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Foreword

Every day we provide clean,
high-quality drinking water to around
eight million people across the North
West of England, taking away the
wastewater to safely treat it before
returning it to the environment. We
do this 24 hours a day, 365 days a
year. It's something we’re committed
to getting right and something we're
very proud of.

Our network of sewers is around
77,300 kilometres in length — enough
to reach twice around the earth. Most of the time the
activities involved in producing clean drinking water and
treating the North West’s wastewater are completed without
complication. However, we know that sometimes things go
wrong, resulting in an unplanned discharge to the local water
environment, which can cause harm — known as pollution
incidents. Other parties have activities which can cause harm
to the water environment too, such as industry, agriculture
and illegal disposal of wastes. We are committed to reducing
the number of pollution events caused by United Utilities and
are striving to achieve zero pollution incidents.

In 2024 our pollution rate increased, and so we have put in
an extra £20 million of targeted investment to reduce
pollution incidents and get our plan back on track. This
approach — using a fast learning and response cycle — is key
to making effective progress as we near the end of our
Turnaround Plan and seek to achieve good performance in
line with the Environmental Performance Assessment (EPA)
measures set by the Environment Agency (EA) for 2025.

There has been a lot of focus over the past 18 months on
spills from our storm overflows (also known as combined
sewer overflows or CSOs) into the environment. Where we’re
made aware of activations from overflows which occur
outside of these conditions and cause impact, we treat them
as pollution incidents and they will be captured in our plan. If
you’d like to know specifically what we’re doing to reduce
spills from CSOs and other assets operated by us, take a look
at our Better Rivers, Better North West plan.

Our Better Rivers, Better North West plan >

Pollution incidents occur for a wide variety of reasons, so
stopping all pollutions doesn’t have a simple one size fits all
solution. It requires us to think about our processes and
assets as a system to make interventions and provide focus
across our end-to-end system; from the way we get alerted
to problems, how we respond, right through to our data
management, assurance and reporting processes. From our
dedicated operational front-line colleagues reacting to
incidents to the steadfast analysts and engineers crunching
the data to help make plans for the future, we all know how
important environmental protection is to our customers — it
is important to us too. As you will see, our plan takes into
account many areas of improvement from the start to finish
of any pollution incident.

Our last Pollution Incident Reduction Plan (PIRP) was
published and launched in March 2023, covering the
remainder of AMP7 (the five-year asset management period
from April 2020 to March 2025).

We delivered 18 initiatives across the business to address the
leading causes of our pollution incidents. These projects
included:

Increasing resilience to mains power supplies
Proactive blockage reduction programme
Enhanced maintenance excellence strategy
Dynamic Network Management

Training

Simplifying pollution reporting

Stakeholder engagement and customer education
Better root cause analysis
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Our next PIRP sets out how we see our role of environmental
stewards and how we’re continuing to focus on removing all
environmentally impacting pollution events as we deliver our
AMP8 ambitions. This plan has received endorsement from
the board, which regularly reviews pollution performance
and will monitor delivery of this plan to ensure it’s on track.

The North West is a precious and beautiful part of Britain,
with National Parks and sensitive areas, such as bathing
waters, so our responsibility and duty is to protect these.
| want to be honest with customers that
there’s still a long way to go in tackling
pollution incidents and what causes
them, but our plan is
clear on how we aim
to do this and truly
become a stronger,
greener and
healthier region.

£20m

of targeted
investment in
pollution
reduction
in 2025

Pollution
reduction is
our number
one priority
Lou Beardmore
Chief Executive Officer
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Executive summary

We are privileged to provide essential water and wastewater services to over three
million homes and 200,000 businesses across our region.

We’re committed to doing this in a transparent, resilient way, providing high-quality
value for money services. One of the ways we seek to do this is by reducing
pollution incidents which cause harm to the environment. We made good progress
in AMP7 and we continue to build on the foundations laid to execute our ambitious
plans at pace.

Our latest iteration of our Pollution Incident Reduction Plan continues the theme of
Prevent, Detect, Respond, Investigate and report that we introduced in our
previous plan. We believe it clearly sets out the role we take very seriously, that of
environmental stewardship. We remain committed to accelerating improvements in
our pollution performance as we recognise we have more to do.

