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Who you will hear from today

Andy Willicott
Managing Director

Mumin Islam
Head of Price Review 

Heidi Knapton
Director of 
Customer Delivery

Natalie Akroyd
Director of Quality 
and Environment



About us



Our supply areas

Wastewater services provided by Severn Trent 
Water

Wastewater services provided by Anglian 
Water



Our customers’ priorities

In our plans, customers and stakeholders want us to…

balance our ambitions with bill affordability 

focus on fairness and collective responsibility to meet the challenges we face

put concern for the environment at the heart of our plans

make sure customers who need extra help are protected

make sure water bills remain affordable for all



Our plan 2025-2030



Our Service



Holding for Leanne’s infographic



Our customer views are vital in building our business plans, and we had 
feedback from 92,000 of you through:

• Focus groups

• Ongoing conversations with customers through bespoke panels

• Day to day customer feedback surveys

Your feedback covered all areas of our plan, and three common areas of 
concern were:

• Protecting our environment 

• The transition to water meters for all

• Supporting our vulnerable customers

You said, we did



Protecting our environment
You said:

We were not going far enough to protect the environment in the regions we abstract water from, 
including the precious chalk streams in Cambridge.

We will do more to:

1. Reduce demand for water 2. Develop new supply options 3. Restore our environments

So we can take less water taken from our 
environment. We are:

• Reducing network leakage faster than 
our statutory requirements

• Fitting over 150,000 new meters to 
manage and understand water usage

• Trialling a new charging structure that 
incentivises water saving 

To meet growing demand in Cambridge 
without impacting the environment we are 
developing two new sources of water:

• Grafham transfer to provide 26 
megalitres per day by 2032

• Fens Reservoir to provide 44 megalitres 
per day by 2037

We recognise our responsibility and 
obligation:

• Introducing river restoration measures at 
7 chalk streams in Cambridge

• Offering grants to local environmental 
projects through PEBBLE and SPRING

• Targeting a 20% improvement in 
biodiversity in both regions.



The move to water meters for all
You said:

You were worried about the moving to paying based on metered charges as part of our universal 
metering programme.

We will support you throughout the process:

1. Before you switch 2. During the switch 3. After you switch

• Communicate clearly before we fit your 
meter

• Share with you why we need universal 
metering, and the benefits 

• Go further for customers who need extra 
help

• Provide on the ground support for 
customers who want to talk to us 

• Share water saving advice, explanations 
of bill changes and how to contact us

• You will have 2 years before your bill will 
be based on your meter readings 

• Identify if your bill will increase, and talk 
to you about it

• Provide extra financial support for those 
who need it



Supporting customers who need extra help
You said:

You were already struggling to pay your bills and were worried about managing further bill 
increases. 

We will provide help when you need it by:

1. Offering financial support 2. Going the extra mile 3. Thinking wider than water

To customers struggling to pay their water 
bill.

• 60,000 supported via our discounted 
Assure Tariff 

• Trial a new innovative tariff to offer 
discounts on essential use. 

By offering tailored support to our customers 
based on their needs 

• A new Extra Help Team trained in  
providing tailored support. 

• Capture the differences in circumstances 
between customers, to proactively 
engage with on support available for 
them.

We will engage with organisations outside the 
water industry to ensure we offer holistic 
support for customers who need extra help.

• Working with other sectors for a ‘tell us 
once’ approach and holistic home visits
e.g. partnership with Energy

• Integrate with communities using insight 
from third parties and local charities 



What this means for our customers

Potential bill impact by 2030
Breakdown of where every £1 goes

Our typical annual bill 
today (2023)

Potential typical 
annual bill by 2030

still less than £20 a month per household by 2030

We are a clean water only company

£170

Inflation*

Higher than inflation 
energy prices*

Long term water supply 
investment*

70% of customers in our research study told us our 
proposed investment plan and the associated bill 

increase to deliver it “is acceptable”

+ £25

+ £7

+ £16

£218

*please note these bill impact numbers could be subject to change and does not include Fens reservoir costs at this stage

When asked about the proposed affordability, 35% 
of customers perceive that their clean water bills 

will be “difficult” to pay from 2025



Our big picture

A resilient and 
reliable water 
supply for 
generations to 
come

Affordable bills, 
backed by 
excellent 
support 
and service

A local and 
community 
driven focus

A plan that 
protects and 
enhances the 
environment

Right people 
providing the 
right service 
and 
innovating for 
the future



Link - Your water, your say survey - Ofwat

https://www.ofwat.gov.uk/regulated-companies/price-review/2024-price-review/your-water-your-say/your-water-your-say-survey/
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