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FIND OUT

MORE

We’d like to share with you the findings of Ofwat’s Water 
Company Performance Report 2021-22. This report 
compares the performance of the 17 largest water 
and wastewater companies in England and Wales. 

Each company’s performance is measured on 12 key 
performance commitments. The scoring is based on the 
information found in our annual reports.

The good news is that South West Water has met or gone 
beyond its performance commitments in 7 out of 12 areas. 
But this score also means more needs to be done. 

Ofwat have asked us to share our plans to improve our 
performance with you – and we will update you on our 
progress throughout the year.

You can find more detailed 
information about our 
plans and keep track of our 
progress by clicking here

WHAT  
IS THIS  
ABOUT?

 WHO IS OFWAT? 

Ofwat is the economic regulator of the water  
and wastewater sectors. 

• They protect the interests of consumers

• They make sure that the water companies 
properly carry out their functions

• They ensure that the water companies can 
finance their functions.

Water company performance report 2021-22

December 2022

Click here to read 
Ofwat’s report in full

southwestwater.co.uk• 2 •Our performance and what’s next • September 2023

https://www.southwestwater.co.uk/about-us/how-are-we-performing/performance-update-action-plan/
https://www.ofwat.gov.uk/wp-content/uploads/2022/12/WCPR_2021-22.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2022/12/WCPR_2021-22.pdf
https://www.southwestwater.co.uk


A FEW 
HIGHLIGHTS...

...AND WHERE 
WE NEED TO 

DO BETTER

C-MeX ranking1

2025 target: 8

12/17
Customer satisfaction

2022/23 Performance 

As outlined in our action plan, we expect a gradual 
improvement in CMeX over the next two years – with 
a target to achieve an above average ranking by 2025. 
As a result our 2022/23 of 12th was expected and we 
continue to track our performance against our action 
plans – in particular seeking to improve customer 
perceptions which is the area of greatest challenge.

In recent years we have seen supply interruptions 
impacted by larger events – and 2022/23 has seen 
also some large events as well as the impact of the 
freeze/thaw events in December 2022. Despite 
our continuing investment in our alternative 
water supplies and these large events resulted in 
performance below target. 

Our action plans also reflected an increase in 
our enhancement expenditure. In the year we 
have delivered our environmental outputs in line 
with our plans with cumulatively 536 of the 538 
outputs met. We delivered bathing water schemes, 
flow to treatment and storm storage as planned 
and as outlined in our action plan, whilst we have 
delivered investments in Exmouth for Shellfish water 
improvements, the scheme is more complex than 
expected in the business plan and now relies on PR24 
investment to more than double the capacity of the 
works. Whilst we work with the Environment Agency 
to agree both the 2025 and 2030 investment plans 
it is expected that this will exceed the enhancement 
allowances within the final determination. 

2022/23 Performance 

2021/22 106.4

2022/23 170.8

2020/21 154.2

Target 2022/23 134.6

170.8 
Mains repairs 
Number

2021

2022 4.60

4.19

2020 3.02

4.60* 
Water quality compliance (CRI)* Number

Target 2022/23 0

Target 2022/23 2.34

6.21 
Unplanned outage %

2021/22 1.74

2022/23

2020/21 0.20

6.21

2021/22 12/17

12/17  
Customer satisfaction 
C-MeX score

2022/23 12/17

Target 2025 8/17

>00:08:42 
Supply interruptions 
Duration

2021/22 00:13:40

2022/23 00:08:42

Target 2025 00:06:08

2.39 
Water quality compliance (CRI)* Number

2022 2.39

2021 3.86

Target 2025 2.00

2021 86.58

61.93 
Pollution incidents  
Incidents per 10,000km

2022 61.93

Target 2025 19.5

2021 97.46%

99.4% 
Treatment work compliance 
Compliance

2022 99.40%

Target 2025 99%

9.3% (36.9) 
Leakage levels 
Reduction from baseline (Ml/d)

Target 2020/21 34.3

2021/22 11.5% (36)

2022/23 9.3% (36.9)

2020/21 6.9% (37.9)

00:08:03 
Water supply interruptions 
hh:mm:ss

2020/21 00:30:17

2022/23 00:08:03

Target 2022/23 00:05:45

2021/22 00:02:31

• Water quality compliance (CRI) 
Continuing our lead replacement programme and 
network flushing we are rolling out the successful 
‘Quality First’ programme across Bristol focusing on 
tank cleaning, enhanced risk assessment and rapid 
response to issues identified. 