3

Respond

Our Pollution Incident Reduction Plan sets out our ambition to continue to drive down
pollution incidents in a sustainable way, taking the next step in the journey to zero
pollution incidents for customers and the environment. We recognise our
performance needs to improve and we failed to achieve some key pollution targets in
2024 - something we are confident our AMPS8 plans address.

We need to do more to reach the goal of zero
harm to waterways from our assets despite the
backdrop of climate change and increasingly
extreme weather, which will impact our

day-to day operations in the years to come.
Building more resilience across our assets is a
primary focus, to ensure they operate reliably —
regardless of the weather conditions we face.

We’ve achieved a
lot in AMP7 and we
need to continue to
build on these
foundations to go
bigger and faster
towards our zero
pollution ambition.

4

Investigate
and report
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01 About United Utilities

A We serve around 8 million people across the North We

A Our network of sewers is around 77,300 kilometr
enough to reach twice around the earth

A We treat an average of 3.1 billion litres of ;

A We have 34 designated bathing areas in our
look after
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Facing the challenge

Our purpose is to provide great water for a stronger, greener and healthier North
West. Our business model enables us to deliver on our purpose both now and in the
future. We're proud of the role we have played, and continue to play, and we
constantly check our progress against our objectives. We’ve made significant
investments in the assets and systems that provide essential services to people and
businesses across the region and have demonstrated the benefits of this investment
through reducing pollution incidents. We want to go further to reduce pollution
incidents even more. Ultimately, we want to prevent all pollution incidents which
cause environmental harm.

We know this is going to be a challenge as we face external pressures outside of our
control, such as climate change, population growth and consumer trends. Together
with the cost-of-living crisis, it means that now more than ever we need to invest
wisely and operate as efficiently as possible.

Climate change brings more extreme weather, which impacts our assets in ways we
cannot always plan for, and puts extra demands on the systems in ways it has not
been designed to operate in. Higher temperatures mean the water environment is less
resilient to other pressures put on it, like waste discharges and run-off from activities
such as agriculture.

Population growth and customer trends can be more predictable than climate change
but can cause more acute impacts as the use of land in the wastewater catchment
changes — leading to more surface water run-off into the sewer network and
ultimately placing extra demand on our systems. We are working to remove surface
water where possible and support the use of sustainable drainage systems to help
with this too.

As you'll see in this report, we have taken strides to reduce the pollution incidents
that occur across the North West. We take our responsibilities seriously and we want
to do more.
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each county for the 2025-30 period, addressing the things

® [ ] [ ]
Delivering for our five counties
The North West is an exciting region, with unique and
diverse needs, challenges and opportunities across its five
counties. Recognising this, we engaged with stakeholders
and customers in Cumbria, Lancashire, Merseyside,
Greater Manchester and Cheshire to shape our plans for
they told us matter most.
Building individual county plans means we will deliver
outcomes that are tailored for customers in the places
where they live — making our investment plans and the
benefits they will deliver more meaningful to customers
and communities.

Around 8 million
people and 200,000
businessesé by

The fourth smallest
region by size, with

Diverse
communities with
different levels of

2050 we Gl the third largest :
. . prosperity and
around 1 million population
needs

more

: : 12% of households
Levelling up is a

o are affected by .
. ) priority, and 40% more rainfall
To deliver these plans at pace and with purpose, we o water poverty, more ;

o ; | . devolution is - than the industry
mobilised our teams. into county dehvg:ry squads, driving evEmE=] i ) :Ean t5hO/0 htl_ghe: average
more local ownership and accountability. city regions e

average
This is a step change to how we’ve previously operated
and we are confident it will enable us to deliver even
better service to our customers and the environment. _
New environmental A legacy of
R requirements are industrial heritage A growing
MERSEY STER driving and heavy economy, which
unprecedented manufacturing contributes 10% of
long-term based on Victorian national GDP
investment infrastructure

-
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Stronger, greener, healthier:
our plan for the North West

We are constantly reviewing our plans for the future and our progress to ensure
we’re delivering on the key areas that we know are important to our regulators, the
Government and, most importantly, our customers.

Our ambitious business plan for 2025 to 2030 will see us deliver the largest
investment in water and wastewater infrastructure in more than a century, bringing
a step change to tackle those issues that matter the most — from reliable water
supplies to cleaner rivers and bathing waters — helping to make the North West
stronger, greener and healthier.

