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Introductions



Seven challenges have been laid at our door

Our plan tackles these head on
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We are just an exercise in financial engineering 

We don’t care about customers

We are pedestrian and rooted in the past 

We can’t deliver and we’ve failed in the past

We are inefficient and will waste money 

We work in the short term and sweat our assets

We didn’t use all our funding and underinvested
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We are just an exercise in financial engineering

Financial returns will be earned through customer delivery

Changes
– New ownership 
– New management 
– New approach

Executive pay
–  Linked to 

customer and 
environmental 
performance

Sharing 
outperformance
On cost of  
new debt

Fair dividend 
policy 
–  No dividends until 

2020 

–  Modest dividends 
of £20m pa until 
2025, one fifth of 
that implied by 
notional return 
calculations

Increased financial 
resilience  

–  5% reduction  
in gearing

–  Increased equity 
buffer to £4.7bn
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We don’t care about customers

We listen to our customers - our plan is built on their needs and preferences

15 million
customers 

Plan built  
on the views  
of 1 million  
customers

Customer  
engagement  

tool

Digital ads

Roadshows

Postcards

Annual billing leaflet

Microsite

Conversations

Keep average bills 
flat in real-terms

Help more customers  
in vulnerable 
circumstances

Invest in operational 
resilience

Improve financial 
resilience 

LEADERSHIP COMMITMENT
Customers are our strategic priority

RELIABLE, TRUSTED METRIC
NPS as a common language

ENGAGED TEAM
Safe environment, effective organisation,  

right tools and training

ROBUST OPERATIONAL  
AND ANALYTIC INFRASTRUCTURE

LISTEN – LEARN – ACT

INNER 
LOOP Individual learning, 

behaviour change, 
and connection with 

customers

OUTER 
LOOP

Root cause analysis, 
prioritisation & 
implementation 

of structural 
improvements

problem-solving, issue escalation, mutual commitment

HUDDLE TEAM

We have, and continue to, engage 
our customers in shaping and 
prioritising our plan

Our plan has had to balance the  
needs of our customers, region  
and shareholders

Our plan is stretching and  
demands a different approach
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Our plan is ambitious, and innovative, to make the leap our customers expect

UK Power Networks and Thames Water working together to provide 
you with extra support in a power cut or a water supply interruption.

Need extra 
support during a 
power cut or during 
a water supply 
interruption?

We are working in 
partnership to provide a 
joined up service for you.
Power cuts and water supply outages
are rare these days, but letting your  
utility companies know that you would 
need extra support means that should 
you experience an outage they know 
you need extra help.

If you would like to join the Thames 
Water or your energy companies (the 
company you pay your bills to, their 
meter operators and the gas 
distribution network) Priority Services 
Register, just let us know and we can 
share your details so that they can 
provide you with extra care too. 

Who are Thames Water?
Thames Water look after all of the water pipes and 
sewers across London and Thames Valley. They fix leaks 
and look after water bills.

Who are UK Power Networks?
We own and maintain electricity cables and lines across 
London, the South East and East of England, making sure 
that homes and businesses have power.

We deliver your electricity locally, regardless of which 
company you pay your energy bill to.

We are pedestrian and rooted in the past

Helping 200,000 families  
who struggle to pay 

Smart Water Meter

400,000 customers  
on priority services register

15% reduction in leakage 

18% reduction in pollutions

Our plan is ambitious

Our plan reflects our commitment to collaborate 
with and learn from, other industries and companies

 Innovation is a critical success factor for delivery
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We can’t deliver and we’ve failed in the past

We’ve learnt from the past and are set up for success 

Critical failures:  
missing leakage  

target, trunk mains 
bursts, freeze thaw, 

pollutions

Past challenges

15% reduction  
in pollutions  
since 2016

172 ML/d  
more leaks  

fixed compared  
to 2015

66% reduction  
in severe IT  

incidents since  
last year

Kept customers  
in supply during 

prolonged  
heatwave

Early successes

Deliver brilliant 
customer engagement 

to create lifelong 
advocacy

Invest in resilient 
systems and assets

Protect and enhance 
the environment

Build a collaborative 
and capable team, 

dedicated to serving 
our customers

Use data  
from customers, 

operations and the 
environment to make 

better decisions

5 strategic priorities

We have already  
taken action to  
address key issues

1.  Restructured  
our business

2.  Restructured  
our alliances
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•  Robust process for ensuring our 
planned costs are efficient 

•  Upper quartile efficiency  
in most areas by end of AMP7

•  Base opex unit costs to fall  
by 13.6% per household 

•  Wholesale water costs to fall  
by 13.4% 

•  Wholesale wastewater costs  
to fall by 15.7%

•  23.2% reduction in repair  
and maintenance cost of  
repairing leaks

• £1.2bn of capital efficiencies
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We are inefficient and will waste money

We will be efficient with our customers’ money 

Proactive  
approach to 
maintenance

Lean  
manufacturing 

thinking

Power  
efficiency

Our unit costs will fall during AMP7

Examples of our efficiency initiatives
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Our responseDrivers

£3.785bn 
to run “base 
operations”

Growth

Climate

£2.113bn 
in extra  

investment

We work in the short term and sweat our assets

Our investment plans for resilience will be sacrosanct

Our plan will strengthen our ability to protect our customers from the effects of growth and climate

Plan for new regional 
strategic reservoir in 

Oxfordshire and water 
transfer schemes

Protect 39 of our key 
waste pumping stations  

at risk from river flooding

Provide additional  
power resilience  
at 42 key sites

Complete first phase of 
the North London water 

resilience scheme

Protect an additional 
20,000 customers from  

1 in 200 year drought

Improve security of our 
water supply facilities

£560m extra 
already spent  

in AMP6

It seems each year 
parts of Britain are 
battered by storms.  

To me that seems like 
a priority.

Customer quote

£481m at risk for 
non delivery
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We didn’t use all our funding and underinvested

We spent all the money but could have invested even more

Thames Water FD vs Spend Across AMPs TWUL RCV as % of MEAV

Since privatisation we have spent over and above our Totex allowances

AMP6 AMP7

£
b
n

AMP1 AMP2 AMP3 AMP4 AMP5

12

11

10

9

8

7

6

5

4

3

2

FD Actual/Forecast 

AMP1 to AMP6
Allowance £37.1bn

Spend £37.6bn

Our bills have consistently been among 
the lowest in the industry

• Lowest bills in AMP1, 2 and 3

• Second lowest bills in AMP4 and 5

• Third lowest bills in AMP6 and 7

11.3%

The regulated capital value continues 
to be a small proportion of the modern 
equivalent asset value

RCV

MEAV



Seven attributes of our plan

1
2
3
4
5
6
7

Financial returns will be earned through customer delivery

We have listened to all our customers - our plan is built on  
their needs and preferences

Our plan is ambitious and innovative, to make the leap our  
customers expect

We’ve learnt from the past and are set up for success

We will be efficient with our customers money

Our investment plans for resilience will be sacrosanct

We are committed to record levels of investment
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Thames Water Customer 
Challenge Group 
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Thank you


