Our visjionmn.
Our values.

Our way.

O Vi
I Ve

(N A T




Our visionmn.
Our values.

Our way.

/Becom ng the natona eader n the

prov s on of susta nab e water and waste
water servces w not be an easy goa to
ach eve. Athough we are dongwe n
many areas, we w need to cont nue to do
better to ht our target. Our goa s represent
the targets we be eve are achevabe wthn
the med um term. When we ach eve them,
we can egtmatey cam to be the

ndustry eader.

Our vaues are the set of gudng prncpes
wh ch co ectvey defne who we are, what
we do and how we do t. They make us

d fferent from the rest, and a ow us to make
dec sons and take actons whch drve us
towards our vson. Our va ues can be seen
throughout the bus ness, but they are at
ther most powe fu when they are
demonstrated through everyth ng we do at
every eve to acheve our targets.

Qute smpy, our vaues are the way we do
thngs at NWL, and nour actvtes as
NWG, as we strve to become the nat ona
eader. One team. Our vision. Our values.
Our way.
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As one team, together we
can achieve our vision of
being the national leader in
the provision of sustainable
water and waste water
services. To do this, we will

need to excel and lead
across every part of
the business.

Heidi Mottram
chief executive officer
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Our medium term goals are in the
categories of:

Customer
Competitiveness
People
Environment
Communities

Our med um term goas are company-w de.

By work ng together to ach eve each goa
and constanty mprove our performance,
we w utmatey acheve our vson as the
natona eader.

Our values:

Customer focused
Results driven
Ethical

Creative

One team

Reputation
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Customer

Lowest on unplanned interruptions

We p an to have the owest number of
customers affected by unp anned osses of
water suppy but, f one does occur, we
am to restore supp es wthn sx hours.

Top SIM score for a water and
sewerage company

We w de ver top cass customer servce,
rght frst tme every tme, whch ceary sets
us apart and paces us frmy at the top of
Ofwat’s performance eague tab e for water
and sewerage compan es.

Top Consumer Council for Water
research score in value for money

We w de ver top qua ty water and
sewerage serv ces at prces our customers
thnk are va ue for money.

Customer satisfaction scores
increased to 8.5 average

We w de ver great servce to our customers
so that they are comp etey sat sfed and
more key to share that sat sfacton wth

fam vy, frends and co eagues.

Stable serviceability

We want Ofwat to judge that our assets are
perform ng to the requred standard so that
they are ab e to de ver expected eves of

. sevce now and n the future.

.

Zero breaches of health related water
quality standards

We w have no fa ures of water qua ty
standards that coud nd cate a potenta rsk
to pub ¢ heath and n partcuar, no

co forms or E. Co n the treated water at
servce reservors or water treatment works.

Security of supply

We want 100% securty of suppy as t
means that we have adequate water
resources. Through demand management
we am to ensure that there are no hosep pe
bans n the north and no more than one n
every 20 years n the south.

Minimised internal flooding

We want to mt the number of propert es
fooded nterna y each year to no more than
300. We w acheve ths by nvestment n
foodng a evaton schemes, network
performance nstrumentaton, ran radar and
management nformaton systems.

Minimised discoloured water
complaints

We want to mt the number of d sco oured
water comp ants to no more than 5000 by
cont nued good performance of our water
treatment works as we as nvestment n
trunk mans ¢ eans ng and network
management.

High standards of customer service in
non-regulated business

We w set measures for our non-regu ated
bus ness to ensure that a our customers
get great se vce.

Integration of private drains

and sewers

We w ntegrate the mantenance and
operat on of prvate drans and sewers nto
our sewerage operaton w thout

comprom s ng network pe formance or
customer serv ce.
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Competitiveness

Maximise income collection

We w work wth customers who don’t pay
to ensure that we co ect as much money
as possbe. Ths w mnmse the cost of
bad debt to the company and a so reduce
the burden of addtona cost p aced on
those customers who pay ther b s.

