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Our Service Commitment Plan

Our reporting suite
We have drawn on our existing reporting suite in drafting our Annual Integrated Report.

This plan responds to Ofwat’s 
2022/23 assessment of water 
company performance. This report 
focuses on performance across 
nine commitments.

Price Review 2024 (PR24)
This executive summary provides 
an overview of our Business Plan 
for the regulatory period 2025-
2030, known as AMP8. 

Pollution Incident 
Reduction Plan (PIRP)

Our PIRP sets out the actions  
we are taking between 2023  
and 2025, to improve our 
pollutions performance.

A year of progress  
on river health

This report provides an annual 
update against our Get River 
Positive commitments and other 
environmental performance 
measures related to river health. 

Sustainable Finance Impact 
Report (SFIR)

Our SFIR charts progress against  
our key performance indicators, tied  
to sustainable investments, and can  
be found on our AWG website. 

Thriving East
The Thriving East report 
covers research from Capital 
Economics on the region  
served by Anglian Water.

27 Measuring our Purpose performance

30 Ofwat-related Performance Commitments

37 Our stakeholders 

70 Section 172 statement

73 Non-financial and sustainability  
information statement

75 Our approach to the climate and nature crises

102 Risk management

117 Long-term viability statement

This annual report is an integrated report and we have applied the principles of the International Integrated Reporting Council (IIRC) framework.
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Launched Safer Every Day, our 
unified framework for health, 
safety and wellbeing

Annual performance

£1.08 billion
capital investment in the region, totalling 
£3.8 billion between 2020-2025

(2023/24: £963m)

£11 billion*
of investments proposed in our 
Business Plan for AMP8 (2025-2030), 
with £1.1 billion earmarked for capital 
delivery in 2025/26 

£1.75 billion
Revenue up 7.5% to

(2023/24: £1.6bn)

£497 million
Operating profit increased by 15.2% to

(2023/24: £431m)

Earnings before interest, taxes,  
depreciation and amortisation up 12.3% to

£5.3 million
invested into Get River Positive, to 
improve river health, since 2022

BSI audit confirmed we are a 
champion of purpose-driven 
organisation principles, 
values and behaviours

14.7%
of customers supported by our Priority 
Services Register, well ahead of target  
(2023/24: 12.7%)

405,425
customers received financial  
support (2023/24: 389,000)

One of the largest employers 
in the East of England

Over 1.2 billion litres
of clean, fresh, drinking water went into 
supply every day in 2024/25 - the same 
amount we put into supply 30 years ago, 
despite supplying 43% more properties

Maintained one of 
the industry’s lowest 
levels of leakage A- for Water Security and 

B for Climate in our 2024 
CDP disclosure

247 kilometres
of Strategic Pipelines laid which, when 
connected, will allow us to move more 
water around the region by 2028

Two major reservoirs 
planned to serve  
c.750,000 customers

£1.45
average customer charges for water 
and wastewater services per day. We 
continue to be among the lowest utility 
bills for the majority of customers 
(2023/24: £1.35)

£560 million
invested through our Water Industry 
National Environment Programme 
(WINEP) since 2020

36% reduction in 
serious pollutions.

We remain committed to reducing 
environmental risk in line with our long-
term goal to reach zero untreated escapes 
(2024: 7, 2023:11) 79%

of our people feel proud to play a part 
in delivering against our Purpose  
(2023: 79%)

358,283
smart meters installed, totalling  
1.1 million over the AMP

(2023/24: 262,621)

with AMP8 creating further job and 
learning opportunities, including through 
the Green Skills Academy

£920 million
(2023/24: £819.5m)

* Correct at time of publication, however subject 
to change following CMA referral
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A future of sustainable  
growth and prosperity

Over the past year, we have seen changes to 
our leadership and Board. As we welcome 
new Executive team members, I’d like to thank 
those outgoing for their support. Our new 
Chief Executive, Mark Thurston, and new Chief 
Financial Officer, Michael Bradley, replaced Peter 
Simpson and Tony Donnelly, respectively. Peter 
retired after over 35 years with Anglian Water and 
his significant contribution to both the business 
and wider water industry is hugely valued by us 
all. Our Remuneration Committee Chair, Natalie 
Ceeney, stepped down from the Board in June 
and was replaced by Kath Durrant. Dame Polly 
Courtice, Independent Non-Executive Director, 
also retired after a full nine years in post and 
was replaced by Ian Funnell. Our Audit and Risk 
Committee Chair, Zarin Patel, will retire in the 
autumn, after seven years in post, with Tony 
Bickerstaff taking up the mantle.  

I’d like to thank our people for their hard work and 
dedication over the past year. I have spent time 
out on site and in offices, collaborating with and 
learning from teams, who have worked incredibly 
hard to close out various commitments and 
ready the business to transition into a new  
five-year investment cycle.   

On my engagements, I see evidence  
of our strong values system, 
connected to our Purpose – to bring 

Welcome to Anglian Water’s 2024/25 Annual Integrated Report. This year marks 
the end of the current Asset Management Period (AMP7, 2020-2025), which 
brought with it change, challenge and opportunity. As one chapter ends,  
another ambitious one begins, which has the potential to be transformative. 

environmental and social prosperity 
to the region we serve through our 
commitment to Love Every Drop.  

