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Outcome delivery Introduction to performance commitments and
ODls

The outcome of a price review is a defined price and service package that companies are tasked to
deliverfor customers, the environment and other stakeholders. Delivery of service is described
through a series of customdéocused outcomes which in turn are supported by more granular
performance commitments.

We routinely report performance against these outcomes and performance commitments to

customers, stakeholders and regulators, including to the YourVoice customer and stakeholder panel.

Having performance information that is easy to understand and navejlte's customers and
other stakeholders to challenge water and sewerage companies on their performance and
encourages them to deliver better levels of service. This helps everyone build trust and confidence.

We have committed to seven outowes for the AMP period (202Q25):

1 Your drinking water is safe and clean.

1 You have a reliable supply of water now and in the future.

1 The natural environment is protected and improved in the way we deliver our services.

¢ . 2dzZONBE KAIKf & aldAaFTr®dRosAldK 2dz2NJ aSNIBDAOS
do business with us.

1 We will improve the way we work to keep bills down and improve services for you and
future customers.

1 We collect and recycle your wastewater.
9 The risk of sewer flooding for homes and businesses is reduced.
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Performancecommitments

Underpinning each outcome is a set of performance commitments. These are service targets for
specific types of activities that we undertake to deliver. If we achieve or outperform against these
targets, then this supports the delivery of outoes for customes, the environment and other
stakeholders. Performance commitments are designed to be stretching and deliver an improved
level of performance for customers and stakeholders compared to the levels achieved in the past.

There are 15 performace commitments that are being applied to all water companies during AMP7.

¢tKSasS INB wO2YY2y YSIF&adz2NBaQ FyR SFEOK KlFa | &adl yR
YSIFadz2NBa INB (KSy adzalJ SYSYyGSR o0& wo0SalLl2l1SQ LISNF
f S@PSta 2F ASNIBAOS 2N F20dza F2NI Ay@SaidySyid oKAOK

We need to deliver against 46 performance commitments in the AMP7 Final Determination,
comprising the 15 common measures and 31 bespoke measures which are $pddific

AMP7 performance commitments and outcome delivery incentives: definition document 5



Outcome delivery incentives (ODIs)

Outcome delivery incentives (ODlre incentives which apply to performance commitments.
There are four types of ODI incentive which can apply to performance commitments. These are:

Underperformance only This is a financially driven incentive. When performance is worse than the
target or deadband level, this results in an underperformance payment.

Outperformance only This is a financially driven incentive. When performance is better than the
target or dealband level, this results in an outperformance payment.

Underperformance and outperformance This is a financially driven set of incentives.
Underperformance payments are incurred when performance is worse than the target or deadband
level, outperformancgayments apply when performance is better.

Non-financial ¢ This is an incentive driven by reputation only. Poor performance could cause
reputational damage but good performance could enhance our reputation, but no direct financial
incentives are applied.

39 of our 46 performance commitments have a financial incentive. The other seven performance
commitments do not have a financial incentive and are therefore driven by reputation only.

Some ODIs have an outperformance cap or underperformance collamelyis point no further
incentive is applied. Some performance commitments include a deadband. This is a harrow range of
performance above and/or below the target level within which the company can operate without
being subject to financial incentives.rfrneasures without a deadband, any incentive applies as

soon as our performance is above or below the target level for the performance commitment.

Most ODIs are applied on an annual basis during the AMP. These are refersdé o3 NA 2 R Q
incentives. Som ODIs, however, are applied only at the end of the AMP. These areknéw WSy R 2 F
LIS NJnGeRtiges.
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Outcome A Your drinking water is safe and clean

Customers want a reliable supply of high quality wakatthey trust. To deliver thisutcome we

will continue to ensure water quality is atétheart of our decision makingchieving a significant
reduction in water quality ¥ents and an improvement in theesthetic parameters that impact
Odza (i 2 Y S NBr of WiSeaX duslitydiDAr wateguality vision is 100% compliance with current
and future dinking water quality standardgroviding a reliable supply of safe clean drinking water
for future generations.
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Water quality compliance CRIA01-CH

Purpose of this measure

The performance commitment incentivises the company to fully comply wétter quality and
sufficiencystatutory obligations and to mitigate any issues affecting performance.