Our business plan for 2025-30 >

Investing £975 million in a programme to build a more
resilient network, fixing leaks and replacing 95 kilometres of
old pipes and mains

Improving water quality for 1.4 million customers
Safeguarding water supplies for over 2 million customers

Improving the quality of our rivers by reducing storm
overflow spills by 60% over the decade to 2030

Protecting and enhancing over 500 kilometres of rivers and
improving our bathing waters and shellfish beds

Strengthening our network against increased rainfall to
reduce flooding of homes and businesses

Working with local authorities to separate rainwater from our
systems so we build more resilient communities as we all

respond to the impacts of climate change such as flooding
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What is a pollution incident?

A pollution incident is the unauthorised discharge of a substance from any of our
assets which proceeds to come into contact with surface waters or a watercourse.
The Environment Agency (EA) has a method of categorising pollution incidents based
on the severity of impact to the environment.

You may have seen in the media articles about spills from sewers into rivers. Spills are
not necessarily pollution incidents. In the event of heavy rainfall, for example, we are
allowed under the permits issued to us by the EA to spill wastewater into rivers at this
time. This is because the heavy rain will mean any effluent is diluted to a level which
will not impact the environment. Spills are, therefore, not included in our Pollution
Incident Reduction Plan. However, our Better Rivers, Better North West plan explains
what we’re doing to reduce spills to the environment.

Our Better Rivers, Better North West plan >

Wastewater pollution incidents

The majority of our pollution incidents occur in our wastewater network, which
measures 77,300 kilometres in sewer network length. As well as sewers, we have
2,794 network sewage pumping stations and 565 sewage treatment works that can
experience failures and risk sewage entering the watercourse.

A high proportion of our sewers are combined sewers, which is a single pipe system
that collects both wastewater from homes and businesses and rainwater or surface

water from roads and roofs. These can become overloaded, leading to overflows of

untreated sewage and surface water into rivers or other water bodies.

@ a o Page ’

Clean water pollution incidents

Although less common, we remain vigilant to the risks of our clean water pipes
causing pollution incidents. Each year, we have approximately 32,000 burst pipes,
and during these bursts there is a risk that treated drinking water can escape and be
released into a watercourse. The sheer force and volume of the water can risk
disturbing the riverbed and cause a pollution. Additionally, if pipes taking untreated
raw water to treatment sites burst, this can also cause a pollution incident.

At United Utilities, we constantly monitor our assets, physically and using technology,
to help us proactively identify any risks of pollution.

How do we respond to pollution incidents?

Through our extensive network of monitors and sensors, we are able to identify when
a pollution incident may be about to take place and take action quickly to prevent,
detect, respond and investigate and report appropriately.

This data, and how we use it, is constantly evolving and enables us to prioritise —
informing how to respond to get the maximum effectiveness from our resources while
protecting the environment. As we develop our use of technology and artificial
intelligence capability, we will continue to improve our accuracy in predicting future
pollution incidents.

We have a zero-pollution ambition and recognise every pollution incident is one too
many. Our post-incident processes are rigorous in understanding and investigating
what went wrong as well as putting actions in place to avoid repeat incidents. This
insight continues to inform our investment plans.


https://www.unitedutilities.com/corporate/responsibility/environment/reducing-pollution/storm-overflows/our-commitments-to-river-health/
https://www.unitedutilities.com/better-rivers/what-we-are-doing/
https://www.unitedutilities.com/better-rivers/what-we-are-doing/
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02 our past performance

A In 2024, we executed our plan successfully and invested in areas
we are confident will lead to improvements in our pollution
performance in future years

A Our performance on serious pollution incidents is industry leading . .. i
A Over AMP7, we have invested £100 million installing alarms and
monitors to enable us to proactively and reactively identify

incidents that could cause a pollution

A We know we have more to do
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Progress against our action plan

In 2023, we published our last Pollution Incident Reduction Plan, and we’re pleased to report that we’ve completed all the actions within the agreed timescales. To ensure

impartial auditing we commissioned Jacobs to carry out an external verification audit, which required us to prove that we have done what we said we would do. We’re pleased to

confirm that we passed, with 17 actions audited and assured as delivered. We will continue to track our new 2025 plan and report on its completion.