I also want to recognise and thank our 
shareholders. They have provided a range of 
financial support in recent years, such as funding 
our Get River Positive initiative and additional 
support to address pollutions and spills. More 
recently, they have agreed to inject equity of 
£500 million into the Anglian Water Group. This 
significant investment reflects their confidence 
in our business and our long-term ambitions, 
alongside addressing the sector’s ability to 
attract long-term investment. 

Improving our performance 

The Board and leadership team recognise the 
significant challenges facing the business. This 
includes addressing our pollutions performance. 
We know we have more to do and it is receiving 
our utmost focus, from the Board, through  
to the frontline.  

Over the past year, we have accelerated targeted 
investment in areas that will have the greatest 
impact, with independent assurance that we have 
the right levers in place. We have some way to go 
to meet expectations. While our total pollutions 
have increased, we have made a 36% reduction 
across our serious pollutions — alongside 

improvements across other key measures. These 
are encouraging signs of progress. In addition to 
the £100 million committed by our shareholders 
to improve our pollution and spills performance, 
Mark Thurston has instituted a company-wide 
prioritisation programme, to stabilise performance 
across key measures, with the aim to move us out 
of Ofwat’s ‘lagging behind’ categorisation and into 
‘leading’. More in ‘Year in context’ pages 10-18.

While our ambition is to go further, independent 
reports show that our absolute performance is 
above average, see page 12. This includes our 
leakage position, which remains one of the best 
in the industry – and critical to our region. Strong 
leakage performance is underpinned by our supply 
and demand strategy, which has seen us install 
1.1 million smart meters to date, now serving 
over half of our water customers. This combined 
approach to leakage and demand management 
is contributing to our region having some of the 
most conscientious water users in the country.  

To further build water resilience, we are  
pleased with the progress made on our Strategic 
Pipeline, which will enable us to move water 
around the region to areas that need it most, 
protecting sensitive water environments in  
water-stressed areas. 

We put 1.2 billion litres of clean, drinking water into 
supply everyday. Alongside our pipeline, which 
when complete, will move water across the East 

of England, we are planning further infrastructure 
projects to secure water services in this growing 
region. This includes two new reservoirs, 
serving c.750,000 people combined – one in the 
Cambridgeshire Fens, the other in Lincolnshire.

Leading with purpose 

Over this AMP, we have seen a step change in 
public perception and scrutiny on water company 
performance, with the recent introduction of 
the Special Measures Act. Read more about our 
approach to customer engagement in ‘Measuring 
our Purpose performance’, pages 27-29. We 
have also considered the potential impact on 
our ability to attract talent in our Remuneration 
Committee report, pages 147-165.

Although it materialised after the financial 
accounting year period, we faced a recent 
drinking water prosecution – our first in over 20 
years. We take our responsibility to supply safe, 
clean drinking water extremely seriously. While 
there was no evidence of contamination — and 
the risk to customers was low — we have made 
significant changes to our processes to prevent 
this from happening again. More on page 11.

We recognise the impact of such incidents 
on stakeholder trust. As a purpose-driven 
business, transparency is key to rebuilding trust 
— and we actively encourage our customers to 
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challenge us, through our Independent Challenge 
Group (ICG) and Customer Board. We took our 
Customer Board through our recent Pollution 
Incident Reduction Plan, for which we have their 
support. Both groups provided fulsome feedback 
on our AMP8 (2025-2030) Business Plan 
submission to Ofwat.

Fostering relationships with the stakeholders 
that represent our region is fundamental. It is 
important that our long-term ambitions reflect 
what is important to our customers and what  
our region needs. 

We keep stakeholders informed through regular 
reporting and engagement, more in the ‘Section 
172 statement’, pages 70-72. And this year, 
we have developed our reporting approach 
further, with the advent of our ‘Purpose Impact 
Assessment’. Our intent is to hold ourselves to 
higher standards on purpose and transparency, 
further build trust and demonstrate that at 
Anglian Water, we strive to do what is right by our 
customers and the environment. Our ICG and 
Customer Board have helped shape our Purpose 
Impact Assessment. More on page 28. 

I see a tremendous amount of collaboration 
at Anglian Water and a willingness to learn 
from others. In March 2025, I, with members 
of Anglian Water’s leadership team, attended 
the Anthropy UK conference; an annual event 
convening responsible leaders and organisations. 
We led discussions ranging from climate change 
and regulation to enable purpose-led businesses, 
to equipping the next generation with green skills.

These are complex challenges that no 
organisation can solve alone. At Anglian 
Water, we are building a bank of evidence to 
demonstrate that collaboration enables greater 
environmental and social outcomes. And over the 
next five years, we will create a blueprint for an 
outcomes-focused, collaborative, place-based 
approach to environmental planning and delivery.  

Today, we are already reaping the benefits of 
such approaches. This includes our longstanding 
treatment wetland at Ingoldisthorpe — in 
partnership with Norfolk Rivers Trust — and 
catchment-scale work on the River Stiffkey, 
drawing in commercial partners including 
Microsoft and Avanade, alongside environmental 
partners. These exemplar projects have enabled 
us to confidently propose a significant number  
of nature-based schemes. We are targeting 23 
new treatment wetlands in our region by 2030.  

Embracing a changing  
regulatory framework  
I joined Anglian Water in November 2023, shortly 
after we submitted our Business Plan to Ofwat. 
Our AMP8 plan commits us to spending  
£11 billion* over the five-year period, 
representing an enormous upturn in capital 
investment. It signals the first step of delivering 
transformational infrastructure on a scale not 
seen for generations and is part of a multi-AMP 
investment plan, which faces into a future where 
we will have less water available, against the 
need to meet higher demand, alongside striving 
for greater environmental and societal outcomes. 

