSR), and for continuous review of data held. 
The PC measures the PSR reach, the percentage of households where contact has been attempted over a 
two-year period and the percentage where contact has been successful in that period.  The incentive is 
reputational. 
 

C1 - PRIORITY SERVICES FOR CUSTOMERS (%) 

TARGET 23/24 
6.0 

ACTUAL 23/24 
9.1 

PREVIOUS YEAR 
6.1 

 
We have increased the number of households on our Priority Services Register by 49% in 2023-24, largely 
through:  

• the delivery of the various initiatives set out in Every Customer Matters, our vulnerability strategy 

• the two-way data share we had in place with energy Distribution Network Operators (DNOs) and 
Dorset and Wiltshire Fire Service 

• streamlining processes for sign-ups by our colleagues over the phone and while out visiting 
customers’ homes.  
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C1 - PSR ATTEMPTED CONTACT IN 2 YEARS (%) 

TARGET 23/24 
90.0 

ACTUAL 23/24 
98.2 

PREVIOUS YEAR 
90.8 

 
 
 

C1 - PSR MADE CONTACT WITHIN 2 YEARS (%) 

TARGET 23/24 
35.0 

ACTUAL 23/24 
58.5 

PREVIOUS YEAR 
54.8 

 

Companies need to keep their Priority Services Register up to date so it accurately reflects 
the needs of customers through regular contact with those customers who have been on 
the register for two years or more. We have also exceeded the target for these two 
elements with 98.2% attempted contact with customers, and 58.5% actual contact versus 
the targets of 90% and 35% respectively.  
 
 
 

C2 – DELIVERING FOR CUSTOMERS IN VULNERABLE CIRCUMSTANCES 

TARGET 23/24 
Maintain 

ACTUAL 23/24 
Maintained 

PREVIOUS YEAR 
Maintained 

 
As of 31 March 2024, we have a certification of compliance for both the British Standard for Inclusive 
Service Provision (BS18477) and the Customer Service Excellence Award. The incentive is reputational. 
 
The auditor of BS18477 stated: “The company's ongoing ambition that 'Inclusion - a constant quest' is 
clearly seen in the diversity of partnerships, and quest to ensure vulnerable customers are identified and 
included on the PSR.”  
 

The auditor for the Customer Service Excellence award summarised that: “Wessex Water 
continues to show its commitment to excellent customer services and continuous 
improvement and a truly customer centric culture.” 
 
 

C3 – CHILDREN/STUDENTS ENGAGED (nr) 

TARGET 23/24 
24,370 

ACTUAL 23/24 
14,950 

PREVIOUS YEAR 
8,916 

 
The original target for this PC was based on figures that included assemblies and other public 
engagements. The definition of the Performance Commitment states that we can only count students up to 
age 18 and groups of up to 30 with a minimum of 20 minutes engagement and therefore it is not possible to 
meet the annual target of 24,370.  
 
Informing and inspiring our next generation of customers is the priority of our Education Services team. We 
are very pleased to see that the number meeting the PC definition has increased again this year, and we 
continue to work hard to promote the education service through our website, targeted emails, word-of-
mouth, and public events. 
 
The incentive is financial with an underperformance payment of £37,680. 
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Outcome: Efficient use of water 

Ensuring that water is used as efficiently as possible is key to protecting supplies and resources for the 
long term, whether through ensuring leakage in our network is limited or encouraging and working with our 
customers to reduce consumption. 
 
Reducing Leakage and Per capita consumption are both common PCs for the industry. 
 
 

W1 – LEAKAGE (% reduction on baseline) 

TARGET 23/24 
9.9 

ACTUAL 23/24 
7.1 

PREVIOUS YEAR 
9.3 

 
There was a reduction in the in-year leakage figure in 2023-24 in comparison to 2022-23. However, 
performance is measured as a three-year average and with the significant leakage breakouts in 2022-23, 
for the first time in the AMP we have not achieved the percentage reduction target.   

 
We made good progress at the start of the year to reduce the higher levels of leakage from the 2022-23 
winter outbreak. With June recorded as the hottest on record, this led to a rapid soil moisture change and 
sub-soil shrinkage resulting in a sustained leakage outbreak.   
In September leakage levels again exceeded target profile as the UK experienced a significant heatwave; 
September experienced the longest run of days exceeding 30°C since records began. Additional 
investment began in September with installation of 11 new pressure reducing valves and 6,000 new 
acoustic loggers by March 2024.  
 
In December and January, we experienced short-lived wintry weather. With vigilant monitoring and 
effective response coordination, most of the leakage recovered within days.  
 
Due to the higher levels of leakage seen in 2022-23 and this year, we do not expect to meet the three-year 
average reduction target in the final year of the AMP. 

 
The incentive is financial and we incurred an underperformance payment of £693,000.  
 
  

W2 – PER CAPITA CONSUMPTION (% reduction on baseline) 

TARGET 23/24 
0.4 

ACTUAL 23/24 
-0.8 

PREVIOUS YEAR 
-5.4 

 
2023-24 saw a significant reduction in the in-year PCC and is now at the lowest level since 2017-18.  The 
performance for this PC is measured as a three-year average.  In 2023-24 the average per capita 
consumption (PCC) over the last three years, saw an increase of 0.8% on the baseline PCC. This is a 
considerable decrease from last year. 
 
The Covid-19 pandemic significantly affected household water use in 2020-21 and 2021-22 and although 
working patterns have changed since before the pandemic, with more people now working from home for 
at least part of the week, the overall number of home-workers has declined since the heights seen in 2020-
21.  
 
In addition, the cost-of-living crisis and particularly increasing energy prices since September 2022, have 
resulted in customers making behavioural changes to reduce their use of water, and especially hot water. 
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This impact became apparent mid-way through the 2022-23 reporting year, and the continual decline in 
household consumption in 2023-24 indicates a longer lasting behavioural change impact.  
 
 

W3 – CUSTOMER REPORTED LEAKS FIXED IN A DAY (%) 

TARGET 23/24 
90 

ACTUAL 23/24 
91 

PREVIOUS YEAR 
90 

 
We exceeded our 90% target for customer reported significant leaks fixed within a day in 2023-24 as a 

result of increased resources deployed to meet the challenges of the long, hot summer the previous year, 

and the relatively benign weather this year. 

The incentive is financial, in beating the target we earned an outperformance payment of £63,000.  
 
 

W4 – WATER SAVED BY WATER EFFICIENCY (Ml/d) 

TARGET 23/24 
4.0 

ACTUAL 23/24 

4.9 
PREVIOUS YEAR 

3.6 

 
In 2023-24 we delivered 1.34 Ml/d of water efficiency savings. Good levels of saving were maintained by 
the continuation of the Home Check programme, non-household visits and a step-up in educational visits to 
schools. We saw reduced savings from GetWaterFit sign-ups and free pack orders this year due to less 
promotion, and the wet weather this past year has reduced the requirement for dry weather-related 
customer engagement.  
 
The incentive for this PC is reputational. 
 

Outcome: Excellent drinking water quality 

We treat our water to very high standards to make sure we always provide clean, safe drinking water to our 
customers and to visitors to our region. 
 
Our continuous improvement approach focuses on improving our treatment centres, reservoirs, and 
network, and working with our customers to make improvements in their homes and workplaces where 
needed. 
 
 

Q1 – WATER QUALITY COMPLIANCE SCORE (CRI) 

TARGET 2023 
0.00 

ACTUAL 2023 
0.93 

PREVIOUS YEAR 
1.04 

 
This PC is common across the industry. We did not meet the target of zero but again our performance fell 
within the deadband and so no underperformance payment was incurred.  
 
Our highest scoring CRI was for a coliform failure which contributed more than half of our total score due to 
the large output of the works. The failure was likely to be related to the challenging weather conditions 
under which the sample was taken and not representative of the water being supplied to customers. Action 
has been taken to improve the sampling facilities to prevent a recurrence.  
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Q2- WATER QUALITY CUSTOMER CONTACTS (nr/1000 pop)  

TARGET 2023 
1.03 

ACTUAL 2023 
1.04 

PREVIOUS YEAR 
1.14 

 
We are pleased to report that while we did not meet our performance commitment target in 2023, our 
performance continues to improve from the 2022 rate of 1.14 contacts per 1,000 customers on this 
challenging target.  
 
Last year saw a drop in both taste and odour contacts and appearance contacts.  
 
We had an established process and dedicated team reviewing discolouration customer contacts to 
determine the cause of each occurrence. In 2023 we formed an internal taste and odour focus group with 
representatives from across the business to review hot spots and descriptors to further understand the 
cause of these contacts. The drop contact rate seen in 2023 may in part be due to this increased focus on 
investigating and understanding the source of each contact to help drive improvement in the right areas. 
 
The associated incentive is financial and we incurred a small underperformance payment of £6,030 based 
on the missed target.  
 
 

Q3 – TACKLING WATER QUALITY IN HOMES/WORKPLACES (visits)  

TARGET 2023 
18,297 

ACTUAL 2023 
20,579 

PREVIOUS YEAR 
18,596 

 
2023 saw a further improvement on last year’s performance with a greater focus on larger housing 
developments to ensure new houses are compliant, efficiencies in engagement with companies to inspect 
groups of premises and updates to records to confirm correct categorisation.  
 
The incentive is financial and a reward of £25,102 was earned as a result.  
 
 

Q4 – LEAD SERVICE PIPES REPLACED (nr/year) 

TARGET 2023 
2,210 

ACTUAL 2023 
2,219 

PREVIOUS YEAR 
1,928 

 
We replaced a greater number of lead service pipes than targeted in 2023 and remain ahead of the 
cumulative number of replacements for the AMP. The incentive is financial and we earned an 
outperformance payment of £6,300 based on our performance. 
 
We are on track to achieve the targeted number of pipe replacements for the five-year period to 2025. 
 
 

Q5 – EVENT RISK INDEX SCORE (ERI) 

TARGET 2023 
12.800 

ACTUAL 2023 
23.678 

PREVIOUS YEAR 
402.796 

 

 
Our provisional Event Risk Index score for 2023 is 23.678, against a target of 12.800. The incentive is 
reputational.  
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While this is a significant improvement on our 2022 score, we reported 22 events to the DWI, just two fewer 
than last year. This may be a reflection of improvements made across the company to prevent drinking 
water quality events, but it also highlights the volatility and unpredictability of this index. 
 

Outcome: Minimising sewer flooding 

As part of our business planning process customers identified the reduction of sewer flooding as a key 
priority. 
 
