South Staffs Water and Cambridge Water
CCW Accountability Action Plan update — September 2026




You said, we did: what the panel asked us to deliver on at the Spring
Accountability Session

vousaid _________________ |wedd

Launched our new "Your Water, Your Future" annual billing insert and supporting

Explain more clearly where customers' money goes. s N
P y vé webpages, providing a clearer breakdown of bills, investment plans and customer support.

Published investment case studies, launched Investing for a Better Water Future content,

Show us how investment is benefiting customers. .
g and developed a new Service Snapshot to demonstrate progress and outcomes.

Redesigned online content, introduced FAQs, explainer material and improved navigation

Make information easier to access and understand. . ) ;
to help customers find information more easily.

Introduced customer surveys following mains renewals schemes and implemented
improvements based on feedback, including clearer communications and proactive updates
on delays.

Improve communication during works and planned investment
schemes.

Improved meter reading performance, invested in additional metering resources and

Help customers avoid unexpected bills. . . . . . . .
P P enhanced online meter reading functionality to reduce reliance on estimated bills.

Expanded communications about affordability schemes, Priority Services and additional

Increase awareness of support available to customers. .
support available for customers who need extra help.

Established new channels to share performance updates, investment progress and

customer outcomes throughout the year.

Provide greater transparency and accountability.

Securing your water future




Action 1 & 2: Launch a 'Your Water, Your Future' web page

Delivering on our commitment
In June 2026 we launched new "Investing for a Better Future" webpages for both South Investing for a better water

Staffs Water and Cambridge Water. The pages are designed to help customers future A
understand how their money is invested and include information on leakage, water e Whese youk oney s sce why i mitiss 5 : |
quality, local Investment, biodiversity, and planned works. They also feature regional case - oy
studies, clear navigation to further information, and a simple video explaining the price
review process.

Your water bill helps keep the network running: around 40% covers daily operations like treatment and pumping,
while the rest upgrades equipment and delivers on the priorities that matter most to you.

The impact for our customers

* Provide customers with greater transparency about investment decisions and how For an average cost of 60p per day...
these benefit their local area

* Easy to access information that is relevant to them, supported by regional examples
and signposting to key performance areas such as leakage reduction and

we're investing more than £702 million between 2025 and 2030 to upgrade your water services. Customers have told

us their priorities, and here's how we're delivering.

£702m total investment

£60m | €145m £6am | £390m £a3m |
environmental improvements [ |
We’re not stopping here Schemes completed
We’re monitoring the number of visits to this page and using this to help shape how we I A R S A
promote this information via our communication plans. To support this, we are about to
launch a customer engagement web survey specific to this webpage and plan to review i

feedback over the next 8 weeks to enable us to expand and develop the content our
customers want to see.
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June Delivered in June


https://www.cambridge-water.co.uk/household/investing-for-a-better-water-future/
https://www.south-staffs-water.co.uk/household/investing-for-a-better-water-future/

Action 1 & 2: 'Your Water, Your Future’ social media content

Following publication, we have promoted this content through our social media channels, ensuring customers are aware and can easily access this information. Here are some
examples:

Reducing the levels of leakage is really important to us @ SEITIE WE G3K ANYUING MOME 01 YU, NEIS 3 WAL SOUUT JMSTT> YRALET 13 GOING NOW ONG OVET tne Vve re geligntea 1o De partnering with Angiian Water in the proposea rens Keservoir project. ¥IPES CaN 1EaK TOr @ NUMDET OF rEa50NS, DUT TIT YOU KNOW TNAT tNE NOT WESINEr 5 ONe OF tem:  §

coming years:
When we lose water from the network, we are wasting water that has been treated and taken from the lvesting £80 millon to find and fix eaks faster This is a major investment in the East of England's future water resilience. When "‘r eru‘d“z heats up, it expands and moves, putting pressure on underground pipes, which can
environment, and so by reducing the level of leakage, we take less from sources in the environment, Renewing 250km of ageing water mains across the region before 2030 R " R 5 cause splits as urst mains.

By supporting this important scheme, we're helping create sustainable water resources, protect the

and this helps protect natural habitats. Repairing lesks fast: 1245 leaks identified from 15t January nzmuplm 03 ﬁd ensre corr i :avf T reess to viE bl wsiersueciies fo'r‘;eca s to We know leaks are frustrating to see. We have more people finding and fixing leaks than ever before,
We have set ourselves ambitious targets, and we are working hard to outperform these, increasing the to 30th June ~ 1169 of them repaired by that same date - uPP and we're committed o cutting the reducing leakage, utilising new technology, and exploring
resources we devote to finding and fixing leaks, and i g new and i to Our engineers are out around the clock, finding and fixing leaks, often before most people even know come § @ and repair tech

mprove our leak detection activities. there’s an issue. Find out more and register for project updates at https://fensreservoir.co.uk/ If you've recently reported a leak, our team are on the case.
We know saving water must be a team effort.