• Unplanned outage 
The impact of the pump failures and clarifier 
outages at one of our largest works (Purton) 
represented the majority of the issues in 2022/23. 
This issue continues into 2023/24 as the 
programme to replace these assets to reduce 
future risks is ongoing for completion over the 
next two years. Alongside these investments we 
are critically reviewing all assets at our treatment 
works through a sustained study to inform future 
investment planning decisions.
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Minutes per property

2025 target: 06:08

08:42
Supply interruptions

3A.1 – Compliance risk index (CRI)
The compliance risk index (CRI) is a water quality performance metric defined by the Drinking Water 
Inspectorate to illustrate the risk of treated water compliance failures. CRI is reported for each calendar year.

The company’s CRI performance improved significantly from 3.86 in 2021 to 2.39 in 2022. Whilst above the 
regulatory deadband of 2.00 (which is also the DWI target) and the performance commitment target of 0.00, this 
performance is expected to be significantly better than the performance of the industry overall and confirms our 
drinking water is amongst the best in the UK.

During 2022 there were just 26 sample results which did not meet the standards set in the Water Supply (Water 
Quality) Regulations 2016. The sample failures which received the highest CRI scores were two microbiological 
failures and one turbidity failure at three separate water treatment works. Improvement works are being delivered 
during this 2020-25 period at the two water treatment works with microbiological failures and interim mitigation 
is in place until then. The turbidity failure was caused by sample presentation and measures have been put in 
place to replace the sample facilities and prevent a re-occurrence of the failure.

South West Water has continued to make excellent progress through our ‘Quality First’ programme with respect 
to the inspection and cleaning of treated water storage tanks which is reducing the risk of future compliance 
failures. In March 2023 we published our action plan to improve performance in this area and will update this 
regularly through the year.

We have major improvement investments at six sites: Alderney (Dorset), Knapp Mill (Hampshire), St Cleer, 
Restormel and Stithians (Cornwall), and Littlehempston (Devon). 

Work is also progressing on improving water quality on the Isles of Scilly. In line with the guidance in the ‘PR19 
final determinations: South West Water – Outcome performance commitment appendix’ document, the Isles 
of Scilly has been excluded from this commitment, and data provided from the DWI regarding our CRI score 
received does not include the Isles of Scilly.

3A.2 Supply Interruptions
We know our customers rely on a continuous supply of high-quality drinking water. The importance of ‘always on’ 
supplies, maintaining both public health and customer confidence is one of our key priorities.

A combination of significant trunk main burst events and the impacts of extremes of weather unfortunately 
meant that we missed our target of 5 minutes 45 seconds (for interruptions of 3 hours or longer). Outside of 
these events, our performance continues to trend positively, however we know we need to continue to focus on 
resilience to significant events of this nature.

Where significant events have occurred, alternative supplies were provided to affected customers throughout 
the lifecycle of these events and our Alternative Water Supplies (AWS) fleet have been extensively deployed to 
mitigate impacts as far as practicable.

Of note trunk main bursts in Buckfastleigh and Ivybridge were significantly impactful (comprising 60 seconds 
and 25 seconds respectively of our year end result). These bursts occurred on large diameter trunk mains 
systems where mitigation options were limited by the scale of the events. In addition to this the extremes of 
weather experienced in late December saw significant increases in mains burst and subsequent impacts on 
customer supplies. Burst main events were up 130% on average during the month as freeze and thaw conditions 
were experienced across our region. 

Network teams and our repair partners worked around the clock to mitigate impacts but due to the severe and 
prolonged nature of the event some customers experienced interruptions to their supplies. Most interruptions 
were relatively short lived although a number in the most severely affected areas ran over multiple days.

The most impactful supply interruption events during this period occurred in Holcombe Rogus and Axminster 
areas of East Devon. Issues accessing the burst sites and decreased network storage due to maintenance were 
significant contributing factors.

Throughout this period every effort was made to provide alternative supplies to customers, although given the 
widespread scale of the event some customers will have experienced delays in service. We continue to work with 
our supply chain partners to increase our capability and capacity in this area. Reflecting on our performance 
in extreme events, we saw a significant improvement in our response, compared to the similar conditions seen 
during the 2018 ‘Beast from the East’ event, where interruptions over the period were down c. 85%.