 

F1 – INTERNAL SEWER FLOODINGS (nr/10,000 sewer connections) 

TARGET 23/24 
1.44 

ACTUAL 23/24 
1.56 

PREVIOUS YEAR 
1.31 

 
This is a common PC across the industry. 
 
We have seen exceptional levels of rainfall in 2023-24 - the EA Wessex Water Situation Report March 
2024, shows that the monthly rainfall against the long-term average (LTA) has been higher for 15 of the 
last 18 months; c150% per month above the LTA average.  
 
Consequently, there has been a significant increase in the number of internal flooding incidents reported as 
inadequate capacity, 56, compared with a six-year average of nine.  
 
Our activities to discourage sewer misuse to prevent blockages that impede flows continues to be 
successful with a reduction in the number of blockages seen in the year. 
 
The incentive is financial and we incurred an underperformance payment of £682,800.  
 
 

F2 – EXTERNAL SEWER FLOODINGS (nr/10,000 sewer connections) 

TARGET 23/24 
16.03 

ACTUAL 23/24 
18.52 

PREVIOUS YEAR 
17.83 

 
As a result of the very wet conditions 2023-24 saw around a 5% increase in our external flooding rate from 
the previous year, with three times the average number of incidents relating to inadequate capacity.  
 
In missing the target rate we have incurred an underperformance payment of £1.992m.  
 
 

F3 – SEWER FLOODING RISK (index score) 

TARGET 23/24 
50,651 

ACTUAL 23/24 
60,429 

PREVIOUS YEAR 
56,258 

 
The exceptionally wet weather has also affected our sewer flooding risk score with increased numbers of 
flooding incidents reported and added to the risk register.  Our score includes properties with restricted 
toilet use, while this is not strictly in accordance with the reporting definition i.e., flooding should relate 
either to actual flooding at a property or where there is evidence of flooding at nearby properties, it does 
recognise the impact on those customers where use of their toilet would result in flooding. 
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The incentive is financial and we incurred an underperformance payment of £848,340.  
 

F4 – DELIVER NORTH BRISTOL SEWER (months delay) 

TARGET 23/24 
0 

ACTUAL 23/24 
0 

PREVIOUS YEAR 
0 

 
The North Bristol Trym sewer scheme was completed ahead of the March 2023 target and therefore there 
are no further deliverables for this performance commitment. 
 

Outcome: Resilient Services 

This outcome seeks to ensure we deliver secure and reliable water and wastewater services whatever 
local and global shocks and stresses we face. 2023-24 has seen a continuation of the challenging 
environment seen last year with the conflicts in Ukraine and Gaza as well as the on-going cost-of-living 
crisis, together with extremes of weather and exceptional levels of rainfall.  Against this we have met or 
exceeded eight of the nine PC targets this year. 
 
 

R1 – WATER SUPPLY INTERRUPTIONS (mins:secs/prop/year) 

TARGET 23/24 
05:23 

ACTUAL 23/24 
05:35 

PREVIOUS YEAR 
04:10 

 
This is a common PC across the industry.  
 
Having delivered industry leading performance in the previous three years, we had one major incident at 
the end of February which resulted in a significant increase in the total for the year, just missing target.  
 
The incentive is financial and we incurred an underperformance payment of £27,933.  
 
 

R2 – POP AT RISK OF RESTRICTIONS IN A DROUGHT (%) 

TARGET 23/24 
0 

ACTUAL 23/24 
0 

PREVIOUS YEAR 
0 

 
This is a common PC across the industry. 
 
Our water supply network remains strong despite the weather conditions being as extreme as we have 
experienced in over 50 years, with none of the population in our supply area at risk of severe water 
restrictions in a drought. 
 
 

R3 – POP AT RISK OF SEWER FLOODING IN A STORM (%) 

TARGET 23/24 
8.91 

ACTUAL 23/24 
7.98 

PREVIOUS YEAR 
7.98 

 
This reputational PC is common across the industry.  
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This metric is calculated in line with Ofwat’s guidance to indicate the percentage of the population at risk of 
sewer flooding in a storm. This PC reflects a modelled view of the risk, benefiting from improved modelling 
coverage as a result of our work on the Drainage and Wastewater modelling plan.  
 
 
 
 
 

R4 – BURST MAIN REPAIRS (nr/1,000 km of mains)  

TARGET 23/24 
154.6 

ACTUAL 23/24 
127.3 

PREVIOUS YEAR 
163.5 

 
This is a common PC across the industry.  
 
The number of repairs has varied considerably over the last few years with higher numbers in 2020-21 and 
2022-23 primarily due to leakage arising from ground movement due to cold weather events, and ground 
shrinkage during dry summer events.  
 
2023-24 saw a couple of very warm months, a short freeze/thaw snap and very wet conditions for the 
remainder of the year, and consequently fewer bursts. 
 
The incentive is financial but with underperformance payments only incurred.  
 
 

R5 – UNPLANNED OUTAGE (%) 

TARGET 23/24 
2.34 

ACTUAL 23/24 
1.53 

PREVIOUS YEAR 
0.76 

 
This PC is common across the industry.  
 
There were 114 outages recorded in 2023-24, compared to 83 in 2022-23. In 2022-23 the average duration 
of unplanned outages was six days. This increased to eight days in 2023-24, but this increase was largely 
attributed to one 201-day outage. The key causes of unplanned outages in 2023-24 were treatment issues 
causing sites to shut down (eg, chlorine dosing issues), and unplanned maintenance.  
 
The incentive associated with this PC is financial but underperformance only.  
 
 

R6 – SEWER COLLAPSES (nr/1000km sewer) 

TARGET 23/24 
6.33 

ACTUAL 23/24 
5.55 

PREVIOUS YEAR 
5.22 

 
This is a common PC across the industry.  
 
The number of sewer collapses per thousand km of sewer was 5.55 for 2023-24 against a target of 6.33. 
As expected at the end of last year with the increasingly wet conditions, we saw a deterioration in 
performance from the previous year. We believe the impact of exceptionally wet weather on ageing assets 
has affected the number of rising main bursts reported.  
 
The incentive associated with this PC is financial but underperformance payment only.  
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R7 – RESTRICTIONS ON WATER USE (nr events) 

TARGET 23/24 
0 

ACTUAL 23/24 
0 

PREVIOUS YEAR 
0 

 
It is now 48 years since a hosepipe ban was last imposed in the region in 1976.  We do not expect to 
implement hosepipe bans in 2023-24.   
  
The incentive associated with this PC is financial but underperformance payment only. 
 
 

R8 – SECURITY NON-SEMD OUTPUTS (months delayed) 

TARGET 23/24 
0 

ACTUAL 23/24 
0 

PREVIOUS YEAR 
0 

 
This PC will ensure sufficient enhancement to customer protection through improved cyber security 
measures. There are several specific deliverables over the period 2020-25 and the PC measures the 
months any of the security deliverables are delivered late. This is a financial incentive PC, but 
underperformance payment only.  
  
The fourth planned deliverable was achieved in 2023-24 providing the ability to identify and flag any 
devices that are not recognised or authorised on the Operational Technology network. This ensures a 
mechanism to identify potential security threats and take appropriate action. 
 
 

DWMP – DRAINAGE & WASTEWATER MGT PLANS (%) 

TARGET 23/24 
100 

ACTUAL 23/24 
100 

PREVIOUS YEAR 
100 

 
This performance commitment was set to ensure we produce our first cycle Drainage and Wastewater 
Management Plan (DWMP). The DWMP was published on our website on 31 May 2023. The incentive 
associated with this commitment is reputational. 
 

Outcome: Protecting and enhancing the environment 

Our pledge to protect and enhance the natural environment in our region is the main objective of the 
following PCs.  We look constantly to minimise our impact on the environment through careful water 
abstraction from rivers and lakes, and mindful disposal of wastewater products. 
 
 
 

E1 – TREATMENT WORKS COMPLIANCE (%) * 

TARGET 2023 
100.0 

ACTUAL 2023 
99.0 

PREVIOUS YEAR 
99.4 

 
This PC is common across the industry.  
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With one additional site failing in 2023, compliance dropped, but as performance was within the allowed 
deadband there was no underperformance payment. A number of initiatives have been put in place to 
improve compliance including a companywide, consistent approach to reviews of all permitted sample 
result exceedances to ensure lessons learned and continuous improvement. 
 
 
 
 
 

E2 – POLLUTION INCIDENTS (nr/10,000km sewer) * 

TARGET 2023 
22.40 

ACTUAL 2023 
36.06 

PREVIOUS YEAR 
31.48 

 
This is a common PC across the industry. 
 
In 2022 we saw a significant change in the number of pollution events largely attributed to the increase in 
Event Duration Monitoring (EDM). While monitoring has been in place since 2020, it was initially intended 
for data reporting purposes but has since become an operational tool and has allowed us to identify and 
act on spill events of which we were not previously aware. 
 
EDM monitoring of all storm overflows was completed by the end of 2023. In addition to the increased 
monitoring, the weather conditions in 2023 also contributed to the rise in incident numbers. The Met Office 
reported that 2023 was in the top 10 wettest years on record in a series from 1836 for England and Wales, 
with the region experiencing above average rainfall for most of the year.1  
 
Some areas suffered extremely heavy rainfall events and localised flooding which led to pollution events. 
The associated high ground water levels and elevated network levels also led to additional pressure on the 
sewerage network as a whole.  
 
The associated incentive is financial and an underperformance payment of £3.688m was incurred.  
 
 

E3 – AIM: MERE (Ml/year) 

TARGET 23/24 
-100 

ACTUAL 23/24 
-142 

PREVIOUS YEAR 
-319 

 
Overall, Mere was under AIM restrictions for only 61 days, which is 122 days less than last year due to the 
wetter weather in 2023-24.  
  
The incentive is financial and we earned an outperformance payment of £1,134 as a result.  

E4 – IMPROVE SSSI SITES (%) 

TARGET 23/24 
80 

ACTUAL 23/24 
82 

PREVIOUS YEAR 
67 

 
The actions agreed with Natural England on the master list for the five-year period are intended to improve 
the condition of SSSIs which are part of our landholding. 
 
This is a cumulative measure and relates to the percentage of actions delivered.  In 2023-24 we delivered 
82% of the agreed actions. The incentive is financial and we earned an out-performance payment of £340. 
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E5 – GREENHOUSE GAS EMISSIONS (ktCO2e/year) 

TARGET 23/24 
105 

ACTUAL 23/24 
105 

PREVIOUS YEAR 
104 

Overall, gross emissions increased marginally in 2023-24 with several contributing factors including:  

• higher electricity use driven by the extremely wet weather during the year which increased energy 
required for sewerage pumping and sewage treatment 

• increased heavy goods vehicle use  

• higher energy and fuel usage by outsourced operators. 