By reporting leaks into s, you will be helping us too.
See how to report 2 leak online and learn what happens when we set our repairing a leaking pipe:
hestafk d

K h

#FensReservoir #WaterSecurity #Sustainability #BuildingTheFuture #CambridgeWater i Id like t rt I line: https://bit.ly/3Jht45i
Every drop we keep in the network helps reduce pressure on the rivers, reservoirs and underground ty 9 you would like to report one, tell us online: https://bit.ly/: i
sources we all rely on.

p couk/./)

Cambridge

And that matters more each year, as summers get hotter and drier.

This is the first in 2 series where we'll show you the work going on beneath your feet, answer your
questions honestly and explain how we can protect local water together.

Click the link to read more about what we're doing Supporting one of the UK’s driest,
https//bit.ly/4yHcEZv . . . - fastest-growing regi ’
#StaffsWaterChampions SaveWater #Staffordshire #WaterConservation L

Built to meet growing pressure from
climate change and population growth.

Planned to supply around 100 million
litres of water per day.

dHws Qe Do o0

Most relevant »

‘ Thalia Myers - 7w
Question: we continually pump water away to keep the fens dry. Is it possible to create a
reservoir in the fens and allow the water to accumulate there rather than back out to
sea..?

D @ rpy O

South Staffs Water Cambridge Water

31,593 19,279 107 196 44,328 29,263 126 262

Views Impressions Comments Interactions Views Impressions Comments Interactions
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June Delivered in June




Action: Launch a “Your Water, Your Future” newsletter 6

Your water action plan

Make sure you're getting the most from your water service:

. . . Off supply? I-.-l Set up a Direct Debit '
Delivering on our commitment omeus e rrsordk e ok sy
We have transformed our water bill insert into the new Your Water, Your Future ' 5 °

« g o 9 Switch to a water meter
newsletter, providing clearer and more transparent information about how customer O oy forthe ey Vit
. . . . . . 1 H to a meter today.
bills are invested. The newsletter explains the investment being made to improve ”

Water is precious. By combining your efforts at home with ours across the

resilience, reduce leakage, protect the environment and support customers, while giving reerk e o ke sre el v Sl chang
customers greater visibility of where their money goes and the benefits being delivered The wteryou use exch day comes fom
across the region.

Wantto keep in touch?

sources such as aquifers. These are part o
jprotecting them is a responsibility we all were W quality water.

Water usa in our region is rising quickly, ai Your bill helps keep the network i covers daily

‘our area seriously water stressed. We're operations ment and pumping while upgrades equipment
leakage, and your actions at home help td anddeliv jorities that matter most to you

adjusting cooking and gardening habits,
or leaking toilet valves, can save thousang

:.,.,_,, o Foranaverage cost
of 58p per day...

more water-saving tips, just scan the Of
...we're investing over £224m over

The impact for our customers

Customers now receive more accessible and meaningful information about the services
they rely on, including investment priorities, performance improvements and available
support schemes. By using clear language, visual explanations and real examples, the

newsletter helps customers better understand how their bills contribute to improvements How do we finance this crit ‘VE;:,*:_:S_Y:;T"Z':;;E;‘;?:E‘?;Z‘Z:Lus Supporting customers:
1l eir pnot{tl-:-s, and heres how we're
in water services, environmental outcomes and long-term resilience. [y e £16m

Customer bills help, but they d to provide help when and
. N
5 ills help, but they don't cover . i

o raise extra money.

Ipin und goes to our investo . L
I:resti"::i:us|o:g-termfunding.T|::t £1 7m i Reliable supply, 24/7:
. now. to replace ageing pipes most
We’re not stopping here eter bl e regon e sekdeangotusns. — £75m)
oy . o o o some of the lowest in the UK. to keep water flowing to
Future editions will provide more locally relevant updates, tailored to the regions where Wo'ms wwking brd o haep AR s homesand businesses.
our customers live. We will continue to use the newsletter to share investment progress, £4Tm
a e ey . 0 . e aiaran Protecting the environment:
performance improvements, customer support initiatives and the benefits being Waterbmstment planesand £25m

pumping stations,

to significantly reduce water

delivered for local communities and the environment.
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N/A Delivered in April




Action 3: Launch a “Meter Health Check” programme

Delivering on our commitment

Our priority focus for delivery against our commitment of our meter health check programme has been to
prevent customers from receiving consecutive estimated bills by improving meter reading performance and
ensuring compliance with the new regulatory requirements.