Throughout 2022/23, our ‘Dial before you Dig’ campaign was positively communicated to organisations working 
in our around buried assets to prevent third-party damage. The campaign will continue to be run over the 
following year and we are confident that it will continue to raise awareness amongst key stakeholders. 

South West Water continue to develop their capability in Alternative Water Supply mitigation techniques, 
leveraging innovation wherever possible. Our internal tanker fleet continues to provide value and we continue to 
work with our supply chain partners  to ensure our response and recovery processes are optimised.

In accordance with Ofwat’s “IN 23/03 Expectations for monopoly company annual reporting 2022-23“, we can 
confirm our supply interruptions data includes interruptions that are greater than or equal to three hours in 
duration for the current reporting period and the previous two reporting years.

Performance summary – SWB continued

2020/21 Actual 00:05:38

2022/23 Target 00:05:45

2022/23 Actual 00:08:42

2021/22 Actual 00:13:40

00:08:42  
Water supply interruptions 
hh:mm:ss

2.39  
Water quality compliance (CRI) 
Number

2021 Actual 3.86

2022 Target 0

2022 Actual 2.39

2020 Actual 2.06
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CRI score3

2025 target: 2.00

2.39
Water quality

3A.1 – Compliance risk index (CRI)
The compliance risk index (CRI) is a water quality performance metric defined by the Drinking Water 
Inspectorate to illustrate the risk of treated water compliance failures. CRI is reported for each calendar year.

The company’s CRI performance improved significantly from 3.86 in 2021 to 2.39 in 2022. Whilst above the 
regulatory deadband of 2.00 (which is also the DWI target) and the performance commitment target of 0.00, this 
performance is expected to be significantly better than the performance of the industry overall and confirms our 
drinking water is amongst the best in the UK.

During 2022 there were just 26 sample results which did not meet the standards set in the Water Supply (Water 
Quality) Regulations 2016. The sample failures which received the highest CRI scores were two microbiological 
failures and one turbidity failure at three separate water treatment works. Improvement works are being delivered 
during this 2020-25 period at the two water treatment works with microbiological failures and interim mitigation 
is in place until then. The turbidity failure was caused by sample presentation and measures have been put in 
place to replace the sample facilities and prevent a re-occurrence of the failure.

South West Water has continued to make excellent progress through our ‘Quality First’ programme with respect 
to the inspection and cleaning of treated water storage tanks which is reducing the risk of future compliance 
failures. In March 2023 we published our action plan to improve performance in this area and will update this 
regularly through the year.

We have major improvement investments at six sites: Alderney (Dorset), Knapp Mill (Hampshire), St Cleer, 
Restormel and Stithians (Cornwall), and Littlehempston (Devon). 

Work is also progressing on improving water quality on the Isles of Scilly. In line with the guidance in the ‘PR19 
final determinations: South West Water – Outcome performance commitment appendix’ document, the Isles 
of Scilly has been excluded from this commitment, and data provided from the DWI regarding our CRI score 
received does not include the Isles of Scilly.

3A.2 Supply Interruptions
We know our customers rely on a continuous supply of high-quality drinking water. The importance of ‘always on’ 
supplies, maintaining both public health and customer confidence is one of our key priorities.

A combination of significant trunk main burst events and the impacts of extremes of weather unfortunately 
meant that we missed our target of 5 minutes 45 seconds (for interruptions of 3 hours or longer). Outside of 
these events, our performance continues to trend positively, however we know we need to continue to focus on 
resilience to significant events of this nature.

Where significant events have occurred, alternative supplies were provided to affected customers throughout 
the lifecycle of these events and our Alternative Water Supplies (AWS) fleet have been extensively deployed to 
mitigate impacts as far as practicable.

Of note trunk main bursts in Buckfastleigh and Ivybridge were significantly impactful (comprising 60 seconds 
and 25 seconds respectively of our year end result). These bursts occurred on large diameter trunk mains 
systems where mitigation options were limited by the scale of the events. In addition to this the extremes of 
weather experienced in late December saw significant increases in mains burst and subsequent impacts on 
customer supplies. Burst main events were up 130% on average during the month as freeze and thaw conditions 
were experienced across our region. 

Network teams and our repair partners worked around the clock to mitigate impacts but due to the severe and 
prolonged nature of the event some customers experienced interruptions to their supplies. Most interruptions 
were relatively short lived although a number in the most severely affected areas ran over multiple days.