In December 2024, we received Ofwat’s Final 
Determination. Having reviewed it in great 
detail, we do not believe it creates the right 
conditions for industry success. We are at the 
start of a decades-long process of infrastructure 
development and renewal, which is being echoed 
across the sector. Collectively, the industry has 
proposed 71% more enhancement funding in 
AMP8, compared to AMP7. Sector-wide, we have 
proposed a £105 billion investment programme 
over the next five years that, if delivered in full, 
will be a huge catalyst for growth.

We need to create the right environment to attract 
patient, long-term investment, however, the 
current determination does not strike the right 
balance between risk and reward. We are in global 

Dr Ros Rivaz visiting our Strategic Pipeline Alliance

Anglian Water Services Limited Board  
meet at our Head Office

competition for investment, with more  
attractive regimes available in international 
markets, which could compromise our  
ability to fund essential planned work  
over successive AMPs. 

Furthermore, the current approach to 
performance targets is not realistic. We are  
doing everything in our power to accelerate 
action, but need a fair chance to succeed. 
Excessive penalties reduce the sum available  
to invest. In combination, these factors have 
driven our decision as a Board to request 
a referral to the Competition and Markets 
Authority. We do not take this decision lightly,  
but believe it is the right course of action.   

These are challenging times for 
the UK water sector, but with the 
right outcomes, the industry has an 
opportunity to deliver greater benefits 
for customers, the environment and 
the economy.  

The regulatory reviews, led by Sir Jon Cunliffe 
and Dan Corry, coupled with the findings of 
the National Audit Office report, are proposing 
changes to help reset the regulatory framework. 
This is a critical moment for our industry, with  
the outcomes received in this Price Review 
helping to set the trajectory for the  
Government’s growth mission. 

As we transition into a new AMP and new future 
for our industry, I am confident that we have the 
right leadership, governance and skills in place 
to deliver. With our Purpose as our north star, 
we remain committed to driving performance 
improvements and delivering successive AMPs  
of seismic capital investment, to not only meet, 
but exceed the expectations of our customers 
and stakeholders. 

Dr Ros Rivaz
Chair 
12 June 2025

* Correct at time of publication, however subject to change 
following CMA referral

5Anglian Water Services Limited Annual Integrated Report 2025

Strategic report
G

overnance
Statutory accounts

Chair’s welcome

https://www.nao.org.uk/reports/regulating-for-investment-and-outcomes-in-the-water-sector/?nab=0


A year of change

Since joining Anglian Water in July 2024, getting 
out and about, understanding the business, the 
sector and our people has been a priority. On our 
sites, I have seen firsthand our values in action 
and the strong commitment to our customers  
and the region, underpinned by our Purpose.

Being new to this industry, I’ve met with members 
of Government and our regulators, to understand 
their views of the sector, what change is needed 
and how continuing to deliver our long-term plans 
will support the agenda for growth. I’ve also met 
with many regional stakeholders and customers, 
who all have great aspirations for the  
East of England.   

It’s clear that what we do — and the positive 
outcomes we create — matter to us, our 
customers and the environment. As a sector, we 
have long been characterised by our performance. 
We recognise that pollutions is a defining factor. 
That’s why in September 2024, we kicked off 
a company-wide prioritisation programme, to 
improve performance in key areas and set the 
foundations for a strong and successful  
AMP8. More in ‘Year in context’ pages 10-18.

While we have made important steps forward, our 
aim is to continue to return the business to upper-
quartile performance. Our focused approach 
over the past seven months has reduced our 
forecasted Ofwat-related Outcome Delivery 
Incentive (ODI) penalty. And we have ended the 
year financially strong. This gives us confidence 
that the plans and strategies we are putting in 

As we look back at the 2024/25 financial year, we also mark the end of the five-year period 
(AMP7). It was characterised by volatility; caused by the global pandemic, the Russian-Ukraine 
war and extremes of weather — felt across the globe and right here in the East of England. 
It’s also been a significant year of change within the business, as we’ve focused on driving 
operational performance, building on strong foundations for the AMP ahead. 

place are on the right trajectory, with a clear 
roadmap for delivering consistent, high-quality 
outcomes for our customers, regulators  
and investors alike. 

Alongside improving performance, there is a 
pressing need for sustained capital investment in 
key infrastructure, to unlock growth in our region. 
We have a huge programme ahead of us over the 
next five years (2025-2030) which commits us to 
spending £11 billion* and expanding even further 
in successive AMPs. This builds on existing strong 
foundations, where — over the years — we’ve 
focused on delivering infrastructure to keep taps 
flowing, culminating in projects such as our 
Strategic Pipeline. As we transition into the next 
AMP, we must become as much an infrastructure 
delivery company, as an operational one.

The unprecedented scale of our capital 
programme has brought into sharp focus the 
need to unify and refresh our approach to health, 
safety and wellbeing. In March this year, we 
launched Safer Every Day, which is about keeping 
colleagues, customers and partners safe.  
Our safety focus shows up in each moment and 
each choice we make, every day. More on page 58.