_m
number

Scope fully
delivered

1

Resilience to mains power
failures

Risk management through
visibility of asset availability

Helping customers reduce
misconnections

Customer campaigns

Maintenance Excellence
workbank review

Increasing SuDS (sustainable
drainage systems)

Blockage reduction programme

Improved asset performance
monitoring

River Ranger roles

Prevent

Prevent

Prevent

Prevent

Prevent

Prevent

Prevent

Prevent

Detect

Sites at high risk of having pollution incidents due to mains power failures have interventions and mitigation
put in place to make them more resilient.

Operational and monitoring teams will have better understanding of the availability of assets on sites (utilising
real-time data), meaning they can put better mitigation in place and respond to other triggers sooner.

Fewer private misconnections will reduce wastewater which should be treated going into surface water drains
and causing pollution incidents.

Customers will be better informed about pollution incidents and how to prevent them by only flushing the
3 Ps (Pee, Poo and toilet Paper) and not disposing of fats down drains.

Ensuring we have the right maintenance strategy and maintenance tasks being deployed to our assets
preventing asset failure and protecting our environment.

Better separation of wastewater and surface water will mean our sewers will not get as overwhelmed by
heavy rainfall events.

We will be removing blockages from our network before they cause an impact to customers or the
environment.

Operational and monitoring teams will have better understanding of how well assets on sites are performing,
(utilising handheld asset condition equipment and online asset condition systems), meaning they can put
better mitigation in place and respond to other triggers sooner.

More eyes and ears on our rivers, engaging with customers and spotting problems on our networks so that we
can respond to potential pollution incidents more quickly.

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered
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Progress against our action plan

Project

number

10

1

12

13

14

15

16

17

18

Project name

Making it easier to report
pollution incidents to UU

Dynamic Network Management
(DNM)

Refined alarm/alert

management and response to
incidents

Zero repeat pollution incidents

External expert water quality
assessments

Extreme weather, enhanced
contingency and emergency
response plans

Mitigation vehicles

Refining our pollution
procedures and processes

Role-specific pollution training

Theme

Detect

Detect

Detect

Respond

Respond

Respond

Respond

Investigate
and report

Investigate
and report

Working with search engines to make it easier to find how to report a pollution incident to us and new
pollution reporting webpage on our website.

Increasing the information we have on how well our sewer network is performing with the installation of
thousands of monitors which report to a central team and enabling them to initiate responses to problems
sooner.

Working to improve our already excellent monitoring and control function to make better informed decisions
about when and how to respond to alarms. This will mean risks are managed better and real incidents are
responded to more quickly.

When pollution incidents do occur, making sure we have processes in place to investigate and prevent the
same thing happening again in the same place.

When pollution incidents occur which could be serious, making sure we have external experts available to

support in our investigations, so the true environmental impact is understood — enabling us to better respond.

Having plans in place to ensure the impacts of climate change and extreme weather are mitigated as far as
possible.

Having specific vehicles in place to respond to overland pollution incidents promptly, meaning wastewater
and sewage is prevented from entering the water course as far as possible.

Clear, concise procedures and governance processes which ensure appropriate pollution responses and
transparent reporting to stakeholders.

Training which is specific to the person and their role in pollution prevention, detection, response,
investigation or reporting.

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

Scope fully
delivered

On track to be
delivered by
January 2026
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Incident reduction benefit reporting

We are proud of our progress since our last published Pollution Incident Reduction Plan (2023) and are delighted
to report we exceeded the actual incident reductions we committed to. We continue to learn and evolve and
look to transform our ways of working to drive further benefit towards our ambition of zero pollution incidents.

. Proposed 2024 Actual incident
23

Power resilience improvements

Blockage reduction activity at

. wastewater treatment works 4 S
Operational
seellzee Asset rehabilitation/replacement 3 6
Proactive cleaning and maintenance
. 55 58
improvements
Customer Customer engagement 3 4
P T2 River Rangers 3 5
. Predictive analytics 17 13
Proactive
Lot iy Auto pump unblocking (DERAGGER) 12 12
Power resilience programme 60 40
Enhanced Asset . .
Reliability Maintenance strategy improvements 8 20
Condition monitoring 9 20

Statement from Jacobs Auditing Service

Jacobs UK Ltd was appointed by United Utilities Water
Limited to provide independent technical assurance of
their Pollution Incident Reduction Plan 2023 (PIRP 2023)
action delivery for the period March 2023 to March 2025.