The most impactful supply interruption events during this period occurred in Holcombe Rogus and Axminster 
areas of East Devon. Issues accessing the burst sites and decreased network storage due to maintenance were 
significant contributing factors.

Throughout this period every effort was made to provide alternative supplies to customers, although given the 
widespread scale of the event some customers will have experienced delays in service. We continue to work with 
our supply chain partners to increase our capability and capacity in this area. Reflecting on our performance 
in extreme events, we saw a significant improvement in our response, compared to the similar conditions seen 
during the 2018 ‘Beast from the East’ event, where interruptions over the period were down c. 85%.

Throughout 2022/23, our ‘Dial before you Dig’ campaign was positively communicated to organisations working 
in our around buried assets to prevent third-party damage. The campaign will continue to be run over the 
following year and we are confident that it will continue to raise awareness amongst key stakeholders. 

South West Water continue to develop their capability in Alternative Water Supply mitigation techniques, 
leveraging innovation wherever possible. Our internal tanker fleet continues to provide value and we continue to 
work with our supply chain partners  to ensure our response and recovery processes are optimised.

In accordance with Ofwat’s “IN 23/03 Expectations for monopoly company annual reporting 2022-23“, we can 
confirm our supply interruptions data includes interruptions that are greater than or equal to three hours in 
duration for the current reporting period and the previous two reporting years.

Performance summary – SWB continued

2020/21 Actual 00:05:38

2022/23 Target 00:05:45

2022/23 Actual 00:08:42

2021/22 Actual 00:13:40

00:08:42  
Water supply interruptions 
hh:mm:ss

2.39  
Water quality compliance (CRI) 
Number

2021 Actual 3.86

2022 Target 0

2022 Actual 2.39

2020 Actual 2.06

120 Annual Performance Report and Regulatory Reporting 2023 – South West Water

Incidents per 10,000km of sewer

2025 target: 19.50

61.93
Pollution incidents

3B.1 Internal sewer flooding
We understand how distressing sewer flooding can be and that how we react when these situations occur is a 
good indicator of the commitment of care to our customers.  Accordingly, we enhanced our response during the 
year by providing customers with a named SWW contact within our Customer team who will provide liaison and 
support.  Alongside this, we also need to demonstrate our ongoing commitment to reduce the risk of internal 
sewer floodings.

During 2022/23 the number of internal sewer flooding cases decreased again from the previous year with a total 
of 50 internal sewer flooding events (or 0.63 per 10,000 sewer connections). This is a significant outperformance 
against target and again places us as one of the best performers in the industry on this measure.    

We continue to investigate internal sewer floodings to determine the root cause and identify the interventions 
required to mitigate the risk of future repeats. Other key activities include the continuation of a programme to 
install 9,000 sewer depth monitors at key points within the network to alert us to potential issues, targeted fast-
track repair interventions, enhanced programme of educational visits to commercial premises over sewer misuse 
(fats, oils and grease) and targeted programme of planned sewer cleansing to clear potential problems that could 
result in an internal sewer flooding.

South West Water is an active participant in all forms of collaborative working and sharing of best practice across 
the issues faced by the water and wastewater sector. This participation cuts across involvement with cross-
company best practice workshop sessions, industry working groups / task and finish groups, innovation projects, 
Water UK networks/research projects, conferences and other forums.    

For wastewater networks, the issues faced here often impact on a number of associated problems including 
sewer floodings (internal and external), pollutions, blockages and collapses. 

South West Water is an active participant in all forms of collaborative working and sharing of best practice across 
the issues faced by the water and wastewater sector. This participation cuts across involvement with cross-
company best practice workshop sessions, industry working groups/task and finish groups, innovation projects, 
Water UK networks/research projects, conferences and other forums.    

During 2022, South West Water has been a participant member of the Water UK led industry-wide best practice 
workshops on sewage in homes (an initiative to share best practice and reduce the number of internal and 
external sewer floodings).  The initiative was driven by the CEO’s of the respective companies jointly committing 
to work together to reduce cases of sewer flooding. Following this, South West Water and other companies have 
come together and shared details of the work they’ve been doing to reduce sewer floodings.

We are an active member of the Sewer Network Abuse Partnership (SNAP) and the Network Protective Forum 
(NPF) groups which represent all water utilities across the UK – attending meetings and other face to face 
events on a quarterly basis. The focus of these groups is on reducing sewer misuse, sharing knowledge on 
activities and experience to reduce misuse that leads to blockages, sewer floodings and pollutions.  