Benefits of this measure

This performance commitment incentivises companieautty ftomply with statutory obligations
which promotes customer confidence that water is clean and safe to drink.

Measure Description

The compliance risk index (CRI) is an industry common measure of drinking water quality that has

been defined by the watequality regulator, the Drinking Water Inspectorate (DWI). Performance

against this measure is calculated by the DWI and reported on a calendar yeaitbesigeplaced

the mean zonal compliance metric which was in use during AMP6.

This measure is defed by the Drinking Water Inspectorate within the@ Rlarch 2018 guidance

document DWI Compliance Risk Index (CRWPhs: Compliance Risk Index (CRI) is a measure

designed to illustrate the risk arising from treated water compliance failures, andtisalith the

current risk based approach to regulation of water supplies used by the Drinking Water Inspectorate

(DWI). All compliance failures are assessed by DWI using the provisions of the Water Industry Act

1991. In doing so, DWI has regard to its mh#d Enforcement PolitySecuring safe, clean drinking

water forall),andit £ a2 F2ff 26a& GKS LINAgsOitihife SanpadyF Wo SaG G SNJI |
performance on the basis of their risk of failing to meet tBelf dzA NS YSy da 2F (KS wS3dz

CRI izalculated by the DWI taking into account not just an absolute number of water quality
failures, but also:

1  The significance of the parameter failing the standard

1 Animpact effect, e.g. scale of population affected or size of water treatment worgsreice
reservoir

T TKS OFdzasS 2F (GKS FlIAfdz2NBE (G23SGKSNJI gAOK GKS 02Vl
measuring the need for regulatory intervention.

Decreasing numbers indicate improving performance.

Measure Definition

The definition fo this performance commitment waset by the Drinking Water Inspectorate (DWI)
in collaboration with the industry. This published aBWI Compliance Risk Index (CRlgust 2018:
https://www.ofwat.gov.uk/wp-content/uploads/2019/12/DVWAComplianceRiskindexCRI_Def.pdf

A CRI score is calculated for every individual complitaicge at watersupply zones, supply points,
treatment worksand service reservar The annual CRI focampany, for any given calendar year,
is the sum of theéndividual CRI scores for every compliance failure repadtethg the yearThe
calculation is summarised beldisee thelink above DWI Compliance Risk Index farther detail on
the full calculations).

1 http://www.dwi.gov.uk/about/our-strategieplan/dwi-enforcement.pdf
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This measure is an index which is calculated by the DWI and reported in July of each year, within the
Chief Inspectd® Report.

A CRI score is calculated for every individual compliance failure as follows:
i. Water supplyzones:

CRI Parameter Score x Assessment Score x Population affected
Total company population served

ii. Supply Points and treatment works:
CRI Parameter Score x Assessment Score x volume suppliédhafh
Total daily volume supplied by the company?(day)

iii. Service reservoirs:
CRI =Parameter Score x Assessment Score x reservoir capaéjty (m
Total service reservoir capacity of the company)(m

The annual CRI for a company, for any given calendar year, is the sum of the individual CRI scores for
everycompliance failure reported during the yede resulting number has no units, and as this is a
common measure, can be used to compare the performance of each of the water compahnees.
individual elements are defined below:

Parameter score

Compliane failures for different parameters do not pose equal risk to consumers. The standards in
the Regulations are based on different criteria: whilst some are set on a human health basis, others
are based on aesthetic concerns. Thpaeameters that coulghose a risk to human health attract a
higher score in CRI. The scores are set by the DWI and laid out in their definition document so they
are consistent across the industry.