The right framework for the future
The past year and my time in post have been 
defined by the Price Review. One of my first jobs 
was to work with the Board to assess the viability 
of our Final Determination from Ofwat. Our referral 
to the Competition and Markets Authority (CMA) 

is part of our long-term strategy to secure the 
right framework for the future: one that supports 
performance improvements, the delivery of major 
infrastructure to support the region’s aspirations, 
alongside delivering value for money to 
customers. We also need to ensure our business 
— and the water industry at large — remains an 
investible and sustainable proposition. More in our 
‘Long-term viability statement’, pages 117-120. 

Importantly, the referral process has not delayed 
our programme of work. We have already 
kickstarted delivery of year one of our AMP8 
programme. And it’s going to be big; with  
£1.1 billion earmarked for capital delivery in 
2025/26 alone. Over years two and three, our  
level of investment grows, which brings both  
challenges and opportunities.

Thanks to our industry-leading alliance models 
and shareholder support, we can be confident in 
our ability to deliver. The @one Alliance marked its 
20th anniversary this year. And we’re strengthening 
our capital supply chain even further, to meet 
the challenges of the future. In February, we held 
our first ‘CEO forum’, with our supply chain and 
alliance partners. 

Looking ahead  
As we transition between AMPs, we recognise 
the need for the sector to evolve. Over the next 
25 years, the industry plans to invest over £270 
billion1 in critical infrastructure, such as new 
reservoirs and supply pipelines, desalination 

plants and sewage treatment works. AMP8 
heralds the start. We are engaged with the Cunliffe 
review and the expectation that the regulatory 
framework needs to evolve, to enable us to  
deliver on what matters to our customers  
and the environment. 

At our recent Thriving East conference, which 
convened key decision-makers across the public 
and private sectors, we asked ourselves, what 
does the East of England want to be known for? 
And what is the role Anglian Water can play?  
We believe the region has the potential to  
lead the way to a thriving, green economy. 

At Anglian Water, we can make a significant 
contribution to this vision, supporting growth and 
social prosperity, with our programme creating 
opportunities for work. I started my career as an 
apprentice myself. It is both a duty and privilege  
to nurture the next generation into careers which 
is one of the many reasons why we launched our  
Green Skills Academy. More on page 28.

This is a defining moment for us. It’s significant 
for me on a personal level too. I’m excited to drive 
our plans forward over the next five years. It is 
important that our ambitions as an organisation 
reflect this moment. I am working closely with 
our people and across our alliances, to unify our 
vision and bring our values to the fore, maintaining 
the view that, much of the work we are delivering 
today, will benefit the environment and customers, 
as well as future generations. 

Mark Thurston
Chief Executive Officer 
12 June 2025

1 Ofwat submission to Independent Water Commission April 2025* Correct at time of publication, however subject to change 
following CMA referral
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What we do at Anglian Water

Head O�ce

We operate over 1,100 water recycling centres, 
over 140 water treatment works, 38,000km 
of water supply pipes and 76,000km of sewer pipes.

We are the largest water and water 
recycling company in England and 
Wales by geographic area.

We collect water from three main sources:
c.400 groundwater 
sources (accessed 
through boreholes)

8 reservoirs 9 rivers

We find 
and fix over 
30,000 leaks 
every year

We collect over 900 million litres of 
wastewater every day from our customers, 
which is then treated before being returned 
to the environment. 

The amount of wastewater 
collected daily is enough to fill 
392 Olympic swimming pools.  

Our customer service team supports 
7 million people across the region. 
Over 1 in 10 are classed as vulnerable 
and receive extra support. 
 

We recycle over 95% 
of wastewater sludge 
to agricultural land 
as biosolids.
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3
Our long-term ambitions

Our ambitions respond to the pressures outlined in our 25-year  
Strategic Direction Statement (SDS). 

 Read more about our ambitions on page 9.

 Read more in our Net Zero strategy

By 2030, be a net zero carbon 
business and reduce the 
carbon used in building and 
maintaining our assets by 70% 

Work with others to achieve 
significant improvement in 
ecological quality across  
our catchments

Enable sustainable economic 
and housing growth in the 
UK’s fastest-growing region

Make the East of England 
resilient to the risks of 
drought and flooding

What drives us

2
We deliver value for our stakeholders 

 Read more about relationships with our stakeholders on pages 37-69.

4
Our goals for 2020–2025

• To make life better for our  
customers, every single day.

• To deliver our 2020-2025  
Final Determination.

•	 To	deliver	our	identified	 
business priorities.

• To create a sustainable  
future for our region.

What will help us get there?

 • Skilled, trusted and customer-focused  
people who are happy, healthy and safe.

 • Maximising opportunities from standardisation  
and centralisation.

 • Smart use of information and technology.

 • World-leading alliances, working as one team.

 • Collaboration inside and outside the organisation.

5
How we make decisions
Our Six Capitals framework helps to shape investment decisions

Natural Social People

Financial Intellectual Manufactured
 Read more about how our Six Capitals are embedded in ‘Measuring our Purpose performance’ pages 27-29.

6

The UN Sustainable Development Goals  
influence our thinking. And the investment we make 
contributes towards their delivery. We work in the  
spirit of all 17 goals, but we have mapped our work  
to the 10 where we have the most material impact. 

