
Understanding our performance

Our business plan for the period from 1 April 2020 to 
31 March 2025 is based on direct feedback from over 
142,000 household and business customers across 
the North West. This feedback highlighted the areas 
that were considered top priorities for the services we 
provide, and helped shape our plans and the benefits we 
will deliver. 

For AMP7 we have seven ‘outcomes’ which describe what 
we want to achieve for customers. Over the next few pages 
we describe our performance in year three for each of these 
outcomes.

These outcomes contain a number of ‘performance 
commitments’. These are yearly targets we try to meet and 
which help show customers and stakeholders how we are 
performing. We have 46 individual performance commitments 
across the seven outcomes, as shown in the table below.

 
 
 

In this document we tell you how many of the 46 performance 
commitments we have met or failed to meet. Some of the 
performance commitments are for targets to be achieved in 
future years. For these commitments we consider that we have 
passed the commitment if our plans are ‘on track’ to achieve 
the upcoming targets.

Like all water companies, if we beat certain targets we can 
earn financial incentives called ‘outperformance payments’. But 
for many targets, if we fail to meet them we receive a financial 
penalty. These incentives and penalties are then reflected 
in bills – we can issue higher bills when our performance 
for customers is strong, but must issue reduced bills if our 
performance has been poor and we have missed our targets.

Appendix one contains more details about how 
outperformance payments and financial penalties work, and 
appendix two shows how they affect customers’ bills. 

Outcome description

Number of 
performance 

commitments
1.  Your drinking water is safe and clean 5
2. You have a reliable supply of water now and in the future 11
3. The natural environment is protected and improved in the way we deliver our services 9
4. You’re highly satisfied with our service and find it easy to do business with us 5
5. We will improve the way we work to keep bills down and improve services 8
6. Collect and recycle wastewater 2
7. The risk of sewer flooding for homes and businesses is reduced 6
Total 46
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