The CRI Parameter score reflects this difference and scores allocated forsefatibwas:

Basis for standard Score
Health Risk 5
Health Risk Indicator 4
Aesthetic 3
Regulatory Impact 2
Non Health Risk Indicator, 1

Assessment score

All compliance failures are assessed to ensure that the wellbeing and interests of consumers were
protected by best practice in management of compliance failures. The DWI assessment score
includes a view on the root cause of the failure and whether it¢tiad/e been avoided as well as
the@ YLI y & Qa NIB araitaged r8sponse'to agdnpliince failure with appropriate and
speedy mitigation action poses a lower risk to consumers
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Score DWI Inspector assessment
Enforce
Covered by legal instrument
Enforcement considered
Recommendations made
Suggestions made
Trivial
Unlikely to recur
Incorrect data
Outside operational limits

(&)

O IFPIFPININW|~

Impact score

This element accounts for the likely impact of the compliance failure and to reflect the potential
number of people that may have been impacted by any infringement. The score for this element is
related to the asset where the infringing sample was taken:

1 For company assets this impact element relates to the size of the asset (output of water
treatment works and capacity of service reservoirs).

9 For failures occurring in water supply zones (WSZ) the impact will tend to relate to the size of
the whole zoneThe impact will therefore default to the population of the whole WSZ

Supply points and water supply zonesor some parameters, for example lead and pH, the amount
found in the treated water can change because of interaction with the water supply pifes.

al YLX Sa KIF@S G2 0SS 02ttt SOGSR FNRY | 0Odzad2YSNRa
For other parameters found in drinking water, for example pesticides, the amounts found in the
drinking water do not change in the water distribution netiko These unchanged parameters can

AAAAA

0S 02ttt SOGSR FTNRY (KS 4 GSNI ONBFGYSyd 62N]a W2NJ

&k YL SR Ay | gF (SN adzldLx e 1 2ySo C2NJ 6KS&S LJ NIY
Y2YAYlIG§SRQ Adlyppift26y & I &dzLILJ
Special rules

A limited number of risks may manifest themselves to a smaller population than the whole WSZ.
Under this circumstance there is the option for DWI to consider whether the failure can be assigned
to the Domestic Distribution System, or in the case of Leathd District Metered Area. The smaller
population options will be fixed.

ii. Impact scores related to Domestic Distribution Systems (DDS)

The burden of proof rests with the company to provide compelling evidence that the DDS is the root
cause of the failw. If the Inspectorate agree that the failure was caused by and isolated to the
domestic system the impact (population) will automatically reduce to:

w K @acurred at a single property (compelling evidence required)
w pOccurred at a public buildin
iii. Impact scores related to District Metered Areas (DMAg)pplies to lead failures only.

The burden of proof rests with the company to demonstrate the effectiveness of the company
plumbosolvency strategy within the DMA. Companies will be expected tg oat a full and
thorough investigation to include:

1. A review of plumbosolvency measures in place.
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2. Whether there are other properties in the DMA with lead supply and communication pipes.

3. If there are other sources that might contribute to tlead failure apart from lead pipe. If the

O2YLI yeQa Ay@SadAiaararzy Oy RSY2yaidNliS GKIFG GKS
DMA and that the lead failure was an isolated, property specific failure then the single property

multiplier above wilbe used. If the investigation cannot establish this, the fixed population of 1,000

(a standardised DMA) will be used as the default multiplier. If the WSZ is < 1,000 the whole zone

population will be used.

Measurement units

This is a numerical index seateported to two decimal places. It will be measured on a calendar

year basis to align with DWI reporting. The measure will be provisionally reported by the end of April

each year, covering the previous calendar year (i.e. CRI for 2020 will be repottiedeaid of April

2021). This will include CRI scores for all compliance failures that occurred in the relevant calendar

year. There may be a small number of compliance failures where investigations are still ongoing at

the end of April. For these an estition of the CRI will be included based on the evidence to date.

'y dzLJRFGSR /wL gAftf 0S NBLR2NISR Ay GKS / KAST Lya
failure assessments for that year will have been completed.

Mitigation/exceptions/assumptions

There are no specific exclusions, however, for some special rules on calculation of risk score refer to
the DWI definition.

The impact of the European Union adoption of a proposed revision to the Drinking Water Directive
has not been considered withithe commitments/targets of this performance measure.