*  Brought meter reading in-house and increased resources to improve read performance.

* Reduced reliance on estimated bills through enhanced processes.

* Made it easier for customers to submit readings via online accounts.

* Continued investigating billing and metering queries.

* Launching a new meter reading system in 2027 to further improve accuracy and service.

The impact for our customers

Our investment in the metering operation has enabled us to complete more than 232,000 scheduled water
meter readings since April 2026 and reduce unread “skipped”* meters to 2.15% in August.

As a result, we are relying less on estimated billing and providing customers with more accurate bills.

We’re not stopping here

As part of our universal metering programme, we are exploring how to identify customers who may require
additional support before receiving a water meter. We are developing a tailored customer journey to ensure
these customers receive timely information and assistance, helping them understand and manage any potential
impact on their bills. This could include customers in larger households, for example.

oweome | saws | e

September

Delivered in August

“skipped”
readings
reduced by
more than
14,000
compared to
last year

11,700
additional
meter reads to
support
customer
queries



Action 5: Develop and publicise case studies of a range of the investments

Cambridge Water Search Q
Delivering on our commitment hold  Business  Develop c O e we LT
We have published a range of new case studies on our Investing for a Better Water Future EtiEito Camibildoe Alpsiie
webpages, giving customers greater insight into how investment is improving services Rl
and the environment. We are continuing to expand this content, with three additional il
case studies on biodiversity and water treatment investment planned for publication in PR s e
September.

The impact for our customers

Customers now have access to more transparent, accessible information about how
investment is being used to deliver improvements across the region. Through regular
project updates and real-life examples, customers can better understand the benefits e or e, rper W o e e s oot
being delivered for services, environmental performance and long-term resilience. T T e e

Schemes completed

We’re not stopping here

We will continue to publish new case studies and project updates throughout the year,
including progress against our five-year capital investment programme. This phased
approach will help keep customers informed of local investment outcomes and the
long-term benefits being delivered in their communities.

Coueome | s | we

June Delivered in June


https://www.south-staffs-water.co.uk/household/investing-for-a-better-water-future/
https://www.cambridge-water.co.uk/household/investing-for-a-better-water-future/

Action: Continuing our Mains Renewals engagement programme

“The information provided was
comprehensive and access to my
property, despite being at the

Delivering on our commitment .
. . . ) L centre of the works, was maintained
We continue to deliver on our mains renewals engagement commitment by inviting throughout. The workforce were
customers affected by works to provide feedback after each scheme. Customer insight is excellent and went out of their way
reviewed regularly and used to drive improvements to communications, planning and the to minimise disruption. They deserve

recognition for the service they

overall customer experience.
provided.”

The impact for our customers
Customer feedback has directly informed improvements, including clearer information on welfare compounds,
proactive updates when timescales change, and better communication around scheme completion dates. This

helps customers feel more informed and better prepared for disruption during works.

We’re not stopping here

We will continue refining our communications and engagement approach using customer feedback. Planned
improvements include setting clearer expectations before works begin and providing more information about
potential impacts such as temporary supply interruptions, low pressure and access restrictions.

Coucome | saws | _mc

N/A Ongoing




Action 6: Share simple explainer videos and quarterly updates

High-quality water

£145 million to improve and maintain water treatment plants and pumping stations

Delivering on our commitment

We have expanded our digital content, providing customers with access to more than 130
videos through our Help & Advice hub. We have also embedded video content across key
webpages, helping customers better understand billing, water meters, water saving,
investment programmes and environmental improvements.

und for a Better Life
WAUG) have been tackling the spread of
""" ng out ongoing monitoring, the project is helping to protect
species and safeguard this much-loved green space for the more than

The impact for our customers

Customers can now access helpful video content within two clicks from our website,
making information quicker and easier to find. By offering information in a range of
accessible formats, customers are better informed about their services and how
investment is improving outcomes for communities and the environment.

from PEBBLE funding? Applications for the 2026 programme are
ind out more and see if your project could be eligible

We’re not stopping here

We will continue to grow our video library and share regular updates on key programmes
and investments. This will help customers stay informed about the improvements being
delivered and the benefits these investments are providing across the region.

Coucome | saws | s
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Action 7: Raise awareness of our annual report

Delivering on our commitment

We have published our Annual Report on our website and launched a programme of
social media customer communications, bringing key performance, investment and
environmental updates to life through accessible, customer-friendly content. This
approach helps raise awareness of the report and encourages customers to explore the
detail further.