  Find out more at  
anglianwater.co.uk/UN-SDGs

Environment 
and planet

People  
and partners

Customers  
and communities Shareholders

Investors, banks  
and rating agencies

National and local 
government

Regulators

Our business model

1

Delivering 
positive outcomes 

for our 
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Going further for our people and partners

Fair charges, 
fair returns

Delighted 
customers

Safe, clean 
water

Positive 
impact on our 
communities

Our people: 
healthier, 

happier, safer

Resilient 
business

Supply 
meets 

demand

Flourishing 
environment

A smaller 
footprint

Investing for 
tomorrow
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Our Strategic Direction Statement 
We	take	a	long-term	approach	in	pursuit	of	our	Purpose,	underpinned	by	our	25-year	Strategic	Direction	Statement	(SDS).	Our	SDS	was	first	developed	in	2007.	In	2017,	following	consultation	with	
customers, we co-created four ambitions to deliver social and environmental prosperity in the region we serve. Reviewed in 2023, our SDS and associated ambitions remain right for our business  
and our customers. As recently outlined in our Long Term Delivery Strategy, these ambitions are informing our journey over the next 25 years. 

•  All of our customers will have at  
least two sources of water supply.

•  Our customers will never experience 
internal or external sewer flooding.

•  Surface water will be prevented from 
entering our wastewater network.

•		 Integrated,	multi-sector	water	
management systems will be embedded  
within smart cities.

•  Two new strategic reservoirs will  
supply c.750,000 new properties  
across our region.

UN SDG target in action:
13.1  Strengthen resilience and adaptive capacity to 

climate-related hazards and natural disasters in 
all countries. 

•  Pollutions and spills are consigned  
to history.

•  River health will be continuously 
monitored.

•  Our region will be regarded as an 
international exemplar for the use  
of nature-based solutions.

•  Environmentally damaging substances 
will be eliminated at source.

UN SDG target in action:
9.1  Develop quality, reliable, sustainable and resilient 

infrastructure, including regional and trans-border 
infrastructure, to support economic development 
and human wellbeing, with a focus on affordable 
and equitable access for all. 

•  We will focus on eliminating waste and the 
root causes, leading to reduced chemical 
energy use in our management of the 
water cycle.

•  Our treatment processes will not emit 
greenhouse gases, such as methane  
and nitrous oxide.

•  We will have moved beyond net zero and 
become a carbon-positive business, 
reducing rather than contributing to  
the UK’s emissions.

UN SDG target in action:
9.4		 Upgrade	infrastructure	and	retrofit	industries,	to	

make them sustainable, with increased resource-
use	efficiency	and	greater	adoption	of	clean	and	
environmentally sound technologies and industrial 
processes, with all countries taking action in 
accordance with their respective capabilities.

•  We will have the capacity to support  
all customers at risk of water poverty.

•  The region will have the capacity  
to support the water demands of  
new businesses.

•  Planning requirements will mean all new 
housing and commercial developments 
are built to deliver international best 
practice	on	water	efficiency.

•  Coastal and inland bathing water 
locations will be thriving, due to  
their excellent water quality.

UN SDG target in action:
6.6  Protect and restore water-related ecosystems, 

including mountains, forests, wetlands, rivers, 
aquifers and lakes. 

Our 2050 aspirations 

Resilient to 
the risk of 
drought 
and flood

Enabling 
sustainable 
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The year in context
Anglian Water is the fastest-growing and largest water and water recycling company  
in England and Wales, by geographic area, serving 7 million customers.

The East of England, the region we predominantly 
serve, is the driest in the country, receiving less 
rainfall than other regions. Our region is prone  
to both drought and flooding — 28% of land is 
low-lying. It is also rapidly growing – home to 
three of the fastest-growing cities in the UK, 
Cambridge, Peterborough and Milton Keynes – 
alongside a thriving agricultural and burgeoning 
green energy industry, all of which have 
significant demands for water and drainage. 

As a long-term, purpose-driven business, we  
are planning sustained investment over decades, 
to build resilience against a changing climate, 
deliver essential investment in water and 
sewerage infrastructure, alongside protecting 
and enhancing the environment: all of which  
will create jobs and bolster the local economy.

Securing the right plan for AMP8
Throughout the PR24 Price Review, we have 
sought to deliver a plan that addresses the 
current and future needs of our region. The 
Government has made clear its priority to drive 
growth to stimulate the economy and has already 
highlighted the critical role water plays in this. 

This resulted in our largest ever Business 
Plan (£11 million) with one of the lowest 
corresponding bills increases (29% in real 
terms over the five years to 2030)* and largest 
packages of customer support. Our plan was 
created in collaboration with our customers and 
other stakeholders, who recognised the need for 
greater investment in this five-year period, but 
also in the decades following.

AMP8: Anglian Water’s largest proposed investment programme (2025-2030)

Development of 
two new reservoirs

584km of river 
monitored

>1,000km of  
mains renewal

470,000m3 of 
storage to reduce 
storm overflows

Water Recycling Centre 
serving 300,000 customers 
in the Cambridge area

15% reduction on 
phosphorous released

Reduced emissions  
by 4,500 tonnes of  
carbon per year

To give us the opportunity to secure the greatest 
outcomes for our region, we have referred our 
PR24 Final Determination to the Competition and 
Markets Authority (CMA). Having given serious 
consideration to our customers and to all of our 
other stakeholders, we concluded we must make 
use of the next step in the regulatory process 
and ask the CMA to reconsider whether the right 
balance has been struck. 

Our referral reflects the need to recognise major 
infrastructure developments as multi-AMP 
projects: the investment framework needs to 
reflect this. The sheer scale and ambition of 
plans require a long-term commitment from 

our shareholders, which will be echoed and felt 
across the wider industry. We need to ensure we 
can put the right structures in place now, to make 
the water sector an attractive investment for 
years to come and generations to come.  

