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Business review   ï   Heidi Mottram  

Financial review   ï   Chris Green  

Formal business   ï   Sir Derek Wanless  
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Highlights  

Financial  
 

-strong financial performance with 6.3% 

increase in profit before tax 

 

-strong funding position with facilities in place 

to meet requirements to March 2014 

 

-regulatory operating expenditure better than 

final determination; efficiency programme 

progressing well 

 

-regulatory capital investment of £221.5m 

 

-final dividend of 9.57p per share continuing 

dividend policy of 3% pa real growth 

 

 

 

Operational  
 

-continued high levels of customer satisfaction 

 

-excellent water quality and industry-leading 

waste water compliance 

 

-water resources situation is good; expansion of 

Abberton reservoir on target 

 

-construction underway on second advanced 

anaerobic digestion plant 

 

-delivered against Governmentôs Skills Pledge; 

90% of workforce at NQF level 2 or better 
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Vision ï to be the national leader in the provision of sustainable 

water and waste water services 

Strategic plan 
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Values: 

ï  Customer focused 

ï  Results driven 

ï  Ethical 

ï  Creative 

ï  One team 

Strategy reviewed 

Vision and values 

reaffirmed 

Specific goals to 

achieve vision with 

clear accountability 

Focus on core 

competencies 

Delivering value 

 



Water and waste water contracts 

ï  Contracts in Scotland, Ireland 

and Gibraltar performing well 

ï  Remaining minority interest and 

subordinated loan stock (25%) in 

CES acquired in April 2010 

Group performance 
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ï  óRight first time every timeô culture 

    embedded in business 

 

ï  Service Incentive Mechanism (SIM) 

    - year on year improvement in qualitative  

      and quantitative results 

 

ï  Customer research 

    - overall satisfaction 89% (last year 88%) 

    - value for money 85% (last year 83%) 

 

ï  Significant reduction in interruptions to supply  

NWL customer 
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ï  Regulatory opex better than final determination 

ï  Target - top band for efficiency  

     by 2013/14 

ï  Early procurement of energy has  

    secured benefits to 2015 

 

ï  Efficiency programme commenced  

    and progressing well: 

    - site energy management plans 

    - enhancement of web-site to improve 

      customer self-service 

    - investigating options for co-digestion 

      of commercial waste at Bran Sands AAD 

    - consolidation of northern laboratories 

    - insourcing of activities where efficient to do so 

NWL competitiveness - efficiency 
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ï  Developing reed beds to treat water treatment 

    sludge at Hanningfield in Essex 

    - sustainable solution (low carbon) 

    - lowest whole-life cost 

    - world first on this scale 

 

ï  óAquadaptô - industry-leading real-time 

    automated management of water network 

 

ï  comprehensive real-time waste water treatment 

    process control system 

 

ï  spray chlorination for large diameter mains 

 Customer magazine 

NWL competitiveness - innovation 
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ï  Invested £221.5m on regulated assets 

    - below final determination due to 

      short-term impact of winter weather 

 

ï  Key projects at Abberton and Howdon 

    progressing well 

 

ï  Investing in water and waste water  

    networks to reduce interruptions to 

    supply, discoloured water, sewer 

    collapses and flooding risk 

 

ï  Framework agreements awarded for  

    £1.5bn over next ten years 

NWL competitiveness ïcapital investment 
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ï  Best Companies ï óOne to watchô 

ï  75% response in employee survey 

    - high satisfaction 

    - all employees review survey and develop  

  action plans to improve 

ï  All employees attending interactive 

    roadshows for óvision and valuesô 

ï  Skills pledge met 

ï  Leadership development in place 

 

NWL people 
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ï  High standard of drinking water quality 

    maintained with compliance >99.9% 

 

ï  Impact of severe weather caused leakage 

    target in north to be missed;  

    southern target achieved 

 

ï  Water efficiency targets beaten with  

    óBad habits cost the earthô campaign 

 

ï  Abberton reservoir extension on target 

    - construction of two pipelines from Norfolk started 

    - consultation begun to vary abstraction licences 

 

 Customer magazine 

NWL environment - water 
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ï  Industry-leading compliance 

    - all 158 consented sewage treatment 

      works met standard 

 

ï  Bathing water results 

    - 33 of 34 met mandatory standard 

    - 29 met tougher guideline standard 

 

ï  Sewer flooding 

    - 178 properties removed from sewer  

      flooding register in 43 schemes 

    - significant reduction in flooding incidents 

 

 

NWL environment ï waste water 

Annual General Meeting  

28 July 2011  