Common performance commitment

This is a common performance commitment developed by Ofwat for AMP7.
Incentive type

Financiak underperformance payment only

Price control allocation

Water Water Wastewater Bioresources Residential Business retail Direct
resources network+ network+ retail procurement

10% 90% 0% 0% 0% 0% 0%

This measure has been split across the water resources and water network+ price controls due to
there being an element of control of water quality parameters with our water resources catchment
management activities. Implementation of the safeguard zoneamsdhat steps are taken to

reduce levels of nitrates, pesticides and algae management (which has a significant risk for
organoleptic taste and odour related compounds, geosminzntethylisoborneol (R11B)). Whilst

the majority of control for these paranters falls at the water treatment works, they can be reduced

by effective catchment management to reduce the cost and increase the effectiveness of removal at
the treatment works.

Performance commitment for AMP7

Our target for AMP7 is set at zerdhis isextremely challenging for us to meet. CRI performance is
volatile due to the inclusion of a risk based factor associated with the nature of the infringement, the
impact of the infringement location and assessor score. There is also the impact of failures

AMP7 performance commitments and outcome delivery incentives: definition document 11



2420A1GSR 6AGK Odza2YSNRA LX dzYoAy3d 2N FAGOAYyIad
limited control over these variable exercised by companies.

AMP7
2020/21 2021/22 2022/23 2023/24 2024/25

Calendar year Calendar year Calendar year Calendar year Calendar year
2020 2021 2022 2023 2024

Index Score 0.00 0.00 0.00 0.00 0.00

For reporting purposes the data reported in financial year 2020/21 aligns to the information
reported to the DWI for calendar year 2020.
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Underperformance el Performance commitment
Underperformance deadband =|Jnder performance collar
Figurel

Deadbands, caps and collars

Unit AMP7
2020/21 2021/22 2022/23 2023/24 2024/25

Underperformance

Calendar yeal Calendar yeal Calendar year Calendar year Calendar year
2020 2021 2022 2023 2024
collar
Underperformance [ gRess Py 2.00 2.00 2.00 2.00
deadband

Outcome Delivery Incentive

Index score

This measure is subject to an underperformance penalty only, which will be reconciled epeaioih
basis.
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Underperformance outperformancéncentive rate
This measure is subject to an underperformance penalty only, which has been set at £1.125m per
CRI point.

Worked examples

If in any year our performance resulted in an annual score of 1.20, the index value would be within
the deadband (its above the target of zero but below the deadband of 2.00), therefore no
underperformance payment would be applied.

If our performance resulted in an annual score of 5.10, this would be above the deadband of 2.00
(and below the cap of 9.50), an underparhance payment would be incurred. The value of the
underperformance payment would be calculated as:

Underperformance payment = (actual performargenderperformancedeadband) x incentive rate
=(5.10¢ 2.00) x-£1,125,000 =£3,487,500 underperformance

If in any year our performance resulted in an annual score of 10.00, this would be abowatoe c
9.50, an underperformancgayment would be incurred butapped at the performance level of
9.50.

=(9.50¢ 2.00) x-£1,125,000 =£8,437,500 underperfornmece
Longterm ambition

Our long term ambition is to:

1 Show an improving and sustainable trend in water quality performance and the compliance risk
index.

1  See customers reduce their consumption of bottled water because they are confident in the
quality of ap water.

1 Have a service that is 100% compliant with regulatory, quality and environmental requirements,
and trusted by our community and stakeholders

AMP7 performance commitments and outcome delivery incentives: definition document 13



Reducing the need for customers to contact us about taste and
smell of their drinking water{AOZWN)

Purpose of this measure

The performanceommitment incentivises the company to reduce water quality contacts relating to
appearance, taste and odour.

Benefits of this measure

This performance commitment improves the appearance, taste and odour of driwitay by
incentivising thecompany to reduce the number of customer contacts it received in relation to the
appearance of drinking water.

Measure Description

The number of timethe company isontacted due to the appearance, taste and odour of drinking
water, reported per 10,000 resident population.

Measure Definition

This measure counts the number of customer contacts received due to appearance, taste and odour.

The number stated reflects the information reported in the Drinking Water Inspectorate Chief
LyalLlSOi2NRa wSLENI 2y S5NAY1AYy3 21 GSN® ¢KS O02yidl C
SENAY1AY3 21 0GSNILYaLISOG2Nr 6SQa LYyF2NXIFOGA2Yy [ SGGSN
Should there be any future Drinking Water Inspectorate revisigh@ftiefinition, our performance

commitment will continue to be monitored against the criteria within information letter 1/2006 until

the end of AMP7.