We continue to see lower emissions from fossil fuels used at company sites. 

The associated incentive is financial with payment on underperformance only. 
 
 

E6 - WORKING WITH COMMUNITIES TO IMPROVE BATHING WATER 
EXPERIENCE (nr beaches) 

TARGET 23/24 
40 

ACTUAL 23/24 
44 

PREVIOUS YEAR 
36 

 
This year we have contributed to projects at eight additional bathing waters - one in Somerset, six in Dorset 
and one at Baltic Wharf in Bristol Harbour. The number of beaches reported is cumulative for the five-year 
period.  
 
The incentive associated with this PC is financial and we received an outperformance payment of £2,800.  
 
 

E7 – WORKING WITH CATCHMENT PARTNERS TO IMPROVE NATURAL 
CAPITAL (nr projects) 

TARGET 23/24 
37 

ACTUAL 23/24 
42 

PREVIOUS YEAR 
43 

 
The Catchment Panel agreed that 42 projects had been supported in 2023.  The projects include 
catchment delivery through WINEP and non-WINEP schemes, Biodiversity Action Plan partners 
programme, catchment partnerships and co-funded projects. 
 
The incentive associated with this performance commitment is financial and we earned an outperformance 
payment of £16,500 as a result.  
 
 

E8 – SATISFACTORY SLUDGE DISPOSAL COMPLIANCE (%)  

TARGET 2023 
100.00 

ACTUAL 2023 
100.00 

PREVIOUS YEAR 
100.00 

 

For 2023, satisfactory sludge disposal has remained at 100%, the same as in 2022 and 2021, with 99.54% 
reported in 2020. There were no pollution incidents caused by stockpiles in 2023. 
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The incentive is financial, underperformance payment only.  
 
 

E9 – REDUCE FREQUENT SPILLING OVERFLOWS (non WINEP) (nr) 

TARGET 23/24 
0 

ACTUAL 23/24 
0 

PREVIOUS YEAR 
0 

 
No schemes to reduce frequent spilling sewer overflows (FSO) outside the WINEP were due in 2023-24 
and none delivered. The incentive is financial, underperformance payment only.  
 
Delivering outputs has become more challenging in the current economic climate, we are currently 
planning on one site over and above the WINEP requirements which will be delivered in year 5 of AMP7.  

 

This year we have completed a further 17 FSO Investigations, required under the Storm Overflow 
Assessment Framework (SOAF) and the WINEP. The WINEP contains 54 investigations, 44 FSO 
investigations have been completed to date (of which three are related to improvement sites). We have 
delivered and signed off one improvement of the 13 WINEP improvement sites in 2023-24. 

 
 

NEP01 – DELIVERY OF WINEP 

TARGET 23/24 
Met 

ACTUAL 23/24 
Met 

PREVIOUS YEAR 
Met 

 
We met all of our Water Industry National Environment Programme (WINEP) delivery obligations in 
2023/24. Delivering 163 outputs from investigations to inform (or otherwise) future enhancements in PR24; 
long-term monitoring of flows/spills to actions to prevent deterioration or make improvements in flow and 
storm capacities. 
 
The incentive associated with this commitment is reputational.  

E10 – KM OF RIVER WITH IMPROVED WATER QUALITY (WINEP) 

TARGET 23/24 
167.4 

ACTUAL 23/24 
170.7 

PREVIOUS YEAR 
157.8 

 
A further two schemes were completed by the end of 2023-24, bringing the total to 170.7km of rivers with 
improved health and aesthetics.  
 
The associated incentive is financial, with payment on underperformance only. We have exceeded the 
target in the year and so have not incurred any payment. 
 
 

E11 – LENGTH OF RIVER IMPROVED (non-WINEP) (km) 

TARGET 23/24 
0 

ACTUAL 23/24 
40.6 

PREVIOUS YEAR 
32.4 

 

 
For calendar year 2023, 79.6 tonnes of nitrogen were saved in Poole Harbour, against a target of 51 
tonnes. This equates to a length of river improved of 40.6km, in accordance with the agreed methodology.  
 
The incentive is financial and the company earned an outperformance payment of £406,000 as a result.  
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E12 – AIM: STUBHAMPTON (Ml/year) 

TARGET 23/24 
-45 

ACTUAL 23/24 
-140 

PREVIOUS YEAR 
-169 

 
Overall, Stubhampton was restricted under AIM for 170 days between May and November. This was less 
than in 2022-23 due to the wet weather in 2023-24, particularly in the latter half of the year which meant 
that restrictions were removed earlier than usual.  
 
The incentive is financial and the company earned an outperformance payment of £1,995 as a result.  
 
 

E13 – AVONMOUTH STW WINEP REQUIREMENTS  

TARGET 23/24 
0 

ACTUAL 23/24 
0 

PREVIOUS YEAR 
0 

 
The EA agreed on 28 July 2022 to amend the completion date of the Avonmouth STW requirements in the 
WINEP to 31 March 2028, to provide additional Full Flow to Treatment (FFT) capacity to bring forward the 
AMP8/9 Dry Weather Flow (DWF) increase scheme.  
 
As the PC relates to the live WINEP, there is no deliverable now due this AMP.  
 

Common performance measures 

We have been able to implement the reporting guidance for common performance commitments and are 
green in all respects except for certain elements in leakage, PCC and sewer collapses as detailed below. 

Leakage  

All major components of the guidance are green but there are three elements that are not fully compliant in 
2023-24. 

11f has been classified as amber relating to the flow checking requirements.  

Most of our distribution input meters are electromagnetic and subject to satisfactory meter verification every 
two years. However, a small number of our meters are mechanical meters, and we currently do not 
undertake flow verification of those meters. This has been reviewed in 2023 and we have plans in place to 
introduce a rolling programme of flow verifications on our abstraction and DI meters. This will take time to 
implement as infrastructure changes are needed but the priority will be based on licence criticality and 
accessible meters. 

On our unmeasured household consumption monitor, plans are in place to work with meter providers to 
ensure valid data is available from at least 80% of monitors as an annual average measure which will 
move component 13c to Green. 
 
The gap between top-down and bottom-up calculations is slightly higher than in 2022-23 at 2.85%. There 
have been no significant methodology changes to the top-down and bottom-up components of the leakage 
calculation. 
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Both top-down and bottom-up leakage are calculated on a monthly basis and regular liaison occurs 
between all data originators to share understanding of the data, and to monitor the gap in the water 
balance. The increase in the gap this year is being investigated. 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
Component / Element 

 
Element 
R/A/G 

 
Reason for any non- 
compliant components / 
Comments 

 
Confidence 
grade 

11f Flow checks are carried out on DI 
meters consistent with the 
principles of the document ‘EA 
Abstraction Good Metering Guide’ 
and in particular the frequency of 
flow checking defined in Table 6.2 
of the EA guide 

 
 
Amber 

Flow verification not 
undertaken on a small 
number of mechanical 
meters. Plans in place to 
introduce a rolling 
programme of flow 
verifications based on 
criticality and access. 

A2 

13c Evidence that survey is 

representative (based on 

demography, property type or 

other factors) of the company as 

a whole; valid data available from 

at least 80% of monitors as an 

annual average measure. 

 
 
 
 
 

 
Amber 

Survey is representative as 
the sample closely matches 
the company’s distribution of 
acorn categories (distribution 
of affluence) in the HH 
metered data. This 
component is Amber due to 
the availability of valid data 
being below 80% as an 
annual average. Plans are in 
place to increase resource to 
work with meter providers to 
increase % of valid meter 
data. 

B2 
 
 
 
 
 
 
 
 
 
 
 
 
 

16e Water balance discrepancy 

<2% = G 
 
>2% and <3% = A 

 
>3% = R 

 
 

Amber 

Top-down vs bottom-up gap 
is slightly larger than in 2022-
23 at 2.85%, but still within 
the Amber threshold. The 
increasing difference is being 
investigated. 

B2 
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Per capita consumption 

One Amber element only as per Leakage 13c. 

  
 
Component / Element 

 
Element 
R/A/G 

 
Reason for any non- compliant 
components / Comments 

 
Confidence 
grade 

4c  Evidence that survey is 
representative (based on 
demography, property type 
or other factors) of the 
company as a whole; valid 
data available from at 
least 80% of monitors as an 
annual average measure.  

 Amber 

Survey is representative as the 
sample closely matches the 
company’s distribution of acorn 
categories (distribution of affluence) 
in the HH metered data. This 
component is Amber due to the 
availability of valid data being below 
80% as an annual average. Plans 
are in place to increase resource to 
work with meter providers to 
increase % of valid meter data. 

B2  

 
Sewer collapses 
 
The Amber rating for the number of collapses is that the number is based on information from the original job 

cards that are raised by the sewerage customer service technician with additional supplementary questions.  

Where there is any element of doubt as to the underlying reason for raising works on the sewerage system , 

clarification is sought. If there is still an element of doubt, these are recorded as unknowns and are included in 

the reportable number. 

Improvements to our IT systems to allow for accurate capture of the underlying reason for any works, and 
therefore full compliance, are planned but not expected until early next AMP. 
 

  Component  Compliant 
(R/A/G)  

Reason for any non-compliant 
components  

Confiden
ce grade  

1  Number of collapses  Amber  Original job card information from the 
sewerage customer service 
technician. Where there is any doubt 
to the underlying reason for works on 
the sewerage system even after 
clarification, these are recorded as 
unknowns and included in the 
reportable number. 

B3  

2  Sewer length  

a  Length excluding 
transferred sewers  

Green    
B2  

b  Length of sewers  
transferred under the  
Private Sewer Regs 
2011  

Green    

C4  
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Totex 

Assessment process  

Assessing the variance between actual expenditure and the final determination at any point during a price 

control period requires logical assessment and assumptions to be applied so that the reporting is consistent 

and minimises any judgement. 

Any variation will comprise a mix of horizontal (advancement or slippage) and vertical (overspend or 

saving) movements. Table 4C requires the assessment of the variance in 2023-24 compared to the FD. 

This analysis does not include expenditure for AMP8 Transition which commenced this reported year and 

is referred to in tables and commentary for 4L and 4M. 