Ofwat measure of a minimum of

lower A for water and waste water by
March 2014

We w save at east £25m from our annua
operatng costs on a sustanabe bass to
ach eve Ofwat’s A effcency rankng as a
ead ng company.

Ofwat measure of return on capital
employed greater than 6.3%

We w acheve Ofwat’s target eve of return
(proft) to he p grow our dvdends and
attract nvestors to support our operat ons.

Credit rating BBB plus stable outlook
Wew mantan astabe credtratng as
we need to cont nue to borrow money to
fund our operat ons and keep borrow ng
costs effcent.

Non-regulated business growth
We am to grow our non-regu ated
bus ness by 5% per year.

External recognition for achieving
business excellence

We want to acheve nvestors n Exce ence
status to a ow us to benchmark our

bus ness process, resuts and sty e aganst
other b ue chp compan es.

Capital efficiency at 6%
We am to save 6% by de verng our
nvestment programme effcenty.

Efficient computer systems

We w ensure that we have eff c ent
computer systems that postvey support
our bus ness.

Ofwat recognition for asset
management

We am to be one of the three h ghest
scor ng water and sewerage companes n
Ofwat’s Asset Management Assessment.
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People

Company values are embedded

We w ve and breathe our vaues as they
descr be who we are, how we behave and
what so t of bus ness we asp re to be. How
we our vaues are embedded w be
assessed through your performance revew
and emp oyee surveys.

Great company to work for

We thnk ths s a great p ace to work and
we w measure ths usng ndependent
assessments of how we perform aga nst
other UK organsatons, ncudng a poston
n The Tmes Best Compan es.

Absence level of 2.85%

We am to sustanaby reduce absence to
2.85% through a number of heath and

we beng ntatves such as heath

surve ance, RehabWorks and NWL Support.

Performance management embedded
We w tran and support our peop e
managers and ensure a our emp oyees
acheve and sustan hgh eves

of pe formance.

Management competency
framework embedded

We w ensure that a peop e managers
have practca suppo t to ach eve the
appropr ate management competenc es.

Succession planning in place

We w revew our peop e p ans each year
to ensure that we have proper success on
p ans and appropr ate resource n the
company to meet future needs.

Efficient internal communications

We want to ensure that at east 90% of our
emp oyees are sat sfed wth the

commun cat ons they rece ve and w
measure ths n our annua emp oyee survey.

Excellent employee relations

We w a work together to de ver the
company vson, recognsng the nterests
of emp oyees through exce ent

emp oyee reatons.

Flexible work force to respond to
customer needs

We w contnue to encourage departments

to work together fexby to de ver
exceptona customer serv ce.

Improve the diversity of our work force

We want to be recogn sed as a company
peop e w sh to work for, an emp oyer who
takes fu advantage of the rch and dverse
communtes we serve and one that
apprec ates the ab tes of current and
potenta emp oyees.

Independent assessment of our health
and safety practices

We w demonstrate our comm tment to
heath and safety by achevng a god
award from the Roya Soc ety for the
Prevent on of Acc dents.

Employee Satisfaction Index of 81%
We want to acheve and sustan an

Emp oyee Sat sfacton ndex (ES) of 81%.
Ths s akey measure nour annua

emp oyee su vey whch heps us to
understand how peop e fee about work ng
for the bus ness.
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Environment

Meet our water efficiency targets

We w reduce water consumpt on by

at east one tre per property per day
each year by work ng w th our customers
to educate and encourage part ¢ paton

n water savng actvtes and

chang ng behav ours.

Enhance biodiversity on our

land holdings

We w ensure that the mpact of our
operatons on the natura envronment s
postve and w protect the natura hab tats
on our stes and where appropr ate,
encourage a wder b od versty.

All sewage works meet their consents
We w retan our ead ng status and ensure
that a sewage works meet ther consents
by mproved know edge of asset
performance and good workforce
management, re nforced w th carefu

capta management.