In March 2023, South West Water participated at the Hotel Restaurant and Catering (HRC) event at Excel Centre 
in London, along with other utilities to launch the FOG (fats, oils and grease) Management Guide for food service 
establishments (FSE’s), again with a particular focus on reducing the causes of blockages that lead onto sewer 
floodings and pollutions 

In March 2023, South West Water attended the South West Tourism Awards, and gave a speech regarding sewer 
misuse whilst presenting the Better Environment Award.

3B.2 Pollution incidents
Our performance on wastewater pollution incidents improved again in 2022 with a 28% reduction on 2021 
incidents.  We had 108 wastewater category 1-3 incidents in 2022 compared to 151 in 2021.  This decrease 
together with the previous reduction between 2021 and 2020, means that we have reduced wastewater category 
1-3 pollution incidents by over 50% over the last 2 years.  Pleasingly, the number of category 1-2 pollution 
incidents reduced to two 2022 from eight in 2021 and we have not had any category 1 incidents since 2018.  
However, overall we did not fully achieve the targets we set ourselves in the Pollution Incident Reduction Plan 
and therefore recognise that we have much more to do still to reduce pollutions and protect our environment.  

We will improve further by continuing with enhancements already in place and by actioning other performance 
improvement opportunities that we have set out in a new plan for 2023.  Some of the key initiatives are:

•  Acceleration of additional telemetry on our sewer network, including 9,000 sewer level monitors, region-wide 
deployment of AI tool for predictive analytics on storm overflows, increased use of AI tool for detection of 
bursts on rising mains and intelligent alarms.  

• Enhancements to our Control Centre operation to strengthen our 24/7 response to telemetry data.
• Continuation of ‘hotspot’ investment programme at problematic locations alongside ‘Fast-Track’ investment 

funding streams available to operational teams to avoid delay on remedial work. 
• Completion of proactive rising mains replacement programme with a further 18 to deliver this year.
• Additional sewer network cleansing.
• Sewer misconnection and commercial FOG (fats, oils and grease) team to drive improved compliance and 

more rapid response to sewer misuse events.
• Enhancing root cause analysis processes to deliver greater insight into identifying cause, risk and remedial 

actions.
• Establishing a Wastewater Process and Best Practice Training Centre. 

Incidents relating to the Isles of Scilly are not included, in line with the guidance in the ‘PR19 final determinations: 
South West Water – Outcome performance commitment appendix’ document.

0.63  
Internal sewer flooding incidents
Incidents per 10,000 sewer connections

2022/23 Actual 0.63

2020/21 Actual 1.34

2021/22 Actual 0.76

2022/23 Target 1.58

61.93  
Number of pollution incidents  
Category 1-3 (wastewater only)*
No. / 10, 000km sewer

2020 Actual 144.30

2021 Actual 86.58

2022 Actual 61.93

2022 Target 23
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Score

2025 target: 99.00%

99.40%
Compliance

3B.3 Sewer collapses
During 2022/23, we’ve continued good performance outperforming our targets on collapses.  

For collapses our performance is 8.29 cases per 1,000km of sewer network against a target of 15.54. This is 
slightly higher than the 2021/22 value of 6.75 cases per 1,000km of sewer although noting that we have still 
significantly outperformed our target this year.

As described in table 7C, South West Water has updated its ‘Length of formerly private sewers and lateral drains 
(s105A sewers)’ in line with an improved analysis and detailed third-party expert review. This increases the 
denominator for this metric. We have not retrospectively adjusted the normalised sewer collapses values (shown 
right) for 2020/21 and 2021/22, as these represent the finalised performance commitment positions in those 
years for the purposes of calculation of rewards/penalties. If these adjustments were made, the normalised sewer 
collpases would have been 5.60 in 2021/22 and 8.15 in 2020/21 respectively.

There were 253 occasions during 2022/23 where a failure occurred to the pipe that resulted in either any contact 
with the company or any unplanned escape of wastewater and resulted in spot repairs or relining. This is higher 
than 24 in 2021/22 due to the spike in volumes across the summer driven by ground compression due to drought, 
thus rendering pipes susceptible to this, at risk

3B.4 Treatment works compliance (numeric permitted sites)
South West Water’s wastewater treatment works have permitted discharges governed by either numeric or 
descriptive conditions. Numeric permits place measurable conditions on the final effluent discharged to the 
environment, whereas descriptive permits place narrative conditions upon the quality of final effluent discharge, 
avoiding environmental impact or the equipment deployed in the treatment process. South West Water reports 
performance for each calendar year within each of these categories as well as the percentage of population 
service by noncompliant works.

