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A long-term vision, from the Bristol Water Board, reflected in our PR19 plan 
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Our vision is: 

“Trust beyond water – providing excellent customer experiences.” 

 

It reflects our mission: 

“To be a company that our communities trust and are proud of. In 

doing so, we will deliver excellent experiences and create social 

and economic value.” 

 

Mel Karam, CEO 

 

“The customer group has really challenged Bristol Water to ensure 

its customer research was robust, that it identified innovative  

ways to consult, and that the plan was stretching enough.” 

 

Mrs Peaches Golding OBE, Independent Chair 



Customer priorities and stretching promises at the heart of our plan 

• Most trusted utility and top water  

    company in UK Customer Satisfaction Index 

 

• Zero customers in water poverty 

 

• 85% vulnerable customer satisfaction 

 

• 83% value for money 

 

• 5% reduction in void properties 

 

• 6% bill reduction 
 

• Excellent water quality  (Compliance Risk Index) 

 

• 85% reduction in supply interruptions to  

our forecast of industry upper quartile 

 

• 50% reduction in water quality contacts 

 

• Resilience for over 540,000 people in  

population centres >10,000 from long  

supply interruptions 
 

• 15% leakage reduction 

 

• 5% per capita consumption reduction 

 

• 75% properties metered 

 
 

• 85% community stakeholder satisfaction   

- Bristol Water For All initiatives 

 

• Innovative Biodiversity Index and raw water  

quality  outcomes 
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Outcome: Excellent Customer Experiences 

Builds on current performance 

• Consistently top water company in UKCSI 

• Most trusted utility 

• Zero customers in water poverty 

 

More to do…Our plans for 2020-25 

• 6% bill reduction 

• Balance of ambitious service level improvements & cost 

reductions 

• Bills below 2015 levels, even after inflation 

• Increasing social tariffs to ensure all eligible customers 

can benefit 
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93% acceptability at final plan bill of £175 



Outcome: Local Community and Environmental Resilience 

Builds on current performance for 2020-25 

 

• Leakage  - building on frontier position – 15% reduction  

 

• WRMP – increasing metering from 66% to 75%, supporting 

5% reduction in per capita consumption 

 

• Small water resource surplus potentially available for 

trading through West Country Water Resources 

 

• Strong environmental heritage – biodiversity index and 

catchment management 

 

Community - Bristol Water For All 

We want to continue to play our  

part in the local community with  

a programme of activities and  

initiatives as well as working with  

local partners to help deliver our 

plans. Our stakeholders will decide  

if we are doing good work in  

the local area. 

Resource West – promoting resource efficiency across water, 

energy and waste 
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Outcome: Safe and Reliable Supply of Water 

Builds on current performance for 2020-25  

 

• Compliance Risk Index of 0.032 in 2017 

 

• Stretching targets on water quality contacts  

 

• Supply interruptions – targeted at upper quartile 

and delivered alongside leakage and resilience plans 

 

• Ten-year programme to reduce risk of long 

interruptions for all population centres greater than 

10,000 people. 
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Cost and Efficiency 

• Plan very different from PR14 

- Efficient approach 

- Stretching targets supported by 

customers 

- Builds on operational resilience 

and innovation framework 

 

• Up front efficiencies reflect 

Transformation Programme to deliver 

service & cost targets proposed 

 

• Plan sees c25% increase in direct 

employment 

 

• PAYG rate of c73% reflects change in 

investment plan approach 
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2017/18 CPIH CMA AMP6 AMP7 % Change 

Wholesale opex £260m £276m +6% 

Wholesale capex £222m £181m -18% 

Wholesale totex £482m £457m -5% 

Retail £55m £46m -16% 

Appointee totex £537m £503m -6% 

Efficiencies 

Initial 

efficiency 

from 2020 

Efficiency 

p.a. after 

2020 

Overall per 

annum 

2020-25 

“efficiency 

shift” 

£m 

efficiencies 

Annual 

real price 

effects 

above 

CPIH 

(except 

retail) 

Wholesale opex -3.2% -0.7% -1.2% £22m 1.8% 

Wholesale 

capex 
-8.8% -0.9% -2.5% £26m 0.9% 

Retail opex -6.6% -0.4% -1.6% £4m 2.0% 

Retail capex -0.3% -0.3% -0.3% £0.02m 0.7% 



Risk and Return Balance 

Full range of ODI incentives  

• Stretching plan – full RORE range of -4.0% to 

+2.1%  and central RORE range of -2.3% to 

+1.1% 

 

Specific proposals, with customer support, to balance 

risk and return: 

• Cap on annual performance incentives impact of 

£2.5m (c£4 on bill) 

• 0.45% cost of debt adjustment (c£2.50 per 

customer) 

• Propose notified item for Canal & River Trust cost 

uncertainty, with 75% customer sharing rate 

• Adopt Ofwat’s 70% gearing trigger for financing 

sharing 

• Bristol Water For All – reinvestment of up to 

50% of cost of debt adjustment linked to key 

elements of the plan 
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Base plan Notional Actual Corporate 

Moody’s AICR 1.19x 1.19x 1.25x 

S&P FFO/Net 

Debt 

11.6% 9.2% 9.0% 



Governance and Assurance 

• Bristol Water Board own the plan  

• Considered the risk and return balance carefully 

 

• Extensive and comprehensive Board assurance 

programme conducted rigorously throughout process 

 

• Transparent approach to assurance  

• Focused on the customer perspective and the 

strength of evidence for plan components  

 

• Significant independent challenge throughout 

 

• Corporate and financial resilience underpins our other 

outcomes 

 

• We continue to benefit from the support of our 

shareholders, evidenced by the reduction in gearing since 

2015 
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Summary 

• Plan entirely customer driven with customers at its heart - demonstrated 

by the extensive and transparent engagement 

 

• Challenging with stretching commitments and incentives 

 

• Balance of stretching targets and reducing customer bills with strong 

financial viability, through the range of mechanisms we propose 

 

• The Bristol Water Board and Executive leadership team are confident, 

despite our challenges, that we can deliver through our Transformation 

Programme  
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