Explanation of variance 

The net totex variance for the year 2023-24 is £122m over the FD allowance and the cumulative variance 

to the end of 2023-24 is £102m over. This is derived from £154m due to overspend and £52m due to 

reprofiling to the future. Overspend is attributed to increases in base-plus costs to support performance 

reflected by performance commitments. Expenditure in 2023-24 is higher than previous years reflecting 

supply chain challenges which impacted the delivery of the WINEP programme. In alignment with the 

revised dates, all WINEP outputs are forecast to be delivered by March 2025 except one scheme which is 

subject to significant third-party constraints and for which the EA have agreed a revised date.  

With regards to capital expenditure, while the impact of Covid-19 has been largely assimilated into 

business-as-usual activities, we continue to experience significant supply chain constraints with increases 

in lead time for work items and protracted land and planning arrangements.  

The net opex variance to FD in 2023-24 is an overspend of £39m. Our net opex increased compared to 

2022-23 by £24m, primarily the result of increases in power costs of £2m, hired and contracted costs of 

£9m and employment costs £12m, offset by a £3m net reduction in business rates in the year. These are 

the results of the ongoing global difficulties that are affecting power supply, supply routes, and the resulting 

cost of living crisis, which has also increased the cost of unrecoverable debt by £6m. Additionally, 

employment costs have increased as we begin recruitment ahead of anticipated AMP8 requirements. 

Power and particularly hired and contracted costs have increased significantly due to the adverse weather 

in 23-24, the heavier precipitation requiring increased labour, equipment and power. 

Cumulative net opex variance to FD to end of 2023-24 is £67m overspent. This is the result of the 

overspend in the last two years, in prior years we were underspend on net opex compared to FD. The 

explanation for the overspend is in line with the points noted regarding the net opex spend variance 

between 2021-22 and 2022-23, in that power, chemical and employment cost have all increased. We 

continue to pursue the activities noted below to try and mitigate these increases as far as possible: 

• reduced power consumption and market rates through forward purchases 

• chemical process optimisation and internal review of external contractors 

The net capex variance is £84m over FD for 2023-24 and £36m over for the cumulative position for AMP7, 

relating to a combination of upwards and downwards movements. 

• Above-inflation price increases for key material inputs (as above), work items and delivery 

resources  

• Previously we highlighted significant delays and constraints in the supply chain resulting in 

reprofiled programmes of delivery compared to the FD, particular for wastewater process activities 

(WINEP). Cumulative expenditure is catching up with the FD profile based on the delivery 

programmes in place to meet outputs by March 2025.  

• Lower grants and contributions than anticipated as a result of slowing of new development earlier 

in AMP7 due to Covid-19 and regulatory changes encouraging more third parties bidding for 
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contestable work, and the impact of increased interest rates. 

Wholesale: Actual expenditure v final determination (FD) 

The following table provides a comparison of the actual expenditure to FD in 2023-24.  

The comparison is based on the net PAYG FD value at outturn prices and excludes any pension deficit 

repair allowance, business rates, abstraction licence fees, grants and contributions and other items not 

subject to cost sharing.  

2023-24 price base Water (£m) Waste (£m) Total (£m) 

Net totex FD (CPIH inflated) 121 329 450 

Actual net totex 152 421 573 

PAYG variance 31 91 122 

The following table provides a comparison of the actual expenditure to FD cumulative to end of 2023-24 

and includes AMP7 transitional expenditure. 

Cumulative to end 2023-24 
outturn 

Water (£m) Waste (£m) Total (£m) 

Net totex FD (CPIH inflated) 471 1,242 1,713 

Actual net totex 553 1,262 1,815 

PAYG variance 82 20 102 

 

Wholesale: water 

For wholesale water the totex net expenditure variance to the FD allowance in year is a £31m overspend.  

Totex net expenditure variance to the FD allowance cumulative to end of 2023-24 shows a £82m overspend. 

The cumulative totex expenditure variance over the FD is the result of several upwards and downwards 

variances for different drivers. However, the material variances to FD are as follows. 

• Where we have explicit allowances to compare we have listed the progress to date.  

o supply environmental programme (WINEP/NEP) is £13m underspent, approximately £10m of this due 

to efficiencies realised in the project delivery to date, with the remainder due to reprofiling of the 

programme compared to the FD 

o supply-demand balance is £3m underspent due to reprofiling of the programme and disruption caused 

by Covid-19 earlier in AMP7. While Covid-19 affected the PCC position this AMP our activities in the 

year have surpassed our PC target for the volume of water saved through water efficiency activities. 

These activities have been delivered with cost efficiencies. Our SRO projects continue and 

advancement of Mendip Quarries SRO will mean we expect to exceed the allowed SRO expenditure 

by end of AMP  

o metering is £0.3m overspent due to a higher cost per meter installation as more expensive installation 

methods are required than assumed in the PR19 plan  

o other supply enhancement is £2m underspent due to a proportion of the Non-SEMD expenditure being 

recorded against waste for the PSTN replacement work (total allowance was against supply only in the 

FD) and reprofiling of other programmes of work relative to the FD profile 

• We are overspending on the modelled base plus costs by £88m due to: 

o having successfully delivered ahead of the leakage target over the last three years and additional 

activities implemented we have not met the leakage target for 2023/24. The consequence is we have 

significantly overspent, which is compounded by enhancement leakage expenditure being incorporated 

in base  

o investment in disinfection improvements as part of our strategy to address the increase in risk of 

cryptosporidium 

o above inflation increases in power and labour costs  
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Wholesale: waste 

For wholesale wastewater the totex net expenditure variance to the FD allowance in year is a £91m overspend. 

The overspend is attributable to catchup from previous years of deferred expenditure plus overspend above 

allowances for bioresources. 

Totex net expenditure variance to the FD allowance cumulative to end of 2023-24 shows a £20m overspend.  

The cumulative totex expenditure variance over the FD is the result of several upwards and downwards 

variances for different drivers, but the material variances to FD are as follows. 

• Where we have explicit allowances to compare we have listed the main reasons for the variance to date:  

o Waste environmental programme (WINEP/NEP) is £83m underspent to the end of 2023-24. The net 

effect of underspend and overspends is £37m of savings from efficiencies realised in the investigations 

and monitoring delivered to date and the chemical removal programme  

o On the WINEP programme the main variances due to timing are delivery of increase flow to full 

treatment schemes at Saltford and Avonmouth, which have had the regulatory date changed to AMP8, 

and rephasing the delivery of the phosphorus removal programme due to Covid-19 to meet end of 

AMP7 regulatory dates 

o Overspend on other enhancements mainly investments in PSTN replacement where the allowance is 

against supply 

• We are overspending on the modelled base plus costs by £45m. The main reasons are: 

o We have invested more in Bioresources assets than estimated in our PR19 plan to meet heightened 

levels of heath & process safety now expected at those sites. We have a commenced a significant 

programme of works at our Poole Bioresources Centre which is due to complete in 2025/26 

o We are continuing to invest more in AMP7 compared with previous AMPs to reduce the risk of pollution 

events according to our Pollution Incident Reduction Plan which has been shared with the Environment 

Agency. Due to the prolonged wet conditions we have seen an elevated level of total pollutions in 

2023/24, although there were no serious pollutions 

• Lower income from grants and contributions due to the housing market being affected by the changes 

to interest rates and economic uncertainty. More developers are using selflay and NAVs to carry out 

work which historically would have been conducted by the incumbent water company   

 

Disallowable costs 

Gross totex figures reported in table 4C generally exclude disallowable costs, but we have reported £1.8m of 

disallowable costs in line 4, which are reported in totex costs in tables 4D and 4E. These include: 

• £0.1m in relation to the investigation of the incident at Avonmouth WRC 

• £0.2m of legal and support costs resulting from financing activities 

• £0.6m arising from fines or compensation claims against the Company  

• £0.8m from backdated adjustment for Guaranteed Service Standard 

 

Recharges between business units 

Some assets within the appointed business are multifunctional in nature in that more than one price control 

unit will benefit from their use over time.  Examples of such ‘Management and General’ assets include IT 

systems, IT hardware infrastructure, laboratories, offices, depots, stores, and some vehicles. 

The approach adopted by Wessex Water is to assign such assets to the price control unit that is the 

principal user of the asset.  A recharge of the usage by other price control units is then calculated based 

on the most appropriate cost driver. Typically, this is the same as the one used for overhead allocation of 

operating costs associated with the asset. 



Wessex Water Services Ltd 100 

Section 4: Service level 

Version 1 – July 2024 

Consistent with last year, the major beneficiary of net recharges is Wastewater Networks Plus at £2.3m (£2.1m 2022-23) 

and the largest net recipient of charges is Water Networks Plus at £1.4m (£1.2m 2022-23).  At the same time recharges to 

Retail have decreased to £0.3m, down from £0.4m in 2022-23). 

Return on regulatory equity 

Return on regulatory equity figures are presented within table 1F.  

We have included the company share of land sales as disclosed in table 2L and calculated as per the PR24 reconciliation 

model, within the exceptional items. 

Supply-demand balance and metering 

Our last published Water Resources Management Plan (WRMP), in 2019, did not identify any supply-

demand balance deficit and hence there are no lines of expenditure specific to this.  However, the 

assessment of large strategic water resource options was agreed at the PR19 Final Determination (FD19) 

as part of the remit of the West Country Water Resources Group (WCWRG).  The WCWRG is a partnership 

between ourselves, Bristol Water and South West Water.  The group is responsible for producing a regional 

plan and for investigating a number of strategic resource options (SRO).   

There are currently three SRO projects in the WCWRG region that are following the gated process 

overseen by RAPID.  All three projects have successfully passed through gate two.   

The gate two submissions for the Poole water recycling and Cheddar two reservoir projects were made in 

November 2022.  RAPID/Ofwat issued their draft decisions for consultation in early May 2023.  Both 

schemes were approved to progress to the next gate, with the addition of an extra hold point (Conditional 

Review) for the Cheddar scheme, date to be confirmed in 2024, at which time it will be necessary to 

demonstrate there is a need for the scheme and that it features in a best value plan in the companies’ 

revised WRMPs. 

The third project, Mendip Quarries, is following a later timeline with the gate two submission completed on 

17 July 2023 and final decision issued by RAPID in February 2024.  The scheme aims to re-purpose an 

existing quarry at the end of its mineral extraction life for use a water storage reservoir  

The design development and investigations are being undertaken by consultants under a Project Director 

working for the WCWRG.  Expenditure is tracked in line with allowances agreed at FD19 and subsequent 

increases to Gate 3 allowances agreed by RAPID as part of the Gate 2 submissions. 

