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experience.
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A challenging region.

North London

LONDON

Thames
Valley

In a typical year:

40,000 new homes join
our clean water network

we add over 100km of
new water mains to our
network

South London



The balancing act.

*

Customer
service

Planning
for and
enabling
growth

Competition
and
regulation




Diverse customer needs.

Alternative Large-scale Small-scale
connection providers developers developers

Major Engineering Home Small
Land Major
promoters construction




Promoting choice in the connections
market.




Promoting choice in everything we do.

On the
Developer
Services
website

" your

water Educating our

-_,; conmcﬂon

P, oo Y people about
= choice

= ¥ Onp1of quotes

... and on p3 of
our charging
o arrangements

SLPs and NAVs
welcomed to our
Developer Days

Dedicated
SLP and NAV
forums

Account management
support for SLPs and NAVs



Number of water connections

The evolving water connections market.
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Delivering for large-scale
developers.







Being open and transparent.
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Forums and
workshops

Customer
elationship
managers

, ‘Ask the expert’
E®—— technical 1:1s

Developer
Scrutiny
Panel

N

DS
website

Linked [T}

Developer
e-newsletter




Evolving our service.
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Charges for new connections.

e 2018 changes
rogl
arraﬁg:n?e“t-". for
“e“’s‘é?&'éiﬁ.‘ = « Clarity and transparency
6 - Cost certainty
* Need for time certainty in network reinforcement

1 April 2019 to 31 March 2020

@ More changes ahead in 2020




Making progress.

There’s still more to do... ...but we’re on the right track

openess

planning responsibility

availability  responses fix listening

programme speed d ' expectations ‘ ‘
schedules pointtimes focus €lIVETY resources

accountability time advise. make sustainable These [ASk the expert]

improve

= = sessions make a bi
~ communication . 309
o o difference ... | see it only
“eetimescales

improving
respect

engagement

Plan Gwnership
officers
improved

response customerperson goals

as a positive initiative.

J)
]

meeting

L uicker responses 1€
acccountableaccess'b'“ty“aison q P
metering policy

keep us in the loop

infrastructure
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What’s next?

Alternative Large-scale
connection providers developers

D-MeX

2020 connection charges

Small-scale
developers

Code for water adoptions Code for sewer adoptions

New website



Thank you.