In 2022, 313 of the 315 numerically permitted treatment works were compliant (99.40%), with discharges at only 
two wastewater treatment works deemed non-compliant by the Environment Agency (EA). Our performance 
commitment of 100% compliance was therefore not achieved, however this was within the industry-wide 
‘deadband’ of 99%.

None of our numeric discharge permits at Drinking Water Treatment Works were deemed non-compliant.

This year our MOT programme, investment plans and targeting third-party compliance, as well as utilising 
temporary assets over the summer to mitigate process risks, have delivered our best ever score at 99.40% and 
is expected to be in the top quartile for the industry. We will continue to deliver the actions set out in our action 
plan to maintain this improved performance

3B.5 External sewer flooding incidents
During 2022/23, the number of external sewer flooding cases increased compared to the previous year, resulting 
in a total of 1,816 events. Unfortunately, this represents an underperformance against the target for the year. 

The increase in external sewer floodings corresponds with an increase also on blockages with a marked rise in 
numbers on both in the second half of the year.  This has likely occurred due to the change between a period of 
low flow (therefore lowered self-cleansing of the network) allowing debris to solidify in the network during the 
record-breaking prolonged dry hot summer of 2022 followed by periods of significant rainfall resulting in a rising 
number of blockages and external sewer floodings.  

For 2023/24, we will be actioning an improvement plan specifically targeted to reduce external sewer floodings 
including increased proactive cleansing on the network and continuing the rollout of sewer depth meters.

3B.6 Sewer blockages
During 2022/23, we’ve continued good performance by outperforming our targets on both blockages and 
collapses.  

On blockages we had 7,149 cases against a target of 7,020, thereby achieving our target.  However, this was an 
increase on 2021/22 (6,458 cases). The increase in blockages corresponds with an increase on external sewer 
floodings. We experienced a marked rise in numbers on both in the second half of the year.  This has likely 
occurred due to the change between a period of low flow (therefore lowered self-cleansing of the network) 
during the record-breaking prolonged dry hot summer of 2022 followed by periods of significant rainfall resulting 
in a rising number of blockages and external sewer floodings. 

For 2023/24, we will be actioning an improvement plan specifically targeted to reduce blockages as we know 
that these are a lead indicator for flooding and pollutions from our sewer network. We have already increased our 
activities on reducing sewer misuse by expanding our resource focused on commercial customer compliance 
(reducing the amount of fat, oils and grease disposed of into the sewer network).  We are visiting more 
commercial premises and providing educational and compliance advice on how people can protect the sewer 
network from the build-up of deposits that cause blockages, floodings and pollutions.  We have also continued 
with the wider promotional and educational campaigns to all customers around inappropriate products (wet 
wipes, rags etc.) being disposed of in the sewer network.  

99.40  
Treatment works compliance (numeric)*
%

2022 Target 100

2021/Actual 97.46

99.402022 Actual

2020 Actual 99.04

1,816  
External sewer flooding incidents
Number

2022/23 Target 1,395

2021/22 Actual 1,407

2022/23 Actual 1,816

2020/21 Actual 1,499

7,149  
Sewer blockages
Number

2022/23 Target 7,020

2021/22 Actual 6,545

7,1492022/23 Actual

2020/21 Actual 6,484

Performance summary – SWB continued

8.29  
Sewer collapses
Collapses per 1,000km sewers

2022/23 Target 15.54

2021/22 Actual 6.75

2022/23 Actual 8.29

2020/21 Actual 9.76
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100%
bathing water quality for 
the second year running

93%
of customers find 
their bill affordable

We’re aiming and  
are on track for a 
8/17 
C-MeX ranking

30%  
reduction
of pollution incidents 
in 2022

Our plans to target third-party 

compliance and utilise temporary 

assets over the summer have 

delivered an improved score.
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2022/23 C-MeX score 2025 target

CUSTOMER 
SATISFACTION

12/17 8/17

While we work hard every day to deliver 
for you, our overall customer satisfaction 
position has remained stable in each of the 
last three years. 

We know there is more to do to, with 
engagement and communication being 
critical in allowing us 
to understand your 
concerns and to 
address them.