There will be no delay to the delivery of Anglian 
Water’s year one plans as a result of this referral. 
Year one of AMP8, worth £1.1 billion, is underway. 
It is fully funded and we have ring-fenced a small 
team to lead us through the referral process.

AMP7 (2020-2025) achievements

• Supporting growth: adding  
c.100,000 new homes to our network.

• 1,900 environmental obligations 
complete: decreased phosphorous in 
rivers, improved bathing water quality 
and reduced storm overflows.

• Response to burst rising mains near water 
courses reduced from 24 to four hours.

• 100% proactive monitors on our 
sewerage pumping stations. 

• Highest-scoring company for Asset 
Management Maturity (Ofwat, 2021).

• 247km of pipe laid for our  
Strategic Pipeline. 

• c.400,000 customers received financial 
support and 14.7% are on the Priority 
Services Register.

• Lowest average five-year leakage  
level achieved.

•   Over 500,000 customer leaks identified 
through smart meters: 84% resolved.

• Purpose work helped us achieve the first 
ever BSI Purpose-driven certification.

• Get River Positive funded 65 projects, 
leveraging £10 million in match funding.

• One of three water companies asked  
to develop our Advanced WINEP  
10-year strategy.

• Highest Ofwat innovation funding  
– £25 million across the sector.

* Correct at time of publication, however subject to change 
following CMA referral
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Our annual performance 
Over the past year, we have worked hard to close 
out many of our AMP7 commitments, readying 
our business to deliver AMP8. In September 
2024, we launched a company-wide performance 
programme, prioritising seven key areas: serious 
and total pollutions, treatment works compliance, 
external and internal flooding, our Water Industry 
National Environment Programme (WINEP), 
spills, water supplies 24/7 and ensuring our 
people are Safer Every Day. 

Across the business, we established multi-team 
working groups, to break down the priorities into 
manageable projects and resolve them at speed. 
This plan, led by our new Chief Executive, Mark 
Thurston, was supported by our shareholders. 
The Board receives both monthly and quarterly  
performance reports. 

These actions improved our year-end penalty  
by c.25% against our forecast at July 2024, 
although we recognise there is more to do to 
return to upper-quartile performance. Our net 
outcome against our Ofwat-related Outcome 
Delivery Incentives (ODIs) for 2024/25 is -£33.4 
million. We received £3.4 million in reward and 
£36.8 million in penalties. This compares to  
a net outcome of -£37.57 million in 2023/24. 

In many areas, we are an upper quartile/above 
average performer. We have met several of 
our Ofwat-related commitments regarding 
supporting customers, with take up of our 
Priority Services Register at 14.7%, alongside 
providing financial support to over 400,000 
customers, bolstered by a £70 million package  
of financial assistance to ease the cost of living.

Furthermore, we are one of the industry’s leading 
performers on leakage – and have maximised 
opportunities for innovation in this space. To 
make further incremental improvements, we 
require new levels of investment, which is why 
our AMP8 plan contains such a large programme  
of mains replacement and renewal, as we seek 
new methods to bring leaks down further. 

Drinking water prosecution 

Drinking water in England and Wales is one of  
the most tightly regulated in the world. Protecting 
the water supply of our customers could not 
be more fundamental to our business. This is 
reflected in the fact we have not had a drinking 
water prosecution in over 20 years. 

Although it materialised after the financial 
accounting year period, in May 2025, we were 
fined £1.42 million after pleading guilty to five 
breaches of regulations relating to Materials in 
Contact. Since the case first came to light in 
2019, we have made a significant step change 
in how we operate through our Materials in 
Contact management, which is recognised 
across the industry and sets a benchmark. 
Despite the breach, there was no evidence of any 
contamination of the water supply and the judge 
agreed that the risk to customers was very low.

Reducing pollutions and spills

Despite a comprehensive programme of work 
and investment over the last year, we recognise 
that our pollutions performance is still not where 
it needs to be. Our focus on monitoring over the 
past two years has given us greater visibility of 
our network and assets, which also means we’re 
addressing more pollutions and storm overflows. 

Our total pollutions in 2024 have increased. 
However, we have made a 36% reduction across 
our serious pollutions (2024: 7, 2023: 11) — the 
ones that impact the environment most — which 
is an encouraging sign that the actions we are 
taking are having an impact. We will know our 
final numbers in September 2025. Conversations 
with the Environment Agency are ongoing and we 
welcome the clarity that the new Environmental 
Performance Assessment will bring. 

We are pleased that 2024 was the first year 
where we have had 100% monitoring on our 
storm overflows. in 2024, our average spills  
per storm overflow was 31, compared to 22  
in 2023. We know this is not good enough.  
We own our responsibility to protect the 
environment from harm. Overall, we expect  
AMP8 to be a period where we reset our 
pollutions and spills performance, setting 
ourselves up for success in AMP9 and beyond. 

This year, we were pleased to receive external 
assurance from Roland Berger — validating our 
Pollution Incident Reduction Plan — alongside 
improvements to key metrics assessed by the 
Environment Agency, including Treatment  
Works Compliance. 

Read more on our annual performance in 
‘Ofwat-related Performance Commitments’, 
pages 30-37. For information on our approach 
to minimise harm from our operations, refer 
to ‘Our Environment’, pages 38-47. For further 
information on our reduction strategy, see our 
Pollution Incident Reduction Plan.