All the gate submissions are published on the WCWRG website.  RAPID’s decisions are published on their 

website. 

Our commentary for Table 6B outlines the components of our water balance. Our total leakage for 2023-

24 was 69.8 Ml/d, which is a 1.4 Ml/d decrease on the previous year. Since the publication of WRMP19, 

we have restarted our baseline leakage as part of the leakage convergence methodology. Leakage has 

been generally lower than WRMP19 forecasts due to methodology changes, but also due to 

overperformance in our reductions in previous years. In 2022-23 and 2023-24, in year outturn however is 

slightly higher than the WRMP19 forecast – 1 Ml/d above the 2023/24 forecast of 68.8 Ml/d. 2023-24 began 

around 5 Ml/d higher than the previous year due to carryover from the 2022-23 winter outbreak. Good 

progress was then made throughout 2023, but record heat events in June and September and a short-

lived cold weather event in the winter saw leakage increase. This is detailed further in the commentary of 

Table 3 W1 (Section 3). 

We do not currently have a smart metering programme. Our default policy at the current time is to replace 

basic meters with basic meters. We are developing a smart metering programme as part of WRMP24 and 

PR24.  

Our table commentaries on leakage (Section 3) and metering (Table 6D and 4L) detail our enhancement 

expenditure and progress with our leakage and metering programmes. The WRMP19 metering strategy 

involves the continuation of free optional metering services and a policy to meter households on change 

of occupier. The total number of optant and selective meters (change of occupier) was 6,473. Our total 

meter penetration is 73.4% compared to our WRMP19 forecast of 76.7%. The number of optant meters 

installed this year has remained higher than during the covid-impacted period in 2020-21 and 2021-22, but 
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is still lower than our WRMP19 forecasts. The increase can also be attributed to the cost-of-living crisis 

affecting all areas of household expenditure and therefore more customers choosing to switch to a meter 

to save money.  

Our water efficiency strategy for AMP7 currently focuses on providing water efficiency information and 

advice, promoting water efficiency devices, and carrying out targeted home and school water efficiency 

visits. Further details on our activities are outlined in the commentary of Table 3 W4 (Section 3). In 2023-

24 we delivered 1.34 Ml/d of water efficiency savings, resulting in a cumulative outturn performance of 

4.93Ml/d compared to the performance commitment target of 4.0Ml/d. This continues the increase in 

delivery that was seen in 2022-23 compared to 2020-21 and 2021-22 following Covid restrictions 

preventing the launch at the start of the AMP of the audit programme. There is also heightened awareness 

of the link between water and energy use during the cost-of-living crisis. 

Narrative on costs 

Table 4L 

 

Integrated supply grid 

We incurred minimal costs relating to the Corfe Mullen to Salisbury transfer scheme. Although the scheme is complete, 

there were some outstanding costs for land compensation. This relates to an AMP6 enhancement where the full costs were 

not in the 2019/20 baseline as new costs are still being incurred. 

 

NEP – CROW Act 

As this relates to the NEP completed in AMP6 costs are no longer reported as enhancement. 

 

Partnership working 

The operating expenditure is for undertaking condition reviews, land management plan reviews and connected 

improvements to a number of SSSI sites such as the Monkswood Valley, Poole Harbour, Nutscale Reservoir in Exmoor and 

other water sources.     

 

NEP - Local priority 

Minimal expenditure in previous years relating to a previously completed project at Mere with AMP6 drivers. 

 

PR24 25 Year Environment Plan 

AMP8 transition expenditure on a chalk stream restoration project with this WINEP driver.  

 

NEP - WFD water resource investigations 

Expenditure in 2020/21 to complete investigations with AMP6 outputs. 

 

Table 4M 

 

WINEP – Monitoring of pass forward flows at CSOs 

EA permit fees for an AMP6 scheme that monitored pass forward flow at strategic pumping stations. The project was 

previously completed but was reopened for these permit costs. 

 

Storm overflow improvement (not storage) - Non WINEP 

This expenditure is for projects where the output is not described by the existing enhancement drivers in this table. These 

projects will provide improvements to storm overflows but the solution will not be storage. They will provide improved 

operation and screening combined with nature-based solutions. 

 

North Bristol strategic sewers 

This programme provides extra capacity in the sewer network for existing housing and new developments in North Bristol. 

This investment is named in the PR19 FD under this freeform enhancement category. 

 

We are accounting all costs against the North Bristol strategic sewer freeform line. This includes an allowance for network 

reinforcement accounted for in table 2J. 

 

Network growth 

These are opex costs relate to sewage pumping stations that have been adopted which we are now required to operate. 

 

Partnership working 



Wessex Water Services Ltd 102 

Section 4: Service level 

Version 1 – July 2024 

Expenditure in the report year was incurred on 3 catchment partnerships (Bristol Avon, Stour and Poole Harbour), 

partnerships with Rivers & Wildlife Trusts and working with community groups to improve bathing water amenities. 

 

Pollution Reduction Strategy 

This expenditure relates to DEFRA’s request to further accelerate works to reduce pollution. These works include installing 

in-sewer depth monitors to prevent spills due to blockages and creating a smart network system to provide a holistic view of 

treatment works and network performance by enabling a catchment based approach to sewerage management. 

 

P Removal outperformance 

These are for additional operating costs at treatment sites to achieve the performance commitment for phosphorus removal 

in the Hampshire Avon Catchment. 

 

Additional Iine 8 

Line not used. 

 

PR24 Treatment for nutrients N or P and / or sanitary determinands, nature based solution WINEP/NEP 

AMP8 transition expenditure to commence a project for phosphorus removal at East Harptree WRC which is planned to 

have a nature based solution. 

 

PR24 Continuous river water quality monitoring 

AMP8 transition expenditure to continuously monitor the quality of water upstream and downstream of WRCs and storm 

overflows. 

 

 

Reporting categories are assigned to capital projects on a percentage basis determined from analysing the cost estimate for 

the project to completion which is done initially at project conception. The reporting categories are not revised annually 

based on expenditure incurred in the year. However, reporting categories are reviewed on a prioritised basis following full 

financial approval when scope of the project has been agreed. To calculate the total to be reported against the applicable 

categories for each project the total capex is multiplied by the percentage assigned to each reporting category. 

 

£29m of capital expenditure in the 2023-24 regulatory year has been subjected to proportional allocation between 

maintenance and enhancement or developer services. This is for projects with more than one investment driver. The 

breakdown of the allocation to investment drivers is shown in the table below. 

 

Project Investment driver combination 2023-24 capex £m 

Base & Developer Services capital 
expenditure 

1.4 

Base & Enhancement capital expenditure 27.6 

Enhancement & Developer Services capital 
expenditure 

0.4 

Total 29.4 

 

 

£101m of capital expenditure in the 2023-24 regulatory year has been subjected to proportional allocation between 

enhancement investment drivers and/or between enhancement and capital maintenance. This is for projects with more than 

one investment driver. The breakdown of the allocation to investment drivers is shown in the table below. This includes 

AMP8 transition expenditure. 

 

Cost allocation for projects with more than one 
investment driver 

Investment driver 
2023/24 capex 

£m 

Growth at sewage treatment works (excluding 
sludge treatment) 

11.517 
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Odour 0.002 

PR24 Investigations WINEP/NEP desk based study 
only water 

0.009 

PR24 Investigations WINEP/NEP multiple surveys, 
and/or monitoring locations, and/or complex 
modelling water 

0.048 

PR24 Investigations WINEP/NEP survey, 
monitoring or simple modelling water 

0.008 

PR24 Investigations, WINEP/NEP desk based 
studies only wastewater 

0.005 

PR24 Investigations, WINEP/NEP multiple surveys, 
and/or monitoring locations, and/or complex 
modelling wastewater 

0.119 

PR24 Investigations, WINEP/NEP survey, 
monitoring or simple modelling wastewater 

0.029 

New meters introduced by companies for existing 
customers 

0.851 

New meters requested by existing customers 
(optants) 

1.650 

New meters for existing customers - business 0.017 

PR24 Replacement of existing basic meters with 
AMI meters for business customers 

0.001 

PR24 Replacement of existing basic meters with 
AMI meters for residential customers 

0.012 

PR24 Smart meter infrastructure 0.001 

PR24 Treatment for phosphorus removal chemical 
WINEP/NEP 

5.018 

PR24 Treatment for total nitrogen removal chemical 
WINEP/NEP 

0.167 

Reduce flooding risk for properties 0.147 

WINEP - AMP8 Advance Flow monitoring at STWs 0.360 

WINEP - Conservation drivers 0.236 

WINEP - Flow monitoring at sewage treatment 
works 

2.555 

WINEP - Investigations 0.188 

WINEP - Nutrients (P removal at STWs) 26.782 

WINEP - Reduction of sanitary parameters 20.285 

WINEP - Schemes to increase flow to full treatment 12.720 

WINEP - Storage schemes at STWs to increase 
storm tank capacity 

8.038 

WINEP - Storage schemes in the network to reduce 
spill frequency at CSOs, etc 

5.476 
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WINEP - UV disinfection (or similar) 0.065 

WINEP - Water Framework Directive measures 0.061 

Capital Maintenance 4.213 

Total 100.58 

 

For the resident population we are using the ONS mid-year estimates which include the Census 2011 

population uplift. For APR reporting years 2015-16 to 2021-22 the 2011 Census was used. For the 2022/23 

& 2023/24 population the 2021 census has been used as this data is included within the current ONS mid-

year estimates. 

 

On wastewater, the non-resident population is based on data provided by the Southwest Tourist Board in 

2011 which gave the number of bed spaces available for various types of holiday accommodation; an 

occupancy rate of two-thirds for four months of the year is assumed (i.e. 2/9 as per RAG 4.10 4R.29). This 

dataset is amended (as necessary) when we review STW populations as part of potential growth in a 

particular catchment. 
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Section 5: Water resources 
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Section 6: Water network plus 

Narrative on costs 

This year we have no water treatment works that have not been used during the whole report year.   

Supply-demand balance and metering 

Please see Section 4 - Supply-demand balance and metering. 
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Section 7: Wastewater network plus 

Narrative on costs 

We agree that the term ‘structurally refurbished’ refers to any repair which improves the structural integrity of the pipe such 

that its expected service life is extended. We have reported our repair length in Line 7C.15 to that definition. The actual 

length of repair for proactive rising main repairs is known and reported. The actual length of repair is known for most 

reactive rising main repairs. However, a 1m repair length is assumed where the actual length of repair is not known. 

