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Appendix 1: List of  impact assessments
carried out during 2007-08

Impact assessments carried out in 2007-08

Date of  publication Document Stage

31 July 2007 Guidance on secondary supplies: consultation responses and impact assessment Full

23 January 2008 Ofwat’s future strategy for customer charges for water and sewerage services: a consultation Partial

Appendix 2: Performance against our stated
levels of  service

General enquiries
In 2007-08, we dealt with 4,130 telephone enquiries and replied to 1,965 written enquiries (6% fewer 

than in 2006-07). 

Performance standard for general enquiries

Standard Achieved

95% of written enquiries to be dealt with within ten working days 96%

Disputes and complaints 
CCWater represents consumers in the water and sewerage sectors. It deals with the majority of complaints

from consumers about the service their water or sewerage company provides, which the company itself

cannot resolve. We support CCWater’s complaint handling role by providing advice on individual cases 

and by contributing to workshops.



O f w a t  –  P ro t e c t i n g  c o n s u m e r s,  p ro m o t i n g  v a l u e  a n d  s a f e g u a rd i n g  t h e  f u t u r eA p p e n d i c e s

26 27

Disputes and complaints (continued)

Disputes and complaints we are responsible for:

• complaints about regulatory policy;

• allegations of breach of duty by a company;

• water supply and sewer connection charges;

• requisitioning of water mains, sewers and lateral drains;

• adoption and financial arrangements in respect of self-laid mains;

• sewer appeals;

• refusals by companies to install an optional meter;

• GSS payments;

• trade effluent appeals; and

• pipe laying in streets and in private land.

We dealt with almost 1,300 disputes and complaints in 2007-08, obtaining rebates or compensation of more

than £4 million. We have also succeeded in getting companies to carry out capital works to resolve problems,

which exceeded £6.5 million in value. The time taken to resolve complaints depends on the nature and

complexity of individual cases, but we aim to deliver our performance standards. Performance against these

standards is shown in the table below.

We also ask consumers about how we handled their complaints about their water or sewerage company. 

In 2007-08, we issued 464 questionnaires and received 240 responses. From those, we received the

following feedback. 

In many cases where consumers expressed dissatisfaction with the outcome of, or the way in which we 

had handled, their complaint, they were unhappy that the legal position or our policy did not support their

individual circumstances. However, we continually review our handling of complaints and performance

standards in the light of consumer feedback. 

Performance standards for disputes and complaints 

Standard Achieved

80% of non-investigated complaints to be dealt with within ten working days 86%

65% of investigated complaints to be resolved within three months (65 working days) 60%

80% of investigated complaints to be resolved within six months (130 working days) 82%

Administration costs (by activity group)

2007-08
estimated

outturn £000

Regulatory monitoring and action 6,255

Corporate affairs and legal services 2,497

Finance, human resources, facilities management, information management and technology 3,136

Accommodation 1,323

Total expenditure 13,211

Our administration costs

2008-09
plans 
£000

Gross administration costs:
Staff

Other

10,296

7,604

2006-07
outturn

£000

7,191

4,320

2007-08
estimated

£000

8,250

4,961

Total gross administration costs 17,90011,511 13,211

Related administrative receipts from licence fees and other minor receipts (17,900)(11,511) (13,211)

Total net administration costs –– –

Consumers’ views

Category Achieved

Satisfied or very satisfied with outcome of complaint 43%

Considered that we had dealt with complaint as quickly or quicker than expected 75%

Considered our correspondence clear or very clear and easy to understand 89%

Satisfied or very satisfied with the way we handled their complaint 46%

Appendix 3: Summary of our 2007-08 expenditure
The financial information provided in the tables below is the latest available forecast and is subject to

external audit by the National Audit Office. Accounts are prepared in accordance with HM Treasury’s

resource accounting requirements.

Estimated income and expenditure 2007-08

£000 £000

Income

Licence fees recovered 12,578

Other income (including brought forward licence fees) 1,166

Licence fees unused to carry forward (533)

Expenditure

Permanent staff 8,250

Personnel overheads (eg, recruitment) 474

Consultancy projects 2,019

Accommodation 1,179

Accommodation upgrade 178

Non-cash items (eg, depreciation) 266

Other 845

Total expenditure 13,211

Total income 13,211
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Salaries for members of  the Senior
Civil Service (as at 31 March 2008)

£100,000 – 140,000 2

£90,000 – 99,999 2

£75,000 – 89,999 2

Staff  training attendance 2007-08 (by ethnic group)

Ethnic group Number of  training days* %**

White 425 82

Other ethnic groups 94 18

Total number of training days 519 100

Consultancy and professional services expenditure summary 2007-08 
(company contracts costing more than £50,000 excluding VAT)

Project Supplier

Organisational development Field Enterprise Ltd

Accommodation upgrade EC Harris

Java analyst Badenoch & Clark

Interim manager services Walker Cox Consortium

Competition Deloitte & Touche LLP

Access pricing and eligibility in the water and sewerage sectors Europe Economics

Thames Tideway Project* Mott Macdonald

Thames Tideway Project* PriceWaterhouse Coopers

* Number of days has been rounded up.    **Percentage has been rounded to the nearest whole number. 

A p p e n d i c e s

Appendix 4:  Resource management 2007-08 

Staff  recruitment during 2007-08 (by gender and ethnic group)

Level Number appointed Proportion of  women (%) Proportion from ethnic minorities (%)

Head of team/function 3 0 0

Middle management 11 45 18

Clerical and secretarial 31 51 19

Total 45 46 17

Employed staff  information 
(as at 31 March 2008)

Full–time equivalent staff (as at 31 March 2008) 193

Proportion of women (%) 56

Proportion from ethnic minorities (%) 20

Proportion disabled (%) 1.5

Members of the Senior Civil Service 6

Number of fixed-term and casual contracts 13

Number of staff working part-time 15

Staff turnover (%) 12

*These projects were charged directly to Thames Water.