Financial resilience

In 2024/25, revenue rose by 7.5% to £1,749.3 
million and operating profit increased by 15.2% to 
£496.5 million, driven by strong Earnings Before 
Interest, Taxes, Depreciation, and Amortization 
(EBITDA). This was partially offset by higher 
depreciation, reflecting a record £1,081 million 
investment in our asset base, to enhance 
infrastructure and long-term resilience.

Our shareholders continue to provide strong, 
long-term support, with some investing 
in Anglian Water since 2006. The ultimate 
beneficiaries of any financial returns are pension 
holders, including local authority scheme 
members here in the UK. Our shareholders have 
provided a range of financial support in recent 
years, to support environmental improvements, 
including Get River Positive. Their ongoing 
commitment has been instrumental.

In February 2025, following Ofwat’s AMP8 Final 
Determination (and reflecting concerns regarding 
the shifting regulatory environment), Moody’s 
and S&P downgraded our ratings at the level 
relating to Anglian Water Services Financing 
PLC/Anglian Water Services Limited, to Baa1 
(negative outlook) and BBB flat (stable outlook), 
respectively. Fitch, however, maintained our 
rating at A- (stable outlook). These actions reflect 
the wider challenges facing the industry, with 
many water companies’ ratings reviewed and 
revised downwards at the same time. 

We continue to remain financially resilient and 
continue to be a strongly-rated water sector 
company, with Ofwat rating us as ‘standard’ for 
financial resilience. We have a de-leveraging 
plan that enables us to continue operating within 
revised metrics, commensurate with these 
ratings. As we enter AMP8, we will maintain 
open and constructive dialogue with the rating 
agencies, continuing to demonstrate our financial  
strength and focus on retaining strong 
investment-grade ratings.
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In arriving at an assessment of ‘lagging’ for 
Anglian Water, Ofwat assessed performance 
against targets set at PR19 for each company, 
based on shared measures used across 
the industry. Each company has different 
performance target levels and ODIs. This year, 
almost half (c.£16 million) of our ODI penalty 
results from our leakage performance, which, 
while falling short of our individual target, 
remains one of the industry’s leading positions. 
The remaining penalty was made up of 
underperformance on pollutions, water supply 
interruptions and sewer flooding. 

When looking at our performance on an absolute 
basis, across the 12 metrics reported in Ofwat’s 
Annual Water Company Performance Report 
(2023/24) - alongside the new common ODI for 
external sewer flooding - Anglian Water is above 
median for eight of the 13 metrics. Ofwat has 
categorised our performance as lagging. 

We have asked the CMA to revisit our targets 
for AMP8, to ensure that this strong, absolute 
performance is fairly reflected. We believe the 
risk and reward framework set by Ofwat should 
enable an above-average performer to earn  
a fair return. 

Our 2030 vision is to be an upper-quartile 
performer. However, evidence suggests that 
many of the targets Ofwat set at PR19 are 
beyond reach across the sector. Currently, this 
performance deficit is being carried into AMP8. 
At Anglian Water, we are projecting to incur 
substantial penalties from the start of AMP8, 
even in areas where we are leading which will 
make it more challenging for us to attract the 
investment needed to deliver improvements  
for customers and the environment. 

Anglian Water’s  
absolute performance

Independent assessment by Oxera, an economics and finance consultancy, on Water and Sewerage Companies’ absolute 
performance in AMP7, based on Ofwat’s latest Annual Water Company Performance Report*

A report from Moody’s Investor Services shows that the negative public opinion surrounding 
water companies in England and Wales is not wholly deserved. While polls show low and falling 
public confidence around the treatment of wastewater, pollutions and leakage, the UK fares 
favourably when compared to other developed countries in terms of performance.

* Based on average AMP7 data to date from this source: Water Company Performance Report 2023-24 - Ofwat.  
This analysis does not include 2024/25 performance.

** Leakage compared on normalised basis, per unit length of mains.

*** External Sewer flooding is not one of the  current 12 metrics, but will become a common ODI at AMP8. 

Our absolute performance, against the measures used 
in Ofwat's Annual Water Company Performance Report, 
against other Water and Sewerage Companies. 
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Near- and long-term challenges
The landscape in which we operate continues to evolve at pace. We continue 
to work closely with our regulators to understand the consequences. We will 
keep our focus on delivering against our long-term ambitions, while maintaining 
a level of flexibility in the face of a changing future, seeking opportunities to 
further build resilience across our business. 

Asset resilience and capacity  
to unlock regional growth
In November 2023, we launched ‘Thriving 
East’, a report which provided a deep dive into 
the unique challenges faced by the diverse 
landscapes, businesses and people living in 
our region. The report combined research 
from Capital Economics, with qualitative 
information gleaned from conversations  
with stakeholders. 

The outcomes helped shape our Business 
Plan, which we submitted to Ofwat in 2023.  
In January 2025, we reconvened 
stakeholders for a follow-up discussion. 
Almost 200 people gathered in Peterborough 
for our ‘Investing in a Thriving East’ 
conference, which welcomed key decision 
makers representing the public, private  
and third-party sectors. 

Discussions covered the opportunity for the 
East of England to lead the UK’s transition to 
a thriving green economy, in support of the 
Government’s agenda for growth. Ensuring 
the region has the right infrastructure to 
accommodate housing and economic growth 
will unlock opportunities for social mobility  
and green skills. However, we need the right 
policy and investment environment to make 
this a reality. Since our Final Determination, 
new targets set by Government have resulted  
in an anticipated 40% increase in housing 
numbers (c.75,000 homes) across our  
region during AMP8.