The independent assurance/verification was
completed over 2 phases, with the assurance of the
first tranche of 6 actions (delivered between March
2023 and July 2024) completed in December 2024.
The second phase of assurance, included the
assurance of the remaining 11 actions (which were
to be delivered by UU between August 2024 and
March 2025). Jacobs have reviewed the processes,
outcomes and supporting evidence on which the
actions are based. Based on their audit work, we
are satisfied that the actions listed have been
satisfactorily achieved.
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Water quality regulation

Our overall performance and impact on the environment is closely monitored by the Environment
Agency (EA). In 2011, the EA introduced the Environmental Performance Assessment (EPA) to compare
performance between water companies and across years across seven metrics, three of which are
related to pollution incidents and are shown below. We are proud of our track record. We have proven
in previous years what we are capable of, and we are determined to get back to industry-leading
performance on total pollution incidents. Our serious pollution performance remains one of the best
compared with other water companies. Undoubtedly, our performance has been impacted by an
increase in storm conditions and the fact we have installed more monitoring to alert us to incidents
which previously may have gone unnoticed. Our focus and efforts are greater than ever, and we are
confident we have the right plans to get our overall performance back to industry leading.

Serious pollution incidents

T T 0 Co T ST Category 1and 2 pollution incidents

Total pollution incidents Category 1, 2 and 3 pollution incidents

The percentage of category 1, 2 and 3 pollution incidents self-reported by a

Self-reporting of pollution incidents T e

EA guidance categorises pollution incidents based on their impact. We use these categories when
tracking performance and setting targets, and they are referred to throughout this plan:

Category 1 — major, serious, persistent, and/or extensive impact or effect on the environment, people and/or property

Category 2 — significant impact or effect on the environment, people and/or property

Category 3 — minor or minimal impact or effect on the environment, people and/or property

Category 4 — substantial incident with no impact

700
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400

300

200

10
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o
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Pollution incidents and EPA target
with storm and power incidents

50
46

- O

”lllllllmi

2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022 2023 2024

EA target red
EA target amber
EA target green
B Number of incidents (with storm and power incidents excluded)
Storm-related incidents

B Power-related incidents
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Serious and total pollution performance

Having historically performed strongly on our total pollution targets, we are
disappointed not to have met our total target on pollution incidents in 2024. This is
an area we are committed to improving on. We remain extremely proud of our
sustained performance on serious pollution incidents having achieved EPA green
standard since 2011. We had zero serious pollution incidents in 2019, 2020 and 2022

and met our EPA target throughout AMP7.

Yearly total pollution incidents

m Category 1 Category 2 H Category 3

350
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50

2022 2023

215

—

2024

345

@ “ 0 Page °

From 2023 onwards, regulations changed and all pollution incidents due to power
failure or storm-related issues are now included in our reported numbers. This has had
a significant impact on our reported performance, and although difficult to foresee,
we remain steadfast in our efforts to tackle these issues.

Category 1-3 pollution incidents compared with EA target
with storm and power incidents

400
350
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200 ~—_

150
100
50
N ()] — 0] N
= 2 & & =
0

2015 2016 2017 2018 2019 2020 2021 2022 2023 2024

175
137
126

mmmm Number of incidents (with storm and power incidents excluded) mmmm pPower-related incidents
mmmm Storm-related incidents = EA target
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The impact of climate change and storms

The effects of climate change can be extremely challenging to navigate. We're The data shows how storms have a significant impact on our pollution incident
experiencing more extreme rainfall events and freezing temperatures followed by numbers. Prior to 2023, any pollution incidents related to a named storm were
rapid thawing and prolonged dry periods, increasing the risk of pollution incidents. deemed as a matter beyond our reasonable control and therefore we reported them
differently. From 2023 onwards, and in line with current regulation, we report all
These graphs show pollution incidents for 2023 and 2024, and the storms that we pollution incidents in the same way — regardless of cause. The dark green bars show
have experienced in those years in comparison to incidents. how many incidents were storm related.
Incidents vs. storm days by month Incidents vs. storm days by month
2023 2024
35 5 50 6
45
30 5
4 40
25 35
4
3 30
20 25
- 25 " 3
5 & 25 2 20 37 12
b3 25 35 2
10 9 12 1 23 o7 17
12 12 12 ! 10 N & 1
5 14 1= 14
5 10
4 S 0 4 5
0 0 0 2 0
Jan Feb Mar  Apr May Jun Jul Aug Sep Oct Nov  Dec Jan Feb Mar Apr May  Jun Jul Aug Sep Oct Nov Dec

Number of storm days ®:2023 storm-related incidents ® 2023 non-storm-related incidents Number of storm days ™ 2024 storm-related incidents B 2024 non-storm-related incidents
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Increasing our telemetry

Over AMP7, we invested £100 million overall in installing alarms and monitors to
enable us to better proactively and reactively identify incidents that could cause
a pollution. This level of intelligence is a cornerstone to our pollution reduction
plan and although the number of incidents we have reported has increased in
recent years, this is directly related to the level of telemetry we have installed and
are actively monitoring.