The impact for our customers

Customers now have easier access to important information about our performance,
investments and priorities through regular communications they already engage with. By
sharing bite-sized updates and signposting to the full report, we make complex
information more accessible and easier to understand.

We’re not stopping here

We will continue to share customer-friendly highlights from our Annual Report
throughout the year, helping more customers stay informed about our performance,
investment programmes and the improvements we are delivering across the region.

Coucome | saws | wo

June

September

Shared social media content. Visit our
social media pages for more:

() 73,000 customers received O
targeted financial support
last year

Helping customers

when support ~ i

is needed most

Our Vulnerability Strategy is Support is available when
helping make services circumstances change
Inclusive,

“Last year, 73,000 customers received targeted
financial support.

In June 2025 we published our vulnerability
strategy. This demonstrates our commitment to
supporting the communities we operate in.

The plan sets out how customers can access
water services that are inclusive, appropriate and
affordable, if they find themselves in vulnerable
circumstances.

To read the full document, visit

#YourWaterYourFuture


https://www.south-staffs-water.co.uk/household/investing-for-a-better-water-future/
https://www.south-staffs-water.co.uk/household/investing-for-a-better-water-future/
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf
https://www.south-staffs-water.co.uk/media/gkuburx2/annual-performance-report-ye-31-march-2026-final.pdf

Action 8: Publish information on the five-year capital investment programme

Example webpage:
Delivering on our commitment

We have expanded customer information about our investment programme for 2025-

Lo Joidor-bid Mok Poymybl  Meghome  Hepadagpet  Yewwewr  Ouswonmemt  Aboutia

Investing for a

through our existing Your Water, Your Future, Investing for a Better Water Future and Brigitian nise vesilichs g Clon e
. . A st % By today, awe ier
Water Resources Management Plan content. This provides customers with clearer s

information about where investment is being made, including water resources, mains
renewals, leakage reduction, water quality improvements, environmental projects and
climate resilience. RN e e T e

The impact for our customers

Customers can now better understand how investment is supporting reliable, resilient
and sustainable water services in their area. By presenting investment priorities
alongside real project examples and case studies, customers can see how funding is
being used to improve services, protect the environment and prepare for future
challenges such as population growth and climate change.

By 2030, we plan to:
oo ) ¥ il
»
"

Replace Iy
250km reliability

We’re not stopping here
We will continue to expand investment-related content through future case studies,
project updates and Water Resources Management Plan information. In addition, In
September we will launch a dedicated investment hub that brings all capital investment
informationtogether in one place, making it easier for customers to see what projects
are happening locally, track progress and understand the benefits being delivered for
their community and the environment.

oweone | saws | mc_
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Replacing water mains in Cannock

September  Ongoing since June


https://www.south-staffs-water.co.uk/about-us/our-strategies-and-plans/our-capital-investment-programme/
https://www.cambridge-water.co.uk/about-us/our-strategies-and-plans/our-capital-investment-programme/

Action 9: Introduce a quarterly “service snapshot”

Delivering on our commitment

We have developed a new quarterly Service Snapshot: Your Money in Action, providing
customers with a clear and accessible overview of our performance. The first edition was
due for publication at the end of September, unfortunately this is slightly delayed and
will now go live in October with quarterly updates planned thereafter.

The impact for our customers

The Service Snapshot will give customers greater transparency on how we are performing
and how investment is delivering tangible results. It will bring together key information
on areas such as leaks, supply interruptions, water quality, meter installations and
support for vulnerable customers in a simple, easy-to-understand format.

We’re not stopping here

We will continue to evolve the Service Snapshot based on customer feedback, exploring
opportunities to include additional measures that matter most to customers. Future
editions will also be tailored by region to provide more relevant and localised insight into
performance and investment outcomes.

oweone | saws | wo

September

September

Service snapshot mock-up:
Every day we supply over half a million homes with clean,
fresh water through a network of 6,000km of pipes.

We believe it's important our customers know how well we‘re doing,
so we'll share how we're performing with you every month.

