How we measure our performance
Strategic themes and outcomes

The best service
to customers

At the lowest
sustainable cost

In a responsible
manner
Protect and enhance
environment

Provide great water

Value for money

›› Drinking water is safe and clean

›› Customer bills are fair

›› Customers have a reliable supply of water
now and in the future

›› We support customers who are struggling
to pay

Dispose of wastewater

›› The North West’s economy is supported
by our activities and investment

›› Wastewater is removed and treated
without customers ever noticing

Improved efficiency

›› The risk of sewer flooding for homes and
businesses is reduced

›› Our services are provided in an
increasingly efficient way

Deliver a service
customers can rely on

›› Efficiencies are delivered in a sustainable
way taking a long-term view

Strategic Report

By delivering our strategy to create sustainable value in both the long and short-term, we aim to deliver the following key outcomes for our
stakeholders, in line with our strategic themes:

›› The natural environment is protected
and improved in the way we deliver our
services
›› The North West’s bathing and shellfish
waters are cleaner through our work
›› Our services and assets are fit for a
changing climate

Support local communities
›› We invest in community partnerships for
mutual benefit

›› Customers are highly satisfied with our
service

›› Our employees make a positive
contribution to local communities

›› Customers find it easy to do business
with us

Support employees in
a safe workplace
›› Provide safe, secure working conditions
›› Provide competitive rewards to attract
and retain employees
›› We invest in the learning and
development of our employees

Provide an appropriate risk and return for investors
Our key performance indicators (KPIs)
To help measure our progress on how well we are adding value for our stakeholders and delivering the outcomes described above, we focus on
a range of financial and operational KPIs, as defined on the next page. These KPIs are set for the five-year planning period and encompass the
important areas of customer service and environmental performance, as well as financial indicators, taking into consideration the interests of
all our stakeholders. Strong performance across these KPIs would indicate that our strategy is delivering on our targeted outcomes, helping us
on our path to reaching our long-term strategic goals.
Our financial KPIs are the same as for the previous year, and our operational KPIs are the same as for the previous year, with the exception of
the KPI relating to the non-household retail part of the business. As this is now under our joint venture, the non-household price control is no
longer within our consolidated group and we no longer include this as one of our KPIs.
Our executive bonuses and long-term incentives are closely aligned to our financial and operational performance KPIs, as highlighted in the
remuneration report on pages 86 to 109.
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