All our water recycling centres reported against lines 7D.17 – 20 (population equivalent at WRCs with new/tightened 

consents) have been delivered primarily by capex solutions. No population equivalent has been assigned to the opex 

associated with Catchment Nutrient Balancing. 

  



Wessex Water Services Ltd 133 

Section 7: Wastewater network plus 

Version 1 – July 2024 

 

  



Wessex Water Services Ltd 134 

Section 7: Wastewater network plus 

Version 1 – July 2024 

 

 

 

 



Wessex Water Services Ltd 135 

Section 7: Wastewater network plus 

Version 1 – July 2024 

 

 



Wessex Water Services Ltd 136 

Section 7: Wastewater network plus 

Version 1 – July 2024 



Wessex Water Services Ltd 137 

Section 7: Wastewater network plus 

Version 1 – July 2024 

 

 

 



Wessex Water Services Ltd 138 

Section 8: Bioresources 

Version 1 – July 2024 

Section 8: Bioresources 

Narrative on costs 

We use actual road distances for lines 8A.10, 8A.11 and 8A.13. We have used GIS (Geographic 

Information System) data to calculate actual road km journey distances between sites for interstiting work, 

and between sites and stockpiles for disposal work. Prior to 2021-22, we had used “as the crow flies” 

distance to estimate road distance for disposal work.  

We have reported zeros against lines 8A.14 and 8A.15 because we did not dispose sludge by pipeline or 

tanker. 

Our commentary for 8A.1 and 8A.2 explains how the quantities for incumbent and third-party treatment of 

sludge are identified separately and with no double-counting. 

In 2023-24, we did not have any instances where both the incumbent and a 3rd party service provider 

undertake different stage of sludge treatment.  

All sludge exported to 3rd party service provider was treated and disposed by them. The amount treated 

by 3rd party is reported in line 8A.2, and the amount disposed by 3rd party is reported in line 8A.7. 

The volume of sludge arising from the treatment of liquid waste cannot be directly measured – it can only 

be calculated from measurement of volume and load discharged into the head of the water recycling 

centre.   

We routinely measure settled chemical oxygen demand (COD) and total suspended solids and have 

comprehensive data for these parameters. To estimate sludge production requires further data on 

biochemical oxygen demand (BOD) and settable solids for which we have limited data only. 

To derive secondary sludge production, we use a conversion factor (kg sludge produced from kg BOD) for 

the relevant process at each water recycling centre where liquid waste is treated. The procedure for this 

calculation is as follows, which is the same method used in our forecast for previous years: 

1. STCs receiving non-appointed liquid waste are identified 

2. Liquid waste flow and load data is collected; provided by Wessex Water Enterprises 

3. COD, SS and BOD loads estimated for each site using sample data and COD: SS and COD:BOD 

ratios 

4. Equivalent sludge mass calculated for each water recycling centre and treatment process stage, using 

standard conversion factors for converting the organic load to produced sludge solids. 
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Section 9: Innovation competition  

Innovation competition 

In line with Ofwat guidance, we are reporting having collected the allowed revenues from customers. There was no 

additional revenue from royalties as no projects have been initiated. For companies that have had projects approved, we 

have funded the required amounts. We are a named partner for 12 projects that have been awarded funding, of which four 

were announced in May 2023 for round three of the competition.
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Section 10: Green recovery 
We are not required to populate the tables in this section. 
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Assurance 

Board statement on accuracy and completeness of data 

and information 

The Board confirms it is satisfied that the data and information which the Company has 

provided to Ofwat in the reporting year and/or which the Company has published in its role 

as a water and sewerage undertaker was accurate and complete. 

 

 

 

 
 

Francis Yeoh 

Chairman 

Colin Skellett 

Chief Executive 

Jim McKenna 

Senior Independent 

Non-Executive Director 

Kate Mingay 

Chair of Audit and Risk 

Committee 

 

08 July 2024 

Our assurance framework  

Being honest and ethical in the way we conduct our business is one of our core values. The board has a 

well-established assurance framework, underpinned by our core values and ethics.   

The board carries out a wide range of activities to be able to make this statement, detailed in the 

Company’s Regulatory Assurance Manual.  

Our overall approach to information assurance is governed by our business risk assurance map, which is 

published on our website. This is based on three levels of defence.  

First level of defence: Director and management oversight of ’business as usual’ risk mitigation measures 

covered by policies and procedures  

Second level of defence: functions that oversee or specialise in risk management and/or compliance, eg, 

Risk Management Group, Security Management Group  

Third level of defence: functions that provide independent assurance eg, internal and external audit.  

The following groups and processes are in place as part of our approach to information assurance.  

Audit and Risk Committee 

The Audit and Risk Committee assists the Board in monitoring the Company’s obligations in relation to 

financial reporting, internal control and audit, and compliance and risk management systems. Part of the 

Committee's role is to review the Company's financial statements and Annual Review documents, including 

the Annual Performance Report. 
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External audit  

Our external technical auditors (currently Mott MacDonald) provide assurance on our regulatory 

submissions including the annual performance report, charges schemes and price review submissions. 

Our financial auditors (currently EY) audit elements of the annual performance report (including the 

financial statements) as well as the non-statutory accounts and price review submissions.  

Please see assurance statements for the 2023-24 annual performance report below. 

Internal audit 

Internal audit delivers a flexible, risk-based programme of internal audits, which are reported to the Audit 

and Risk Committee. 

Certification 

The annual company certification process (iComply) requires employees to confirm awareness of, and 

compliance with, the Company’s rules, policies and procedures relevant to their role, including on data 

reporting. The results are reported to the Audit and Risk Committee.  

We use an additional certification process to support the Audit and Risk Committee and board approval 

process for regulatory submissions to Ofwat, including the Annual Performance Report. 

Method statements 

The process for generating the data and information in the Annual Performance Report is detailed in 

method statements for each table.  These are reviewed as part of the external assurance process. 

Risk assessment 

We vary the assurance activities we undertake for different submissions and publications depending on the 

risk of misreporting. For each piece of information, the impact and the likelihood of any error is considered. 

Our Information Risk Register details the level of assurance applied to routine submissions and 

publications. In addition, we provide data and information to our stakeholders on an ad-hoc basis. We 

assess any assurance requirements for these on a case-by-case basis. 

The risk assessment is used to develop an audit needs analysis on an annual basis. This considers the 

residual risk and assurance cover to date. The audit needs analysis is used to develop an annual 

information assurance programme, which is presented to the Audit and Risk Committee for approval. 

These processes satisfy the Board that the Company has identified and addressed risks to the provision of 

accurate and complete data and information appropriately in particular areas. 
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External technical assurance report     

 

Assurance statement 

To: Wessex Water audit and risk committee 

I refer to my review of technical aspects of Wessex Water’s annual performance report, which have been 

audited under my direction. We were given free access to people and information as necessary to 

complete our work.  

In my professional opinion, based on and to the extent disclosed by sampling carried out, as described in 

my report to Wessex Water dated 27 June 2024:  

1. The performance commitment data in tables 3A to 3I inclusive have been completed appropriately. 

2. The capex expenditure data in tables 4D, 4E, 4F, 4G, 4J, 4K, 4N, 4O has been compiled 

appropriately. The capex and opex expenditure data in table 4L and 4M have been compiled 

appropriately.   

3. The technical data in tables 4Q, 4R, 5A, 6A, 6B, 6C, 6D, 6F, 7B, 7C, 7D, 7E, 7F, 8A, 8C, 8D, 9A, 

11A have been compiled appropriately.  

4. Errors and omissions were corrected as a result of our audits.  

5. We made minor recommendations for continuing improvement of the annual reporting process.  

Dr Andrew Heather 

Mott MacDonald Ltd 

27 June 2024 

Introduction and background 

Water company annual performance reports include technical performance results, which are not subject to 

Ofwat’s requirement for auditor opinion. Company boards are responsible for the accuracy and 

completeness of the data they provide to Ofwat and/or which they publish in their role as water and 

sewerage undertaker. 

Our assurance is intended to support decision making as the Wessex Water Board prepare to assure 

Ofwat of the quality of Wessex Water’s technical performance data. This document is not intended for any 

other purpose and users should read the ‘use of this document’ section in the frontispiece.  

Our review of technical performance reports was based on sampling, so this document should be read in 

combination with directors’ full knowledge of the company.  

Between April and June 2024, we reviewed:  

▪ Reported values of all 46 FD19 performance commitments and checked that robust processes 

were in place for the collation and reporting of annual results. These are reported through nine 

proforma tables in Section 3 of the APR.  

▪ The 28 APR technical data tables, including section 4 tables which cover expenditure by asset 

type (as per last year). 

▪ Seven historic June Annual Return tables which are not published or sent to Ofwat, but contain 

data that is used at price reviews, tracks statutory processes, or which you consider to be useful to 

monitor. 
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▪ CCW Return tables, EPA tables, Bioresource market tables, Gender Pay Gap, PR24 Outcomes, 

TCFD (Task Force on Climate-related Financial Disclosures) and SECR (Streamlined Energy & 

Carbon Reporting). 

▪ Additional data on nitrogen removed from rivers and coastal water, biodiversity net gain, and 

Pelican’s (Bristol Wessex Billing Services Ltd) contribution to customer service measures. 

As requested by ‘IN 24/01 Expectations for monopoly company annual performance reporting 2023-24’, we 

confirm that we have reviewed all PCs including the reported 2023-24 financial PCs. The PCs reviewed are 

detailed in Appendix 1 – Performance commitments outturn. 

Scope 

Test procedures were applied to each of the measures for APR24 (to the extent they were applicable): 

Pre-Audit Check: 

1. Has the document for audit been uploaded in the SharePoint? If yes provide a link to 

document otherwise raise an action to ask when the documents will be uploaded 

2. Are there any change on the line descriptions, definitions and any additional guidance 

from last year's submission? If no then no more action is required. 

Audit Tests 

1. If actions were raised last year, have they been completed? 

2. Has the data table been signed off by the owner and compiler? 

3. Have any changes from previous submissions been adequately explained? 

4. Does the method statement (MS) adequately support the provision of accurate and 

complete data and information and has it been used to populate the reported figures? 

5. Is data collection and storage robust, including the upstream processes which generate 

the data? 

6. Are the procedures in place adequate to provide accurate and complete data and 

information. For example, is there a checks and controls process? Any internal sign-off 

tracker? 

7. Has reported performance been calculated in accordance with current 

definitions/requirements including FD19, corrigenda, and RAGs? 