Keeping water flowing Water quality concerns Ensuring "‘:; :‘;E’hﬂ' quality
2

Customers lost b Commentary
an average

; c - rneaanes . 5596
3 minutes \ Em: © b added

n July 2026, we
fixed

648 leaks,
more than in any
other month since
Aol 2025

Financial support for
customers

Almost
80,000

customers
sened it lrem
fina port
(

thie ol
our a¥fordability
schemas




Action 11: Reduce leakage by 14% over the next 5-years

oweone | saws | wao

2031

Delivering on our commitment

We are ahead of schedule in delivering our commitment to reduce leakage by 14% between 2025 - 2030, thanks to continued investment in technology, proactive
leak detection and faster repairs, including deployment of additional leakage teams throughout recent heatwaves and our trial “no-dig” repair approach.

e Our 2025-2030 leakage reduction targets are based on our 2015 — 2020 performance of 72.7 million litres per day (Ml/d) in South Staffs and 15.6 Ml/d in
Cambridge.

e By the end of the 2025/26 period, leakage had reduced by 18.2% in South Staffs and 23.7% in Cambridge.

e Every day we now save around 16.9 million litres of water compared with our baseline. That's enough water to fill more than 67,000 bathtubs every single day or
475,000 per week.

e Our performance has exceeded regulatory targets across both regions, earning recognition for our strong performance.

e These results have been achieved despite challenging weather conditions, including prolonged dry periods and ground movement that can increase the risk of leaks
and bursts across the network.

The impact for our customers

Reducing leakage means more water stays in the network for customers, helping secure supplies during dry weather while reducing the need for
restrictions. By saving nearly 17 million litres of water every day, we are improving resilience, protecting the environment and making the best possible

use of available water resources. Our performance means we have already delivered more than the total 2025 - 2030 leakage reduction target after just
one year of the five-year programme.

We're not stopping here

We continue to invest in innovative approaches to find and fix leaks faster and prevent future water loss, including:
*  Satellite monitoring, acoustic logging and advanced leak detection technology.

* Delivery of 250km of water main replacement during 2025 - 2030, with Year 1 targets achieved.

* Trials of trenchless repair techniques to reduce disruption and shorten repair times.

*  Expansion of customer supply pipe repair and replacement support.

* Increased focus on trunk main monitoring including enhanced logging and leak detection dog trials.
Find out more on the next slide

Ongoing




Action 11: Reduce leakage by 14% over the next 5-years

Investing in smarter ways to save water
We're using new technology and innovative approaches across our network to help find leaks earlier, repair them faster and prevent water loss before it happens. Here are the main approaches being used across both South Staffs Water
and Cambridge Water regions.

Pro-active listening for leaks

Over the last ten years thousands of acoustic sensors have been attached to our water network, helping us "listen" for leaks that are difficult to spot. In the first few months of 2026 we installed hundreds more sensors in Cambridge city-
centre, where leaks can be harder to locate. The sensors are proving to be between 2 to 3 times faster at finding leaks than more established approaches.

We're also trialling Artificial Intelligence (Al) to help predict where leaks are most likely to occur, allowing us to act before pipes burst. The trial started this year and will finish off in November, and then we will review the results.

Exploring satellite technology
We're developing innovative ways to use satellite technology more frequently and effectively to help locate water on or just under the ground's surface. Early trials indicate this approach is between 2 to 3 times faster at finding leaks
than more established leak detection approaches.

Managing water pressure
We are always pro-actively controlling water pressures across the pipe network, whilst making sure the pressure stays above our target of one bar at the boundary of a customer’s property. This means that instead of letting water flow at
a constant high pressure, we adjust the pressure using valves, pumps, and sensors to balance customer demand with reducing leakage and network safety. This approach helps:

0 Reduce the amount of water lost through existing leaks
0 Lower the risk of pipe bursts and extend the life of our water mains
0 Reduce energy use and repair costs for pumps.

Repairing pipes with less disruption
We're trialling "no-dig" repair techniques that can fix some underground pipes without digging up roads, footpaths or customers' properties. Early feedback shows that this technique is showing a 70% success rate of stopping the leak
without the need to dig down to the pipe. The trial finished in September 2026 and our teams are currently undertaking a full review. Using this approach can mean:

o Faster repairs and less disruption for customers and communities
0 Lower repair costs
o Reduced environmental impact — less waste.

Installing the latest metering technology

We're aiming to install at least 164,646 meters at customer properties between 2025 and 2030. In year 1 of the programme (2025/26) we fitted 24,675 meters, beating the target of 20,646. Between 2026/27 and 2030/31 the target is to
fit 36,000 meter per year.