I O2yiGl OG akKzdzZ R 2yteé& 06S AyOfdzZRSR ¢gKSy AlG Aa OfS
water quality is clearly based on an observation (or a perception) that its appearance is other than

a y 2 NXCbntaétstincluded are those by phone, letter, emaipenson, completion of web forms,

messages left on a helplireend water quality contacts on siat media (where the matter is

associated with an address within our region and the address is obtained).

Customer contacts are only recorded if they relate to drinking water that is supplied within our
region and falls into one of the categories below:

Discoloured waterg brown/black/orange the colour of the water is the focus of the contact even
though this may be understood by the company to be accompanied by mains deposits suspended in
the water (also include here staining of laundry due to discoldwvater and concerns arising from
problems with tanks and boilers due to mains deposits after a burst).

Discoloured waterg blue/greenthe colour of the water is the focus of the contact (do not include
here if the colour is only mentioned as being present on deposits adherent to a tap, bath or shower
tiles/tray ¢ these should be recorded in the General Conditions category, see below).

Particlesg the focus is reported as visible particles, either floating in the water or settled out in the
bottom of a glass or jug (the water would be reported as clear).

White ¢ air the contact refers to white or milky looking water and the glass tesfioms that the
cloudiness clears from the bottom up leaving no sediment.

White ¢ chalkthe contact refers to white or milky looking water and the glass test confirms that the
cloudiness clears from the top down leaving white sediment on the bottom.
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Animalculesthe contact refers to seeing a creaturijmg or deadTypically these will be either

chironomid larvae or Ascellus and include here any contact where a specimen is subsequently

LINE JARSR YR ARSYGAFTASR o0& (ak&uatcanmat (Exclode ¢ G SNJI |j
contacts about slimes adhering to a tap or water fittmthese should be recorded in the General

Conditions category, see below).

General conditionghe contact relates to the appearance of a deposit or slime or colourishat
present on the outside of a tap or water fitting, included here are contacts about hardness deposits
in kettles, staining of the sink, bath, shower cubicle, tiles etc. This category of contact deals with
common consumer concerns where the water itsglpaars normal (it is clear and bright in
appearance and free from taste and odour) and the phenomenon is arising within the household
environment. A typical cause being inadequate ventilation combined with the use of aerosol
dispensed household or personmabducts. This category should also be used for contacts relating to
the quality of water in hot water systems or heating/cooling systems and humidifiers.

Some consumers may refer to more than one matter during a single contact; for example, a

consumer mg wish to query their bill at the same time as commenting on their drinking water

jdzt t AGed /2YLI yASa akKz2dzZ R aGdNARGS G2 SyadaNB GKI
drinking water quality are recordeals a consumer contact about drinking waguality.

Measurement units
The number of customer contacts p&®,000 population, reported to one decimal place.
Mitigation/exceptions/assumptions

In line with Drinking Water Inspectorate guidance on the notification of events (2009), this measure

doesnot include customer contacts for tastemellor appearancavhere they are linked to a water

quality event subject to a Drinking Water Inspectorate notification. This includes events where there

is a breach of the parametric standard, which leads to detation in the aesthetic quality of the

gl GSNJ adzLJLXX ASR YR NBadzZ GAy3a Ay O0dzai2YSNI 02y OSNY

The customer contact must be in relation to water served by us within our region and this is
validated using the contact address.