Increased use of energy from
renewable sources

We am to protect the envronment and
reduce bus ness costs by produc ng 20%
of the energy we use n the bus ness from
renewab e sources, such as sudge
dgeston, hydro eectrc statons and
wnd turb nes.

90% of our bathing waters to be at
least EU guideline quality (good)

We w pay our part n ensurng that 90%
of our bath ng waters meet EU gude ne
qua ty by mon tor ng the performance of
our sewage treatment works and nvestng
n the sewer network.

100% of backfill on street works to be
recycled material

We am to use ony recyc ed materas when
backf ng our street work excavat ons.

Reduced leakage
We want to keep eakage as ow as
poss b e and meet our agreed targets.

Reduce our carbon footprint

We w de ver the range of targets stated
n our Carbon Management P an, ncudng
reduc ng our carbon emssons by 35%

by 2020.

Pollution incidents to be no more than
75 per year

We w mprove our envronmenta
performance through better management
of the sewer network, us ng mon tor ng
data to spot prob ems and fx them before
a po uton ncdent occurs.
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Communities

Corporate responsibility embedded in
performance management

We w ensure that corporate responsb ty
s part of the recru tment process,

h gh ghted durng forma nductons and
assessed aganst a Standard of
Performance for spec fc Key Resut Areas
fora ndvduas.

50% of people involved in

community activity

We w ncrease partcpaton nvountay
communty ntatves, such as Just an hour,
so that at east haf of a empoyees are
actvey takng pa t.

Independent recognition through
FTSE4Good

We w ensure that we meet the needs of
the London Stock Exchange and be
recogn sed for our corporate responsb ty.

Business in the Community Platinum
Plus status

We want to mantan our Patnum P us
status wth Busness n the Communty as
ndependent accred tat on of our corporate
responsb ty practce.

Community support
We want to be recognsed as an mportant
part of the communtes n whch we operate.

Investment in our communities

We want to ensure that at east 1% of our
pre-tax proft s re- nvested n our
communtes through ded cat ng expert se,
emp oyee tme, money and fac tes.

Representation on leading national and
regional bodies

We w ensure that the company s
represented at the rght eve on

appropr ate bod es so we are ab e to make
a postve contrbut on to shared object ves
and nfuence the future agenda.

Our vision. Our values. Our way.
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We are
customer focused

_—

We aim to exceed the expectations of our external and internal customers.

Who?

How?

All

We seek to understand the needs and requ rements of customers before respond ng.

We take persona responsb ty for de verng and commun catng a good se v ce to our customers —rght frst tme
every tme.

We estab sh good workng re at onsh ps w th our customers and treat them courteousy and professona .

We demonstrate awareness that every customer nteracton affects how customers vew the company.

We keep prom ses to our customers and aways do what we say we are gong to do.

Supervisors,
team leaders
and managers

In addition:

We demand h gh standards of serv ce for customers and engender a customer focus n the team.
We are proactve n estab shng hgh eves of customer sat sfact on.
We mon tor and take acton to mprove performance.

Senior managers
and directors

In addition:

We act on customers behaf by representng ther vews and needs n dec s on makng.
We work to encourage a customer-focused cu ture wthn NWL.

10 Northumbrian Water Limited




| always make sure that we
- call back a customer, even if
| can’t close down the
contact, as they should never
ave to chase us. Keeping

-
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We are
results driven

[ We take personal responsibility for achieving excellent business results.

Who?

How?

All

We know what performance s expected and how t contr butes to team and company resuts.

We devote t me and energy to the most mpo tant tasks.

We ensure that tasks are comp eted cons stenty to the agreed standards and wthn the agreed t mescaes.
We take respons b ty for our own performance and deve opment.

We de ver as prom sed.

Supervisors,
team leaders
and managers

In addition:

We understand the bus ness and team object ves, measures and key performance nd cators and our roe n
achevng them.

We mon tor performance and qua ty and hod peop e to account.

We dent fy prob ems, obstac es and opportuntes for mprovement tak ng rap d correct ve act on.