The water meters being fitted can automatically send signals out at set times, which are then picked up by masts (antennas) or other radio networks installed by companies. This is like energy suppliers, whose smart meters store readings
and then submit them securely to the supplier. The water meter readings are fed into the water company’s customer database and used for lots of different things such as supporting accurate billing, better understanding of water usage

in an area and helping understand where leakage is happening. The water company can, over time, provide customers with even more accurate information about their water usage. We are looking at how best to roll-out this benefit

from 2026 onwards.
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Action 12 & 13: Publish a customer-friendly summary of our WaterResource

Management Plan

Delivering on our commitment

We have published customer-friendly Water Resources Management Plan (WRMP)
webpages, making complex long-term planning information easier to understand. The
content explains how we are preparing for future demand, investing in new water
resources, reducing leakage and securing resilient water supplies for future generations.

The impact for our customers

Customers can now access clear, accessible information about the long-term challenges
facing water resources and the actions we are taking to address them. By connecting
regional plans with local case studies and investment programmes, customers can better
understand how we are planning for growth, protecting water supplies and supporting
environmental sustainability.

We’re not stopping here

We will continue to build awareness of our long-term water resource plans through
targeted communications, social media and additional customer-friendly content. This
will help customers better understand how we are preparing for future demand and
investing to maintain resilient water supplies for the communities we serve.
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June Delivered in July

Water Resources
Management Plan

At least every five years we prepare a Water

4
Resources Management Plan, which sets out how we ‘ g
will provide a high-quality, secure and reliable water “‘\ '
supply, in an affordable and sustainable way
We are committed to providing a high-quality, secure and reliable water supply to customers now and in
the future.
We aim to achieve this in a way that is affordable and that takes into account the need to protect the
environment.
At Cambridge Water, we're committed to providing a high-quality and reliable water supply to customers.
To do this, we continually review and improve our water resource management to ensure long-term delivery of
supplies.
Simply put, water resource management is the process of making sure we have enouah water for everyone who
98 —
an ™ 7
Demand Supply Sustainability how
forecast forecast forecast
Population growth . A exssting * Abstration ience
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https://www.cambridge-water.co.uk/environment/managing-water-resources/water-resources-management-plan/
https://www.south-staffs-water.co.uk/environment/managing-water-resources/water-resources-management-plan/

Action 14 & 15: Helping customers understand how future growth and new developments
are planned and supported

Delivering on our commitment 25-year Water Resources Management Plan
In October we are launching new customer-friendly content that explains how future
growth, housing developments and infrastructure investment are planned and D:id Suﬁly s‘mi’n’ab“ity
supported. We are also developing an overview of the engagement process between B Sl idactions
water companies and developers, helping customers better understand how new . P e
developments are assessed and connected to the network. ¥ i 3 7
-, . s .
R s FonniA b

The impact for our customers
Customers will have greater visibility of how population growth and new developments

® Population growth

® Abstration licence
® Housing growth -

reductions

= Complying with Water
Framework Directive

are considered within our long-term planning. By enhancing and promoting existing N N
Water Resources Management Plan and Your Water, Your Future content, customers can S s
more easily understand how water supply, demand, environmental commitments and \) i
investment decisions are balanced to support future growth. , I "
i 1 1 (
&% ~ 7
Demand Supply Sustainability
We’re not stopping here options options options

We will continue to strengthen links between planning, investment and growth

information, making complex topics easier to understand. Future updates will include

case studies that showcase recent developer network connections and demonstrate how w .
infrastructure investment supports both future growth and existing customers.

Coucome | s | e
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Action 16: Lower the bill increase thresholds that trigger proactive outreach and

introduce expert-led outbound contact. ,
o New meter reading
received

. . . We receive an updated

Dellverlng on our commitment meter reading which shows
o 05 . . . anng . . . higher water usage than

We are providing proactive support by reviewing our billing journeys and introducing new U s Tacorat!
interventions to help customers avoid unexpected bill increases. Alongside our meter ‘

health check activity, we have reviewed and processed more than 7,000-meter readings
to minimise billing impacts and improve billing accuracy.

The impact for our customers
Customers identified as being at risk of significant bill increases will receive earlier

We identify
customers who may
see higher charges ‘

Customers whose updated
reading could lead to an
increase in charges are
highlighted for additional
support. |

£1
=0

outbound support and clearer communications. This approach helps customers better
understand changes to their charges, identify any underlying issues and access e cpl"::::"‘:: s
appropriate support before concerns escalate into complaints or bill shock.