• We love being out and 
about in the community 
– sharing information 
on water saving, 
environmental issues 
and affordability, as 
well as teaching future 
generations about the 
value of water.

• We are open and transparent – our WaterShare+ Panel is 
a key part to show transparency, openness and building 
trust with you – giving you a chance to have your say at 
our public meetings or our annual customer AGM.

• We are improving our digital services to make it easier 
to use.

• We are delivering improvements for the environment 
through our WaterFit programme, to protect the places 
you love. 

Our commitment to eradicate water poverty will see an 
increase in the number of customers on social tariffs and 
ensuring our affordability toolkit offers the support that is 
right for you – when you need it most.

We have listened to your feedback – you will be able to 
talk to us online, use enhanced self-serve functionality i.e. 
submit a meter reading, and offer you a website that’s easy 
to use. 

These are just some examples of what we’re delivering 
for you – for more detailed information, have a look at our 
main action plan.

OUR  
PERFORMANCE

WHAT ARE WE DOING 
ABOUT IT?

 WHAT IS C-MeX? 

Customer satisfaction is measured by an industry-wide 
measure called C-MeX. 

We survey our customers to find out what they really think 
– 50% of them have used our services, and 50% will have 
not. This gives us a balanced view and lots of feedback to 
develop services for the future.

HOW DOES THIS  
AFFECT  YOU ?

Stakeholder Forum, 

December 2022
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SUPPLY 
INTERRUPTIONS
2022/23 duration 2025 target

00:08:42 00:05:00

 WHAT IS A SUPPLY INTERRUPTION? 

A supply Interruption is when you are out 
of water for a period of time and calculated 
as the average number of minutes lost per 
customer for interruptions that lasted three 
hours or more. 

Our supply interruptions performance 
can be impacted by many factors, and in 
2022/23 our performance was severely 
impacted by the hot dry summer followed 
by the extreme cold and rapid thaw causing 
an increase in the number of bursts and 
interruptions in December 2022, accounting 
for c. 14% of total interruptions. 

• We have invested in our leading-edge Network Training 
Centre (NTC) to train our internal teams and partners 
who work on our network – ensuring our skilled staff 
and partners provide the best possible service.

• We are continuing our programme of pressure 
management which will deliver a reduction in pipe 
bursts.

• Using innovation – we are currently exploring a solution 
which enables damaged mains to be repaired while 
maintaining water flow to customers.

We continue to work hard to improve how quickly we 
restore your supply when interruptions do happen, but 
ultimately, we are trying to prevent them in the first place.

Our commitments to reduce interruptions will ensure you 
receive a reliable service of water to your home.

These are just some examples of what we’re delivering 
for you – for more detailed information, have a look at our 
main action plan.

OUR  
PERFORMANCE

WHAT ARE WE DOING 
ABOUT IT?

HOW DOES THIS  
AFFECT  YOU ?
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WATER  
QUALITY
2022 CRI score 2025 target (deadband)

2.39 2.00

Our CRI performance improved significantly 
from 3.86 in 2021 to 2.39 in 2022, which was 
better than the performance of the industry 
average overall.

• A complete upgrade of the treatment works at two sites 
in Bournemouth – impacting 2021 performance – will 
be delivered by 2025/26 utilising innovative ceramic 
membrane technology.

• Launched in 2022, we have continued to make excellent 
progress through our ‘Quality First’ programme with 
respect to the inspection and cleaning of treated water 
storage tanks which is reducing the risk of future 
compliance failures. This will be ongoing until 2025.

• We are also on track to delivery improvements at four 
further treatment works.

Missing a “Water Quality” 
target may not directly  
mean a lower standard of 
drinking water, but it does 
highlight a level of risk that 
needs to be addressed. 

Our commitments to deliver 
our Quality First programme 
will ensure the delivery of 
drinking water quality now and into the future.

These are just some examples of what we’re delivering 
for you – for more detailed information, have a look at our 
main action plan.

OUR  
PERFORMANCE

WHAT ARE WE DOING 
ABOUT IT?

 WHAT IS CRI? 

Since 2020, water quality is measured using the 
Compliance Risk Index (CRI), which measures the level 
of risk of companies not meeting the requirements of 
drinking water quality regulations – it does not mean the 
water was not safe to drink.

HOW DOES THIS  
AFFECT  YOU ?