8. Can performance be explained in the context of historical and forecast data? 

9. Does the commentary disclose material assumptions and explain performance? 

10. Are there any material risks or issues that may impact the accuracy and completeness of 

reporting, now or in the future? 

11. Is the data supported by audit trails, confirmed by sampling (at least 3 samples) 

12. (PCs only) Has a confidence grade been defined in line with the Ofwat guidance? If yes, 

what is it / has it been changed from last year? 
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We have provided additional assurance statements/reports on the following performance commitments: 

• A4 Gap sites 

• E4 Natural capital: improve Sites of Special Scientific Interest (SSSI sites) 

• E5 Greenhouse gas emissions 

• E7 Working with catchment partners to improve natural capital 

• F4 North Bristol sewer scheme 

• E11 Km of river improved (non-WINEP) 
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Overall performance 

Of your 46 performance commitments, we agreed: 

Performance commitment level  

No. of PCs 

APR23 APR24 

Met 

Outperformance 12 10 

No payment 10 11 

Missed 

Underperformance 7 10 

No payment 5 3 

Reputational only 

Met 8 8 

Missed 2 2 

Reported by Ofwat 2 2 

 

Overview of findings  

We discussed our key findings with Wessex Water’s audit and risk committee, including areas of strong 

and weak performance.  

- The results of four performance commitments changed as a result of our audits (sewer flooding 

risk (increased), greenhouse gas emissions (reduced), sewer collapses and km rivers improved 

(non-WINEP) (minor corrections).   

- We observed several aspects of good practice, with examples including the adoption of new 

technology to support reporting, high quality method statements, making a priority of in-period 

performance monitoring, and a good system for checking uploaded results.  

- We noted that the challenge of good delivery was more difficult this year, with bad weather 

affecting some measures and performance commitment levels becoming more challenging in 

others.  

Issue and revision record 

Revision Date Originator Checker Approver Description  

1 28 June 2024 J Burke H Marshall A Heather First issue 

2 2 July 2024 A Heather J Burke A Heather Corrections to tables. 

3 3 July 2024 A Heather M Rhodes A Heather Correction to overall 

performance table.  
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Appendix 1: Performance commitments outturn 

Common performance commitments 
APR21 

outturn 
2021-22 PCL 

APR22 

outturn 
2022-23 PCL 

APR23 

outturn 

2023-24 

PCL 

APR24 

outturn 

Water Quality compliance (CRI) (Q1) 1.61 0  0.37 0 1.04 0.00 0.93 

Water Supply Interruptions (R1) 00:04:34 00:06:08 00:04:12 00:05:45 00:04:10 00:05:23 00:05:35 

Leakage (W1) 5.20% 3.90% 10.80% 6.90% 9.30% 9.90% 7.1% 

Per capita consumption (W2) -3.80%* 0.20% -5.20% 0.30% -5.40% 0.40% -0.8% 

Mains repairs (R4) 177.7 159.1 147.1 156.9 163.5 154.6 127.3 

Unplanned outage (R5) 0.57% 2.34% 1.59% 2.34% 0.76% 2.34% 1.53% 

Risk of severe restrictions in a drought (R2) 0.0% 0.0% 0.0% 0.0% 0.0% 0.0% 0.0% 

Priority services for customers in vulnerable 

circumstances (C1)        

Reach 2.5% 3.9% 4.0% 4.9% 6.10% 6.00% 9.1% 

Attempted contact 49.4% 90.0% 91.6% 90.0% 90.8% 90.0% 98.2% 

Actual contact 35.7% 35.0% 55.0% 35.0% 54.8% 35.0% 58.5% 

Internal sewer flooding (F1) 1.41 1.63 1.43 1.58 1.31 1.44 1.56 

Pollution incidents (E2) 25.18 23.74 20.6 23 31.48 22.4 36.06 
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Risk of sewer flooding in a storm (R3) 11.82% 11.93% 9.84% 9.45% 7.98% 8.91% 7.98% 

Sewer collapses (R6) 6.12 6.33 5.91 6.33 5.22 6.33 5.55 

Treatment works compliance (E1) 99.08% 100% 100% 100.00% 99.35 100.00% 99.03 

C-MeX: Customer measure of experience (X1) 86.09 N/A 84.82 N/A 82.99 N/A 81.77* 

D-MeX: Developer services measure of experience (X2) 89.47 N/A 89.65* N/A 89.89 N/A 90.21* 

*C-MeX and D-MeX are reported directly by Ofwat 

Bespoke performance commitments 
APR21 

outturn 
2021-22 PCL 

APR22 

outturn 
2022-23 PCL 

APR23 

outturn 

2023-24 

PCL 

APR24 

outturn 

Delivering for customers in vulnerable circumstances (C2) Maintained Maintained Maintained Maintained Maintained Maintained Maintained 

Number of children/ students engaged (C3) 453 (WSX) 24,370 5,726 24,370 8,916 24,370 14,950 

Customer reported leaks fixed within a day (W3) 92% (WSX) 90% 93% 90% 90% 90% 91% 

Volume of water saved by water efficiency engagement 

(W4) 
0.7 Ml/d 2.0 MI/d 1.4 MI/d 3.0 MI/d 3.6 Ml/d 4.0 Ml/d 4.9 Ml/d 

Water quality customer contacts (Q2) 1.44 1.22 1.17 1.12 1.14 1.03 1.04 

Tackling water quality at home and in the workplace (Q3) 9,739 18,297 14,181 18,297 18,596 18,297 20,579 
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Lead communication service pipes replaced (Q4) 944 1,410 1809 2,010 1,928 2,210 2,219 

Event risk index (ERI WW) (Q5) 16.766 12.8 86.278 12.8 402.796 12.8 23.678 

Customer property sewer flooding (external) (F2) 19.35 16.73 19.27 16.38 17.83 16.03 18.52 

Sewer flooding risk (F3) 55,015 50,651 53,737 50,651 56,258 50,651 60,429 

North Bristol Sewer Scheme – Trym catchment (F4) N/A 0 N/A 0 0 0 0 

Restrictions on water use (hosepipe bans) (R7) 0 0 0 0 0 0 0 

Abstraction Incentive Mechanism (Mere) (E3) -299Ml -100 MI -251 MI -100 Ml -319 Ml -100 Ml -142 Ml 

Natural capital: improve Sites of Special Scientific Interest 

(SSSI sites) (E4) 
22% 40% 52% 60% 67% 80% 82% 

Greenhouse gas emissions (E5) 109 ktCO2e 110 ktCO2e 106 ktCO2e 107 ktCO2e 104 ktCO2e 105 ktCO2e 105 ktCO2e 

Working with communities to improve bathing water 

experience (E6) 
20 26 24 33 36 40 44 

Working with catchment partners to improve natural 

capital (E7) 
33 37 42 37 43 37 42 

Satisfactory sludge disposal (E8) 99.54% 100.00% 100% 100.00% 100.00% 100.00% 100.00% 

Reduce frequent spilling overflows (non-WINEP) (E9) 0 0 0 0 0 0 0 
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Length of river with improved water quality through WINEP 

delivery (E10) 
0.0km 159.4km 149.8km 167.4km 157.8km 167.4km 170.7km 

Km of river improved (non-WINEP) (E11) 23.0km 0.0km 29.9km 0.0km 32.4km 0.0km 40.6 

Abstraction Incentive Mechanism (Stubhampton) (E12) -157Ml -45Ml -231MI -45MI -169lL -45Ml -140Ml

Delivery of water industry national environment 

programme requirements (NEP01) 
met met met met met met met 

Drainage and wastewater management plans (DWMP) 0% 0% 0% 100% 100% 100% 100% 

WINEP requirements (Bristol (Avonmouth) STW) (E13) 0 months 0 months 0 months 0 months 0 months 0 months 0 months 

Security non-SEMD outputs (SEC) 0 months 0 months 0 months 0 months 0 months 0 months 0 months 

Total bill reduction to customers on social tariffs per 

10,000 households (A1) 
£56,562 £68,246 £61,133 £74,606 £72,723 £80,858 £76,567 

Successful applications for assistance received by the 

independent advice sector/ third parties (A2) 
1,614 2,300 1,977 2,300 2,474 2,300 2,732 

Void sites (A3) 1.83% 2% 1.70% 2.00% 1.72% 2.00% 1.59% 

Gap sites (A4) 113 112 113 112 115 112 54 

Value for money (X3) 78% 79% 76% 81% 79% 83% 67% 
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Appendix 1: Performance commitments outturn 

Independent Auditor’s report to the Water Services Regulation Authority 

(the WSRA) and the Directors of Wessex Water Services Limited  

We have audited the tables within sections 1 and 2 of Wessex Water Services Limited’s Annual 

Performance Report for the year ended 31 March 2024 (“the Regulatory Accounting Statements”) which 

comprise: 

• the regulatory financial reporting tables comprising the income statement (table 1A), the statement of
comprehensive income (table 1B), the statement of financial position (table 1C), the statement of cash
flows (table 1D), the net debt analysis (table 1E), the financial flows (table 1F) and the related notes;
and

• the regulatory price review and other segmental reporting tables comprising the segmental income statement
(table 2A), the totex analysis for wholesale water and wastewater (table 2B), the operating cost analysis for
retail (table 2C), the historical cost analysis of fixed assets for wholesale and retail (table 2D), the analysis of
grants and contributions and land sales for wholesale (table 2E), the household water revenues by customer
type (table 2F), the non-household water revenues by customer type (table 2G), the non-household
wastewater revenues by customer type (table 2H), the revenue analysis and wholesale control reconciliation
(table 2I), the infrastructure network reinforcement costs (table 2J), the infrastructure charges reconciliation
(table 2K), the analysis of land sales (table 2L), the revenue reconciliation for wholesale (table 2M),
residential retail social tariffs (table 2N) and historical cost analysis of intangible assets (table 2O) and the
related notes.

We have not audited the Outcome performance tables (3A to 3I) and the additional regulatory information 
in tables 4A to 4Y, 5A to 5B, 6A to 6F, 7A to 7F, 8A to 8D, 9A, 10A to 10H and 11A.   

In our opinion, the Company’s Regulatory Accounting Statements have been properly prepared, in all 
material respects, in accordance with Condition F, the Regulatory Accounting Guidelines issued by the 
WSRA (RAG 1.09, RAG 2.08, RAG 3.14, RAG 4.12 and RAG 5.07), and the accounting policies (including 
the Company’s published accounting methodology statement(s), as defined in RAG 3.14, appendix 2), set 
out on page 8-19.  