As part of a pilot, we will
compare:
We’re not stopping here e Proactive
We will use the findings from our outbound contact pilot to identify the most effective } Belaphons support *
ways to support customers experiencing higher charges. We will continue to refine L
customer communications and expand proactive interventions, ensuring customers most 9 Existing written
q o g q . q . communications
at risk of unexpected bill increases receive timely guidance and support. As we refine
embed these approaches, the successful processes and interventions will become part To identify the most effective

way to help customers
understand the change.

our business-as-usual (BAU) operations, helping us deliver consistent and sustainable
support for customers over the long term.

o

B S &

Better outcomes
for our customers ‘

Improved
understanding
of charges

Fewer complaints
and queries

Increased
customer satisfaction

More opportunities
to discuss water efficiency
and support options

Coueome | sews | wo
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Action 17: Launch a plain-English tariff guide explaining how bills are calculated

bnd payments

ith many easy ways to manage your bills and

payments, find the option that best suits you.

Delivering on our commitment

We have expanded our My Bills and Charges webpages to provide clearer, more
accessible information about how bills are calculated. The content includes simple
explanations of measured and unmeasured charges, billing FAQs, direct access to

charging information and guidance linking customer charges to investment activity. Mk eromer 3
The impact for our customers - ) )
Customers now have easier access to information that helps them understand their bills b od ik o
and find answers independently. This has contributed to a 19% reduction in contacts EEESEEEETTTTTTT @
requesting information on how bills are calculated between April and August 2026 e :"‘:ffp::” -
compared to the same period in 2025, demonstrating improved customer understanding. : ::““w ~ S i
e awn@ o £
S 0 o R OO AR e 0 .40 o s i :
We're not stopping here S
We will continue to review customer feedback and contact trends to identify further movm a0 @ i
opportunities to simplify billing information. By enhancing our guidance and |
communications, we will help more customers understand their charges and make it i i
easier to find the information they need. e

“oueome | s | w_
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Action 18: Launch a customer communication/update promise setting clear
timelines for updates during key service journeys

Speedy Emails: 75% of emails
answered within 24 hours. We have
strengthened email handling processes

Delivering on our commitment and introduced clearer response
Feedback from our Customer Panel, alongside ongoing customer insight and contact analysis, commitments.
consistently highlighted four areas that matter most to customers. In response, we have focused our —

communication improvements around four key pillars designed to make it easier for customers to Speedy Telephone Service: Average
contact us, stay informed and access support when they need it most. wait times reduced from 10 to 2

minutes. Investment in our contact
centre has significantly reduced
telephone waiting times.

The impact for our customers . 0 ..
. . . . Proactive Updates: 18% reduction in
These improvements have made it easier for customers to access support and stay informed. We dissatisfaction relating to
respond to 75% of emails within 24 hours, have reduced average telephone wait times from 10 communication.
minutes to 2 minutes, and have seen an 18% reduction in dissatisfaction relating to poor We now provide more proactive

updates across incidents,
appointments and leakage
investigations.

communication during water supply incidents.

Affordability Support: We have

’ .
We're not stopping here improved promotion of affordability

We Wll! continue to use customer feedback‘a‘nd performancg insights to ‘refere our communication e e oA

commitments and extend them across additional customer journeys. This will help ensure customers identifying and supporting customers

receive timely, relevant and proactive updates when they need them most. who may benefit from help with their
bills.

September  Ongoing since June -




Action 19: Redesign the Guaranteed Standards Scheme and complaint escalation
website sections Making a complaint

We aim to provide you with an excellent service, but sometimes things can

go wrong. We take complaints very seriously, so if you are not happy with our

Delivering on our commitment

We have updated our Make a Complaint and Guaranteed Standards Scheme (GSS)
webpages, making it easier for customers to understand the complaints process,
escalation routes and the support available to them. We have also improved support
signposting through our website, online forms, bills and downloadable customer
information.

service we will do our best to put things right.

g About our Customer Complaints Procedure

Need more help?

We aim to get things right first time, but if things do go wrong we'll fix them quickly for you

Step 1

The impact for our customers
Customers can now access clearer guidance on how to raise a complaint, what to expect

during the process and where to seek independent support if needed. Enhanced Our customer promise

webforms, automatic acknowledgements and improved bill messaging provide clearer

next steps and make it easier for customers to access help. Since these improvements You should expect a high level of service from us. Sometimes
were introduced, complaints received in August 2026 reduced by 48% compared with thevgh, things cav g wieng

July 2026.