Our Q
uality First programme was launched in 2022
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POLLUTION 
INCIDENTS

Find out more about our 
WaterFit plans here  

southwestwater.co.uk/ 
waterfit

2022/23 incidents

61.93
2025 target

19.50

 WHAT IS A POLLUTION INCIDENT? 

A pollution incident occurs 
when contaminants flow 
into the water environment 
from pipes and equipment. 
These incidents are defined 
as Category 1 to 3 by the 
Environment Agency.

• Category 1: have a serious, extensive or 
persistent impact on the environment, people 
or property

• Category 2 have a lesser, yet significant, impact

• Category 3 have a minor or minimal impact on 
the environment, people or property with only 
a limited or localised effect on water quality.

*
We are making significant progress in 
reducing the number of pollutions. In 2022 
we reduced the number of incidents by 
30% – our best ever performance, placing us 
2nd in the industry for the number of actual 
incidents. However, we acknowledge we 
have more to do. 

 

Our actions have already delivered 
results, but we are doing more 
to achieve our performance 
commitments to 2025. These 
actions will continue to be 
reported in our Pollution Incident 
Reduction Plan (or PIRP for short) 
published throughout the year. 

• We will keep you informed of the progress we’re making. 
We expect to make year on year improvements to 
reduce pollutions.

• We will deliver our WaterFit commitments – achieving 
better river and coastal water quality.

• We will continue to work with our 10 million visitors and 
2.3 million customers to help prevent millions of fats, 
oils & greases, and non-flushables such as wet wipes, 
entering our system – the main cause of pollutions is 
blockages of this nature.

We know how critical the environment is for all our futures. 
Our plans will continue to deliver a healthier environment 
for you and all who enjoy the South West region. 

As our customer, we ask for your continued support by 
following our campaigns for healthier sinks and loos – 
to ‘Love your Loo’ and ‘Think Sink’. The small changes 
you make can make a 
huge difference for the 
environment we love. 

These are just some 
examples of what 
we’re delivering for 
you – for more detailed 
information, have a look 
at our main action plan.

OUR  
PERFORMANCE

WHAT ARE WE DOING 
ABOUT IT?

* Find out more about our PIRP here

HOW DOES THIS  
AFFECT  YOU ?

Pollution Incident 
Reduction Plan

Annual Review 2022

southwestwater.co.uk

WaterFit –  
Our plan for
healthy rivers
and seas
Update  
June 2023
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TREATMENT WORKS 
COMPLIANCE
2022/23 score 2025 target

99.40% 99.00%

This year our MOT programme, investment 
plans and targeting third-party compliance, 
as well as utilising temporary assets over 
the summer to mitigate process risks, have 
delivered our best ever score at 99.40%. 
However, we have more to do to maintain 
resilience in this area. 

OUR  
PERFORMANCE

WHAT ARE WE DOING 
ABOUT IT?

We have experienced some challenges at individual sites 
in the first part of 2023/24 which resulted in some sites 
becoming non-compliant based on a single sample result. 
However, overall our compliance performance is tracking 
lower at the same time last year.

• We are trialling ‘real-time’ water quality monitoring at 
sites with higher risk of third-party impacts.

• Our WaterFit plan will ensure a range of improvements 
relating to pollutions and storm overflows which will all 
support water treatment compliance.

• We are using new innovative technology (Ovarro & 
Innovyze) to better understand where problems may 
arise to prevent them from ever happening.

Since 2021, we have implemented several initiatives which 
we anticipate will result in our best ever performance 
in 2022. Ultimately, our improvements with wastewater 
treatment compliance will further protect the environment. 

These are just some examples of what we’re delivering 
for you – for more detailed information, have a look at our 
main action plan.

Throughout the calendar year, South West Water is 
measured on how it manages its wastewater treatment 
works to ensure it meets with permitted discharge 
consents, minimising any pollution to the environment 
from treated water discharges. 

 WORKS COMPLIANCE? 

 WHAT IS TREATMENT 

HOW DOES THIS  
AFFECT  YOU ?
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reament Works, Saint Austell
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WE NEED TO DO BETTER  
AND WE’RE WORKING ON IT.

FIND OUT

MORE
You can find more detailed information  
about our plans and keep track of our  
progress by clicking here.

Now that you’re in the know, you can have 
your say through our WaterShare+ panel.  
You can play your part to ensure we 
are a water company you can be proud of.
Click here to get involved.

southwestwater.co.uk
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