Basis for opinion 

We conducted our audit in accordance with International Standards on Auditing (UK) (“ISAs (UK)”), including 
ISA (UK) 800, and applicable law, and having regard to the guidance contained in ICAEW Technical Release 
Tech 02/16 AAF (Revised) ‘Reporting to Regulators on Regulatory Accounts’ issued by the Institute of 
Chartered Accountants in England & Wales.   

Our responsibilities under ISAs (UK) are further described in the Auditors’ responsibilities for the audit of 
the Regulatory Accounting Statements within the Annual Performance Report section of our report. We 
are independent of the Company in accordance with the ethical requirements that are relevant to our 
audit, including the Financial Reporting Council’s (FRC’s) Ethical Standard as applied to public interest 
entities, and we have fulfilled our ethical responsibilities in accordance with these requirements. We 
believe that the audit evidence we have obtained is sufficient and appropriate to provide a basis for our 
opinion.   
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Emphasis of matter – special purpose basis of preparation 

We draw attention to the fact that the Regulatory Accounting Statements have been prepared in accordance 
with a special purpose framework, Condition F, the Regulatory Accounting Guidelines, the accounting policies 
(including the Company’s published accounting methodology statement(s), as defined in RAG 3.14, appendix 2) 
set out in the statement of accounting policies and under the historical cost convention. The nature, form and 
content of the Regulatory Accounting Statements are determined by the WSRA. As a result, the Regulatory 
Accounting Statements may not be suitable for another purpose. It is not appropriate for us to assess whether 
the nature of the information being reported upon is suitable or appropriate for the WSRA’s purposes. 
Accordingly, we make no such assessment.  In addition, we are not required to assess whether the methods of 
cost allocation set out in the accounting methodology statement are appropriate to the circumstances of the 
Company or whether they meet the requirements of the WSRA.   

The Regulatory Accounting Statements are separate from the non-statutory financial statements of the 

Company and have not been prepared under the basis of United Kingdom adopted international accounting 

standards (“UK IASs”). Financial information other than that prepared on the basis of UK IASs does not 

necessarily represent a true and fair view of the financial performance or financial position of a Company as 

shown in non-statutory financial statements prepared in accordance with UK adopted international accounting 

standards. 

The Regulatory Accounting Statements on pages 23 to 32 have been drawn up in accordance with 
Regulatory Accounting Guidelines with a number of departures from UK IASs. A summary of the effect of 
these departures in the Company’s non-statutory financial statements is included in the tables within 
section 1 

Our opinion is not modified in respect of this matter. 

Conclusions relating to going concern   

In auditing the Regulatory Accounting Statements, we have concluded that the directors’ use of the going 

concern basis of accounting in the preparation of the Regulatory Accounting Statements is appropriate.   

Based on the work we have performed, we have not identified any material uncertainties relating to events or 

conditions that, individually or collectively, may cast significant doubt on the company’s ability to continue as a 

going concern for a period to 31 December 2025. 

Our responsibilities and the responsibilities of the directors with respect to going concern are described in the 

relevant sections of this report. 

Other information 

The other information comprises all of the information in the Annual Performance Report other than the 
Regulatory Accounting Statements and our auditors’ report thereon. The directors are responsible for the other 
information. Our opinion on the Regulatory Accounting Statements does not cover the other information and we 
do not express any form of assurance conclusion thereon.   

In connection with our audit of the Regulatory Accounting Statements, our responsibility is to read the 

other information and, in doing so, consider whether the other information is materially inconsistent with 

the Regulatory Accounting Statements or our knowledge obtained in the audit, or otherwise appears to be 

materially misstated. If we identify an apparent material inconsistency or material misstatement, we are 

required to perform procedures to conclude whether there is a material misstatement of the Regulatory 

Accounting Statements or a material misstatement of the other information. If, based on the work we have 
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performed, we conclude that there is a material misstatement of the other information, we are required to 

report that fact.   

We have nothing to report based on these responsibilities.   

Responsibilities of the Directors for the Annual Performance Report 

As explained more fully in the Statement of Directors’ Responsibilities set out on page 8, the directors are 
responsible for the preparation of the Annual Performance Report in accordance with Condition F, the 
Regulatory Accounting Guidelines issued by the WSRA and the Company’s accounting policies (including the 
Company’s published accounting methodology statement(s), as defined in RAG 3.14, appendix 2).    

The directors are also responsible for such internal control as they determine is necessary to enable the 
preparation of the Annual Performance Report that is free from material misstatement, whether due to 
fraud or error.   

In preparing the Annual Performance Report, the directors are responsible for assessing the Company’s 
ability to continue as a going concern, disclosing as applicable, matters related to going concern and 
using the going concern basis of accounting unless the directors either intend to liquidate the Company or 
to cease operations, or have no realistic alternative but to do so.   

Auditors’ responsibilities for the Audit of the Regulatory Accounting Statements within the Annual 
Performance Report   

Our objectives are to obtain reasonable assurance about whether the Regulatory Accounting Statements 
as a whole are free from material misstatement, whether due to fraud or error, and to issue an auditors’ 
report that includes our opinion. Reasonable assurance is a high level of assurance but is not a guarantee 
that an audit conducted in accordance with ISAs (UK) will always detect a material misstatement when it 
exists. Misstatements can arise from fraud or error and are considered material if, individually or in the 
aggregate, they could reasonably be expected to influence the economic decisions of users taken on the 
basis of the Regulatory Accounting Statements.    

Irregularities, including fraud, are instances of non-compliance with laws and regulations.  We design 
procedures in line with our responsibilities, outlined above, to detect material misstatements in respect of 
irregularities, including fraud. The extent to which our procedures are capable of detecting irregularities, 
including fraud, is detailed below.    

We considered the nature of the company’s industry and its control environment and   
reviewed the company’s documentation of their policies and procedures relating to fraud and compliance 
with laws and regulations. We also enquired of management about their own identification and 
assessment of the risks of irregularities.   

We obtained an understanding of the legal and regulatory framework that the company operates in, and 
identified the key laws and regulations that:    

• had a direct effect on the determination of material amounts and disclosures in the Regulatory
Accounting Statements. These included;

• Regulatory Accounting Guidelines as issued by the WRSA,

• UK adopted international accounting standards

• Financial Reporting Council (FRC)

• Tax Legislation (Governed by HM Revenue and Customs),

• General Data Protection Regulation

• The UK Bribery Act

• Anti-Money Laundering Legislation
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• Health & Safety Legislation

• Ofwat Regulations

• The Water Act (2003; 2014)

• Environment Act (1995; 2021)

• do not have a direct effect on the Regulatory Accounting Statements but compliance with which may
be fundamental to the company’s ability to operate or to avoid a material penalty. These included the
company’s operating licence, regulatory solvency requirements and environmental regulations.

In common with all audits under ISAs (UK), we are also required to perform specific procedures to 
respond to the risk of management override. In addressing the risk of fraud through management 
override of controls, we tested the appropriateness of journal entries and other adjustments; assessed 
whether the judgements made in making accounting estimates are indicative of a potential bias; and 
evaluated the business rationale of any significant transactions that are unusual or outside the normal 
course of business. 

In addition to the above, our procedures to respond to the risks identified included the following: 

• We understood how Wessex Water Services Limited is complying with those frameworks by enquiring
with management to understand how the company maintain and communicate its policies and
procedures in relation to these areas. We evaluated the entity level control environment through
discussion with management and in-house legal counsel and inspecting policies and observing the
control environment.

• We assessed the susceptibility of the Company’s financial statements to material misstatement,
including how fraud might occur by meeting with management and internal audit to understand where
they considered there was susceptibility to fraud. We also considered performance targets and the
potential incentives or opportunities to manage earnings. We considered the programmes and controls
that the Company has established to address the risks identified, or that otherwise prevent, deter and
detect fraud; and how senior management monitors those programs and controls. Where the risk was
considered to be higher, we performed audit procedures to address each identified fraud risk. These
procedures included testing manual journals and were designed to provide reasonable assurance that
the financial statements were free from material fraud.

• Based on this understanding we designed our audit procedures to identify noncompliance with such
laws and regulations. Our procedures involved making enquiries of key management and in-house
legal counsel, reviewing key policies, inspecting legal registers and correspondence of non-compliance
from the relevant authorities and reports from any external legal teams, and reading board meeting
minutes. We performed journal entry testing to ensure that there are no unusual legal or penalty
expenses incurred during the year that haven’t been disclosed and to ensure that the management is
in compliance with the applicable framework. For any non-compliance noted, we assessed the
accounting implications and read the financial statements to evaluate the appropriateness of the
disclosures.

A further description of our responsibilities for the audit of the Regulatory Accounting Statements is 
located on the Financial Reporting Council’s website at  www.frc.org.uk/auditorsresponsibilities. This 
description forms part of our auditor’s report.   

http://www.frc.org.uk/auditorsresponsibilities
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Use of this report 

This report is made, on terms that have been agreed, solely to the Company and the WSRA in order to meet the 
requirements of Condition F of the Instrument of Appointment granted by the Secretary of State for the 
Environment to the Company as a water and sewage undertaker under the Water Industry Act 1991 (“Condition 
F”). Our audit work has been undertaken so that we might state to the Company and the WSRA those matters 
that we have agreed to state to them in our report, in order (a) to assist the Company to meet its obligation 
under Condition F to procure such a report and (b) to facilitate the carrying out by the WSRA of its regulatory 
functions, and for no other purpose. To the fullest extent permitted by law, we do not accept or assume 
responsibility to anyone other than the Company and the WSRA, for our audit work, for this report or for the 
opinions we have formed.   

Our opinion on the Regulatory Accounting Statements is separate from our opinion on the non-statutory 
financial statements of the Company for the year ended 31 March 2024 on which we reported on 8 July 
2024, which are prepared for a different purpose. Our audit report in relation to the non-statutory financial 
statements of the Company (our “Non-Statutory audit”) was made solely to the Company’s directors. Our 
Non-Statutory audit work was undertaken so that we might state to the Company’s directors those matters 
we are required to state to them in a Non-statutory audit report and for no other purpose. In these 
circumstances, to the fullest extent permitted by law, we do not accept or assume responsibility for any 
other purpose or to any other person to whom our Non-Statutory audit report is shown or into whose 
hands it may come save where expressly agreed by our prior consent in writing.   

Simon O’Neill (Senior statutory auditor) 
Ernst & Young LLP 
Birmingham 
9 July 2024  