We promise that if we fail to meet agreed standards in the following areas of our

business we will pay compensation equal to or above the minimum required by our

We’re not stopping here e

We will continue to use customer feedback, complaint insight and website analytics to

identify further improvements. Our focus will remain on making it easier for customers to e

access support, understand their rights and resolve issues quickly and effectively. iR i i
to a metered customer in 12 calendar months

September  Delivered in July



https://www.south-staffs-water.co.uk/household/extra-help/our-customer-promise/
https://www.south-staffs-water.co.uk/contact-us/making-a-complaint/
https://www.cambridge-water.co.uk/household/extra-help/our-customer-promise/

Action 20: Introduce an affordability support programme for customers struggling
with water costs

Delivering on our commitment

We have launched our affordability support pilot in partnership with Citizens Advice, helping customers who are struggling with water costs
access tailored financial and practical support. The pilot supports around 300 eligible customers and provides assistance with benefits
entitlement checks, income maximisation, debt support, energy advice and water efficiency measures. Early outcomes indicate participating
customers could be better off by around £2,000 per year through increased income, reduced costs and access to additional support.

The impact for our customers

Customers receive personalised support designed to address the root causes of financial hardship, rather than providing short-term
assistance alone. By connecting customers with specialist advice and wider support services, the programme helps improve financial
resilience, maximise household income and support customers in managing essential living costs, including water charges.

We’re not stopping here woy . Joweome w0 |
. . . . = Current solutions offer short-term financial reliefnot = Improved customer outcomes (e.g. « Hardship fund applicants
We WI” use the flndlngs from the pIIOt to evaluate customer long-term benefit reduced debt, more holistic help) « Future upscaling to all SSC customers
. . . « Need to address root causes « Funding goes further - support more SSC expressing financial difficulties
outcomes and refine the support available. Subject to the * Volume of need rising customers
results, we plan to expand the programme to support

Report of delivered
support returned-to

Refer

thousands more customers experiencing financial difficulty, e
complementing our existing social tariff and hardship support

schemes whlle h.elpmg more households access sustainable, e ——— — ——
long-term financial support. Offer3:Income maxand  Offers: Assure assessment

benefit entitlements

Needs assessment
completed, and

CT award assessed
and delivered Approx4-12 weeks
based on outcomes (depending upon
already achieved complexity of case)

include type and
actual and/or
projected savings

interventions
offered / delivered

into Citizens
Advice

Offer 4: External scheme
access (WH Local Grant;
Household Support Funds etc)

“oueome | saws | we
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Action 21: Develop a new customer hub or portal with self-help guidance

~
Cambridge Water Search Q

Delivering on our commitment P : Commnty ot [
We have enhanced our metering and billing webpages with updated FAQs, clearer e e

guidance and improved self-help content. Customers can access dedicated Help &

Advice resources covering water meters, meter readings, bills and charges, supported by The answers to all your

increased signposting through customer letters and email communications. We have ;ﬁg:ﬁ;‘:\? asked

expanded digital content, including explainers on bill increases and links between

. .. . . . . iy WIS anid payi
customer charges and investment activity, making it easier for customers to find the P
information they need.

Help | Bills a

The impact for our customers

Customers now have easier access to clear, self-service information that helps them
understand their bills, water meters and available support options. By improving online
guidance and making key information easier to find, customers can resolve queries more
quickly and confidently without needing to contact us, while gaining a better
understanding of how their charges are calculated.

Bills and payments

Ll

We’re not stopping here

We will continue to develop our digital self-service offer, introducing new FAQs, guidance,
videos and interactive content based on customer feedback. Longer term, we will explore
opportunities for a more integrated customer hub experience, including enhanced billing
communications and personalised content that helps customers better understand their
services, charges and local investment programmes.

“oueome | saws | w
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https://www.cambridge-water.co.uk/help-and-advice/
https://www.cambridge-water.co.uk/help-and-advice/
https://www.south-staffs-water.co.uk/help-and-advice/
https://www.south-staffs-water.co.uk/help-and-advice/

Action 22: Provide accessible customer letters and leaflets on request and keep the website
accessible to recognised standards

Delivering on our commitment

We have enhanced the accessibility of our website and customer communications. We introduced the Recite Me accessibility tool, giving
customers access to screen reading, translation, reading aids and customisable display options. Alongside this, we have completed a wide-
ranging programme of accessibility improvements across our digital services, achieving 97% compliance with WCAG Level A requirements
and 98% compliance with WCAG Level AA requirements.

The impact for our customers

Customers can now access information in a way that best meets their individual needs, making our digital services more inclusive and easier
to use. Improvements to page readability, colour contrast, font sizing and navigation have reduced accessibility barriers, while collaboration
with visually impaired customers has helped ensure our communications, including Priority Services Register correspondence, are clearer
and more accessible.

We’re not stopping here

We will continue working closely with customers and
accessibility groups to identify further opportunities to
improve our communications and online services. Our focus
will be on maintaining high accessibility standards, removing
barriers to access and ensuring all customers can easily find,
understand and use the information and support available to
them. —

“oueome | sws | w
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