In 2022, only 27% of our incidents were reported to us by our telemetry; this went
up to 49% in 2024. The increase is due to the implementation of additional
monitoring across the network, and we plan to do more in this space. The more
intelligence we have, the more we can take action to protect the environment.
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Self-reporting

We take our responsibility seriously and strive to be transparent in all we do. We have a proven
track record of high performance on self-reporting during the AMP7 period, consistently
achieving EPA green threshold. We continue to review our internal processes to strive for even
higher performance but are proud of what we have achieved so far.

2024 overall self-reporting performance Yearly overall self-reporting performance
mmmNumber self-reported Number not water company reported =O==Percentage self-reported EPA amber
60 100%
@ @ @ 90% 920% 20% 2024
50

80%
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30 50%

@ 2023
70%
40
64%
20% 2021
2
30%
2020
20%
]
0,
10% 2019
%
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Pollution incidents
by asset type

Our core activities cover each stage of the
water cycle.

These graphs show the breakdown of total
pollution incidents by asset type over the
AMP?7 period. This is something we
monitor closely, and our analysis informs
our day-to-day activity and investment.
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Windermere: our ‘regional treasure’

Windermere is part of our county of Cumbiria. It is the largest natural lake in England and a
place of true beauty, which attracts many visitors from far and wide. We have been working
to protect and improve Windermere’s water quality for many years, taking responsibility for
everything within our control and supporting others to act in any way they can to safeguard
the lake for many generations to come.

We’ve been listening to what people have to say — and no-one wants to see sewage from
storm overflows discharged into rivers. We get that, and are up and running with an
ambitious transformation plan to tackle this, investing £200 million in Windermere to help
improve and protect the water quality of the lake.

Combined sewer overflows (CSOs) have been an important part of the sewerage network
for over 150 years, designed to avoid the risk of flooding of homes and businesses in heavy
rainfall. Reducing the use of CSOs will need a re-plumb of the drainage system across the
North West, combined with introducing nature-based solutions, such as reed beds, to
achieve this. The full solution can’t happen overnight, but we remain committed to bringing
the improvements we all want to see, and we are making good progress.

We are continuing to trial innovative ways to achieve our ambition at pace. We have a pilot
running to connect customers for the first time to a public sewer network and off septic
tanks in Ambleside, Skelwith Bridge and Tower Wood. We are also exploring the use of
drones to monitor and assess continuous water quality in the lake. We won’t stop until we
have delivered the improvements we have committed to.

Over the last year...

@ Total pollution incidents have reduced by 44%
o Category 3 pollution incidents have reduced by 89%

o Duration of spills has reduced by 75%

@ Number of spills has reduc
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Stop the Block: beating blockages
on the network

Our data shows that the main cause of pollution incidents is blockages. We record and monitor
blockages on the sewer network and more than 60% of blockages are caused by customer
behaviour, i.e. flushing products, such as wet wipes, down the toilet and pouring cooking fats, oils
and grease into drains. Blockages reduce capacity and restrict the flow of wastewater through the
network, which can lead to the operation of storm overflows and spills into waterways.

Over the last five years, we have delivered a programme of engagement with household customers
and Food Service Establishments (FSEs) to raise awareness of ‘what not to flush/pour’ down drains.
The aim of the programme of work has been to influence behaviour change to reduce the number of
customer-caused blockages.

Our ‘Stop the Block!” campaign, a series of multi-channel regional and hyper-local communications
activities targeted at household customers, has delivered year-on-year increases in awareness of
‘what not to flush’ and ‘what not to pour’. Through our tracker surveys, customers report that the
campaign messaging has made them more conscious of what shouldn’t be flushed down the toilet
or poured down the drain. From FY21to FY25, we have seen a 27%