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Dear , 
 
Thank you for your request for environmental information. We appreciate your interest, and we want 
to let you know that your request has been carefully considered in accordance with the Environmental 
Information Regulations (EIR).  
 
Your request: 
 
I am seeking information relating to the environmental performance of United Utilities’ wastewater 
operations between 1 January 2022 and 31 December 2024 under the Environmental Information 
Regulations 2004. 
 
Please provide the following information for each wastewater catchment, or equivalent operational 
catchment used by United Utilities. 
 
1. Storm Overflow Activity 
For each catchment, please provide: 

• the number of storm overflow assets; 
• the total number of recorded storm overflow discharge events; 
• the total duration of storm overflow discharges (hours); 
• the number of individual storm overflows that discharged during the reporting period; 
• details of any storm overflows identified as spilling unusually frequently or subject to 

enhanced monitoring. 
 
2. Pollution Incidents 
For each catchment, please provide: 

• the total number of pollution incidents recorded by United Utilities; 
• the number of pollution incidents reported to the Environment Agency; 
• the pollution category (where recorded); 
• the receiving watercourse affected; 
• the operational cause of each incident, where recorded (for example asset failure, blockage, 

hydraulic overload or equipment failure). 
 
3. Customer Contacts 
For each catchment, please provide: 

• the number of customer complaints relating to: 
o water quality; 
o sewage odour;               
o sewer flooding; 
o sewage pollution; 
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o river pollution; 
• the date each complaint was received (month and year is sufficient); 
• the general location or postcode sector, where disclosure would not identify individuals; 
• whether the complaint was substantiated following investigation. 

 
4. Correlation and Analysis 
Please provide any reports, dashboards, briefing papers or internal analysis produced during the 
period which compare or analyse relationships between: 

• storm overflow operation; 
• pollution incidents; 
• customer complaints; 
• environmental performance; 
• regulatory compliance. 

 
5. Catchments of Concern 
Please provide copies of any reports or internal documents identifying catchments which have been 
classified as: 

• high environmental risk; 
• requiring enhanced operational oversight; 
• requiring accelerated investment; 
• subject to increased regulatory scrutiny. 

 
6. Methodology 
Please provide documentation explaining: 

• how United Utilities defines catchment boundaries for reporting purposes; 
• how pollution incidents are recorded and categorised; 
• how customer complaints are classified and attributed to individual catchments; 
• any limitations on comparing these datasets. 

 
Our response: 
 
1. Storm Overflow Activity 
 
The table below outlines the total number of storm overflows currently operated by United Utilities 
by Catchment and County. Please note that some Catchments cross the County boundaries and so will 
rightly appear more than once in the table. 
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details on approach) as during the period 2022-2024 these pollution incidents were not included in 
EPA or performance commitments (although these were reported to the EA). Column C shows the 
watercourse type, column D the watercourse name, column E the river catchment, column F the 
county and column G shows the operational root cause of each incident. Please note that some of the 
smaller ditches, brooks and tributary streams are unnamed, so will be shown as such in the 
watercourse name column.  
 
3. Customer Contacts 
 
The attached Appendix B outlines the customer complaints we have received between 1 January 2022 
and 31 December 2024 relating to water quality, pollution, sewer flooding and odour. Over this three-
year period, there were 2,692 complaints received. Please note that United Utilities adopts a clear 
distinction between a customer ‘contact’ and a customer ‘complaint’. A customer complaint is where 
the customer expresses clear dissatisfaction with our services or billing activities, which then triggers 
the formal complaint tracking methodology (see details in section 6). 
 
Appendix B contains information on the date of the complaint, the stage of complaint and the issue 
the complaint is relating to. Complaints are mapped to customer addresses, which hold no direct 
correlation with catchments. As such, we have provided you with the County in which the postal 
address is located as an alternative proxy. Instances where the customer did not disclose their address 
during the complaint are identified in the County column as ‘unknown’. 
 
4. Correlation and Analysis 
 
United Utilities’ operational teams are generally organised by five counties – Cumbria, Lancashire, 
Manchester, Merseyside and Cheshire. This helps us target and address problems and priorities at a 
more localised level. Dedicated resources have been assigned within each county to provide regular 
scrutiny, oversight and action against the spill, pollution and complaints performance, supported by 
key central teams. These county teams review the information from across all their operational area, 
as opposed to undertaking assessments on a catchment basis. There are defined routes of escalation 
for any issues that cannot be managed locally or require input or assistance from senior management. 
 
United Utilities undertakes performance reporting and analysis on each of the topics outlined in the 
request – storm overflow operation, pollution, customer complaints and overall regulatory 
compliance. We are also held to account on our performance on these measures by the Environment 
Agency, our Environmental Regulator, and Ofwat, our Economic Regulator. Details of our performance 
are published on our website every year in our Annual Performance Report (APR): 
 
United Utilities - Performance 
 
There are no reports, dashboard or briefings papers held by United Utilities that analyse the 
relationships between those topic areas, as they either act as independent performance areas, or 
there is no consistent, singular point of comparison that makes undertaking the analysis beneficial. In 
line with Regulation 12(4)(a) of the EIR, we are unable to provide you with a copy of this 
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information, as it is not held. 
 
5. Catchments of concern 
 
A Drainage and Wastewater Management Plan, or DWMP, is a long-term, 25-year strategic plan 
published by Water and Sewerage Companies (WaSCs). Required under the Environment Act, it sets 
out how companies will maintain, improve and expand their drainage and wastewater systems. The 
DWMP maps out how companies propose to handle risks on topics such as climate change, population 
growth and urban development. Key goals of the DWMP include: 
 

• Protecting the environment from sewer flooding and pollution 
• Reducing storm overflow operations 
• Adapting infrastructure to heavy rainfall and climate shifts 
• Coordinate strategies with local councils and environmental agencies 

 
The latest version of United Utilities’ DWMP was published in May 2023 (Drainage and wastewater 
management plan) and the outputs can be viewed on the DWMP customer portal (DWMP Customer 
Portal Environment).   
   
For each drainage/catchment area, the data presents risk/opportunities at the following design 
horizons:  
 

• Current view for the drainage area (2020)   
• Developing view for the drainage area (2030)  
• Future view for the drainage area (2050)   

    
For each design horizon, the drainage/catchment area is presented as being; 
 

• No concern (forecast)   
• Potential area of focus (forecast)   
• Area of focus (forecast)  

   
The Strategic Plans provide more details of the risk assessment process that has been used, 
the specific risks that have been identified and the proposed adaptive plans that are being followed 
to manage these risks.    
 
Please note that the data used within this portal is from 2020 and was used to support the publication 
of the DWMP in May 2023. As such, it is not a forecast built on 2026 data. We are currently developing 
the next DWMP which is due to be published in November 2027 in line with regulatory requirements. 
These assessments inform our future business plan submissions for growth related expenditure which 
must then be approved by Ofwat.   
 
 
 