We enab e appropr ate cha enge of the status quo wh st fo ow ng current pract ces unt agreement to change
s reached.

We conv nce others of bus ness prortes through persona comm tment, energy and pass on.

We ce ebrate success through recogn s ng ach evement and de very.

Senior managers
and directors

In addition:

We effect ve y commun cate, wth genune passon, a ong term vson for NWL as a great company.

We cha enge the organ sat on to reach new eves of pe formance dentfyng neffcences or opportuntes across
the bus ness.

We demonstrate understand ng of re evant ndustry and comparator best pract ce.
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We are
ethical

[ We are open and honest and meet our commitments with a responsible approach to the environment and our communities.

Who?

How?

All

We are open, honest and trustworthy n our dea ngs w th others.

We observe the company’s code of conduct.

We accept responsb ty for our own behavour and earn from a exper ences, whether good or bad.
We show practca awareness of envronmenta and communty ssues.

We ensure we protect our own and eve yone e se’s heath and safety ata tmes.

Supervisors,
team leaders
and managers

In addition:

We ensure everyone works to hgh ethca and professona standards.

We match actons wth our words.

We are transparent w th no h dden agendas.

We keep confdences.

We are carefu to make judgements or offer op nons based on facts and ev dence.
We va ue and respect d versty and d fference, treat ng everyone equa y.

Senior managers
and directors

o

In addition:

We ensure that eth ca standards are not comprom sed by commerca, fnanca or other pressures.

We encourage a strong safety cu ture.

We promote sustanab ty na busness processes.

We recogn se our actve roe n communtes and seek to bu d re at onsh ps.

We do not to erate d scr m nat on of any knd and ensure appo ntment and promot on dec s ons are based on the
r ght person for the job, recognsng mert aone.
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We are
creative

/We continuously strive for innovative and better ways to deliver our business.

Who?

How?

All

We constructvey cha enge and actvey contrbute deas to mprove current methods and processes.
We adapt read y to chang ng work practces and are ab e to reprortse.

Supervisors,
team leaders
and managers

In addition:

We address opportuntes and ssues affect ng our own work area and support deas across teams.
We encourage a commerca approach and support others to exper ment w th new approaches.
We take tme out wth our team to th nk about new and more eff c ent ways of work ng.

Senior managers
and directors

-

In addition:

We tacke fam ar ssues and prob ems n a new way.

We create an envronment wthn wh ch new and creatve deas are encouraged and four sh.
We actvey benchmark and seek to earn from others nsde and outs de the bus ness.

We seek to obby or nfuence for change, nterna y and externa y, n ne wth our object ves.
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One team

We work together consistently, promoting co-operation, to achieve our corporate objectives.

Who? How?

All We focus on company goas and the contr but on of our team, rather than ndvdua agendas.
We offer he p, nformat on and support to fe ow team members.
We actvey encourage commun cat on and promote se f and shared earnng.
We va ue and make use of the dversty of sk s, attrbutes and op nons among team members.
We fo ow company po ces and procedures.

Supervisors, In addition:
team leaders
and managers We bu d effect ve work ng re atonsh ps n our teams, across the bus ness and externa .

We cha enge peop e who do not ve up to our vaues.
We commun cate w th peop e about, and nvo ve them n, dec s ons wh ch affect them.
We are approachab e and responsve gvng prase where t s due.

Senior managers In addition:
and directors
We create and sustan a cu ture of effect ve teamwork and co aborat on across the bus ness.
We have a vsbe presence wthn, and demonstrate understand ng of, the bus ness as a whoe.
We proact ve y d scourage and manage nstances of s 0 workng, terrtora behav our and fa ure to co-operate.
We nspre trust and mutua suppo t n co eagues.
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Wherever | work, whether it
is in Northumberland, Suffolk,
Durham, Essex, Tees Valley,
or any other part of the
company, people pull
together to make sure we get
the job done.

Our vision. Our values. Our way. 19
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To comment on our

vision and values please contact:
VisionAndValues@nwl.co.uk
0191 301 6037