If a consumecontacts the company on more than one occasion about the same aspect of their
drinking water quality this should only be recorded as a single contact if the second, or subsequent
contacts, are progress seeking in nature e.g. asking for results of testing

The original ODI definition did not state that the social media contaete wcluded. DWI carried

out aTechnical Audit of Consumer Complaints on 25 July 2017 and specifically asked about social
media contacts. On 22 December 2017, we received thesassent letter,in Section 5.3 of the

letter the DWI noted that Uléxcluded the vast majority of social media contacts. Only 17 of 3,235 in
one quarterly report were captured. Whilst the auditor acknowledged that it is reasonable to
exclude contacts wheréhe address of the contact cannot be establishibgy recommended that

the company reviews its processes to ensure that complaints from social media contacts can be
more appropriately represented in the consumer contacts return. In our response on 24yjanua
2018 we stated thatthe procesga I y I IAy 3 2 SN vdzt t A& /2yial Ota =+
Reference: 706508ad been issued and that this process ensures that when a customer reports a
water quality concern on social media pages, the customer whleeibe directed to the website if

there is an event in the area, or requested to provide their contact details to enable the Integrated
Control Centre (ICC) to contact them or they contact the ICC directly on a telephone number given.
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https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-leakage.pdf









https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/873100/National_Framework_for_water_resources_summary.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/873100/National_Framework_for_water_resources_summary.pdf



https://www.ofwat.gov.uk/publication/reporting-guidance-mains-repairs-per-1000km/
https://www.ofwat.gov.uk/publication/reporting-guidance-mains-repairs-per-1000km/












https://www.ofwat.gov.uk/publication/reporting-guidance-supply-interruptions/


















https://www.ofwat.gov.uk/wp-content/uploads/2018/03/20190327-6.-Unplanned-outage-final-reporting-guidance.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/20190327-6.-Unplanned-outage-final-reporting-guidance.pdf


















https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-per-capita-consumption.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-per-capita-consumption.pdf









https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/873100/National_Framework_for_water_resources_summary.pdf



https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Drought-resilience-metric-March-18.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Drought-resilience-metric-March-18.pdf



https://www.water.org.uk/publications/reports/drought-resilience-metric-development-%E2%80%98certainty-grade
https://www.water.org.uk/publications/reports/drought-resilience-metric-development-%E2%80%98certainty-grade



https://www.water.org.uk/publications/reports/drought-resilience-metric-development-%E2%80%98certainty-grade
https://www.water.org.uk/publications/reports/drought-resilience-metric-development-%E2%80%98certainty-grade









https://www.ofwat.gov.uk/wp-content/uploads/2017/12/Properties-at-risk-of-receiving-low-pressure.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2017/12/Properties-at-risk-of-receiving-low-pressure.pdf




























































https://www.ofwat.gov.uk/wp-content/uploads/2017/12/WatCoPerfEPAmethodology_v3-Nov-2017-Final.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2017/12/WatCoPerfEPAmethodology_v3-Nov-2017-Final.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2021/01/EPA-methodology-version-8-October-2020.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2021/01/EPA-methodology-version-8-October-2020.pdf






























https://www.ofwat.gov.uk/wp-content/uploads/2016/02/gud_pro20160226aim.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2016/02/gud_pro20160226aim.pdf















































































































https://www.ofwat.gov.uk/wp-content/uploads/2017/12/WatCoPerfEPAmethodology_v3-Nov-2017-Final.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2017/12/WatCoPerfEPAmethodology_v3-Nov-2017-Final.pdf




































https://www.ofwat.gov.uk/wp-content/uploads/2017/12/Appendix-3-C-MeX-and-D-MeX-FM.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2017/12/Appendix-3-C-MeX-and-D-MeX-FM.pdf
https://www.ccwater.org.uk/
https://www.instituteofcustomerservice.com/



































































































https://www.ofwat.gov.uk/publication/pr19-final-determinations-delivering-customer-value-in-large-projects/
https://www.ofwat.gov.uk/publication/pr19-final-determinations-delivering-customer-value-in-large-projects/






















































https://www.ofwat.gov.uk/wp-content/uploads/2017/12/Developing-and-Trialling-Wastewater-Resilience-Metrics-Atkins.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2017/12/Developing-and-Trialling-Wastewater-Resilience-Metrics-Atkins.pdf


















https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-sewer-flooding-updated-April-2018.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-sewer-flooding-updated-April-2018.pdf


















https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-sewer-flooding-updated-April-2018.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/03/Reporting-guidance-sewer-flooding-updated-April-2018.pdf

































https://www.ciwem.org/groups/udg/
























https://www.ciwem.org/groups/udg/






















