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The regulated water industry in England and Wales

‣Privatised in 1989 - doubling of 
investment and rising customer bills

‣RCV of water sector now £40bn - less 
than £10bn at privatisation

‣MEA valuation now over £300bn

‣ Sector remains cash-flow negative 
(though assets still getting older)

‣ Financing accounts for third of bill

‣Bills 40% higher than 1989

‣ Three quarters of sector privately 
owned - up to 30% premia paid
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The Glas Cymru “virtuous circle”...

Service and 
Affordability
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(%) Fitch ratings 
upgrade to “A”

Moody’s 
upgrade debt 

to “A3”

S&P upgrade 
debt to “A”

£1,900m 
bond issue
@ 4.4%+RPI

due 2026

£85m 
bond issue 
@ 3.1%+RPI 

due 2026

£150m 
bond issue 
@ 1.4%+RPI

due 2057

£140m
bond issue 
@ 1.8%+RPI

due 2048

£120m
bond issue
@ 1.8%+RPI

due 2048

Today 
20 year funds 

available at 
1.25% +RPI

Highest 
credit rating in 

the utilities 
sector

Customer 
equity now 
stands at 
£1.5bn
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% change in opex by company since 2001
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Household bills fall between 2000 and 2015...

Customer bills...
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Investment programme 2010-2015
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Customers satisfaction survey

Customer satisfaction
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2001 2006 2010 2012

Business customers
- Two independent surveys of our largest customers
- 85% and then 89% overall satisfaction
- Service, reliability, communication
- Only 7% said they would switch if cheaper

92% 



Employee Engagement Index
The Engagement Index is a measure of respondents' commitment to WELSH WATER. Engagement goes beyond 
satisfaction and can be defined as employees' willingness to invest their personal effort in the success of the 
organisation.
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Welsh Water - Your Views Count Survey 2012
ORC International
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An emotional commitment to the organisation and a desire to stay

Providing sustained additional effort in line with organisational goalsStrive

Say
Stay

Strongly advocating the organisation

The three elements of Employee Engagement

Key

The following four questions have been identified as being most aligned to Employee Engagement. The 
Engagement Index is an average of the following scores:

Positive 
response

Negative 
response

Neutral 
response

Response Scale % Positive from 2011

38.

I would recommend Welsh Water as a great place to

I am proud to work for Welsh Water

response responseresponse

83

74

14

18 8

+5

+1039.

40.

41.

I would recommend Welsh Water as a great place to 
work

I feel a strong sense of belonging to Welsh Water

Working at Welsh Water makes me want to do the best 
work I can

74 18 8

68

80

23

16

10

+10

+6

+7
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ENGAGEMENT INDEX

76%

70%
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Most improved and Least improved
This section shows the five most improved questions and the five least improved questions when compared against 
trend data (the 2011 scores).

Proportion of questions improved by 5 or more percentage points since 2011
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60%

0%

40%

Proportion of questions improved by 5 or more percentage points since 2011

Proportion of questions remaining the same since 2011.

Proportion of questions declined by 5 or more percentage points since 2011.

Most improved against Trend % Positive Variance from 2011 % Positive

14. I believe the Executive Team (DCE) has a clear plan for the future of Welsh Water 64

15. Overall, I have confidence in the Executive Team’s (DCE) leadership of Welsh 
Water 62

+16

+15
Water

21. At Welsh Water we are committed to developing our staff 60

43. Welsh Water does a good job of promoting health and wellbeing 74

+15

+14

+13

+1332. I believe that Welsh Water puts customers first 80

Least improved against Trend % Positive Variance from 2011 % Positive

3. I have been provided with reliable IT which enables me to do my job well 50

+13

03. I have been provided with reliable IT which enables me to do my job well 50

2. I like the kind of work of I do 87

7. My manager recognises and acknowledges when I have done my job well 68

0

0

0

31. I have the right level of authority I need to deliver great customer service 56

8. I am motivated and inspired by my manager 57

0

+1

+1
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Our performance scorecard...

Safe drinking 
water

Safe 
sanitation

Brilliant Customer 
Service

Our own 
wellbeing

(Points)

Reservoir Integrity

Process Control

Disinfection
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WwTW Interruptions 

Complaints

Satisfaction

Reportable 
injuries

Staff 
engagement

WwTW

Compliments

Stretch

Target

Protecting our 
environment