Local Planning Authority aspirations 
and housing delivery requirements have 
increased, which means the forecasts 
we made during the Price Review to 
accommodate growth are no longer valid. 

We are responsible for delivering a range of 
schemes necessary for growth, including 
Water Recycling Centre (WRC) upgrades 
and major projects in the RAPID process. 

Regulatory reform for long-term resilience

The nature of the water industry is changing and the regulatory framework must evolve if it is  
to remain fit for purpose. Delivery of new infrastructure is needed at an unprecedented scale.  
Over the next 25 years, the industry will invest over £270 billion in critical infrastructure — 
such as new reservoirs and supply pipelines, desalination plants and sewage treatment works. 
The core focus of water companies will shift to developing major infrastructure, alongside 
operations and delivering core services. The equity requirements will be unprecedented, 
signalling a shift to significant, long-term investment and regulatory capital value  
(RCV) growth. 

The current regulatory system does not reflect the needs of future generations. The 
prioritisation of short-term bill impacts over longer-term resilience, poses a risk to asset 
health. If we don’t have the funding to increase capacity, this exposes us to climate impacts 
and limits our ability to support growth, Over time, this will impact our performance. 

There must be rationalisation of the legislative and regulatory framework and alignment 
of regulator responsibilities behind these new priorities. The approach to planning and 
procurement of major infrastructure will need to change to meet the complexity and scale 
of infrastructure required for the future. And the Price Review process must deliver a fairer 
balance of risk and reward, to enable our sector to be investible. These reforms are complex 
and sensitive. To be successful will require a collaborative approach. 

We welcome the Government’s formation of an Independent Water Commission, led by  
Sir Jon Cunliffe. We are engaged with the Commission’s work, and have submitted our 
response to the call for evidence and are encouraged by the interim report. 

We have also participated in a number of roundtables and have engaged with other 
Government regulatory reform processes, including the Corry Review and the National Audit 
Office’s review of water regulation. We’ve submitted evidence towards growth initiatives, 
including the Industrial Strategy and the Government’s 10 Year Infrastructure Strategy.

We also aim to support growth through 
initiatives such as the Cambridge Waste 
Water Treatment Plant relocation project. 
We are exploring, with Government and 
regulators, how we can better support 
business investment and expansion, such 
as the development of Universal Studios in 
Bedford. We must find a way to protect the 
environment and our existing customer base, 
alongside supporting growth. We have shared 
proposals with Defra and Ofwat for regulatory 
reforms, to better reflect the dynamic  
nature of growth. 

Relocation of the existing Cambridge  
Waste Water Treatment Plant

In April 2025, the Government granted 
development consent for our Cambridge  
Waste Water Treatment Plant relocation 
project. In March 2019, funding was allocated 
to Anglian Water and Cambridge City Council, 
by the Government’s Housing Infrastructure 
Fund to relocate the existing Cambridge 
treatment facility. 

The relocation will unlock the last major 
brownfield site, known as North East 
Cambridge, for redevelopment. This enables 
a once-in-a-generation opportunity, to 
transform the area and create a significant 
new city district. The new district could deliver 
8,350 homes, 15,000 new jobs and a wide 
range of community, cultural and open  
space facilities. 

To support this, our new, low carbon 
wastewater treatment facility will provide vital 
services for the community and environment; 
recycling water and nutrients, alongside 
producing green energy. The treatment plant 
will be operationally net zero carbon. It is 
designed to be resilient to storms and flooding, 
providing a long-term solution to how we 
best treat wastewater for a growing Greater 
Cambridge population.   
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Collaboration between regulators, the 
Government and industry is needed, to identify 
how these needs can be efficiently and equitably 
delivered. We are going to need a wide range of 
solutions, applied at scale, to achieve long-term 
water security. This includes sources of water 
that have been less well developed in the UK. 

Following demand management, water re-use 
should be the next action, but the historical 
availability and low cost of water has led to 
insufficient action to date and widespread uptake 
remains limited in England and Wales. There are 
some good examples of process re-use across 
the world, as demonstrated in our International 
Wastewater Reuse for Non-Potable Uses Review. 

We are exploring the opportunities for re-
using recycled water through an independent 
study, commissioned by the National 
Framework for Water Resources non-potable 
re-use working group, of which we are a key 
member, alongside Water Resources East, 
Cambridge Water and Wessex Water. 

The working group has come together to 
examine a wide range of sources, uses and 
users for recycled water, identifying barriers 
and the solutions required to overcome them, 
alongside a recommendations for further 
exploration. Find out more in our re-use report 
and recommendations on our website.

2 Water Resources East (WRE) Regional Plan

3 This phrase was coined by the former CEO of the Environment Agency, Sir James Bevan, to describe the impending situation where demand for water exceeds available supplies taking into account 
factors including growth, climate change and changes to abstraction licences. In the Anglian Water supply area, this point is 2025.  

We want to support the growth ambitions of our region, but we must do this in a way that is 
sustainable. In recent years, water companies have come under significant scrutiny for a lack 
of investment in infrastructure and the subsequent impact on the environment. Protecting the 
environment means ensuring our infrastructure is able to cope with the demands that are being 
placed on it. As ‘growth-enabling infrastructure’, water is foundational and enables the expansion 
of housing, schools, transport and energy infrastructure. We are leading on several infrastructure 
projects to secure future water supplies, which are critical for our region’s growth ambitions.

Strategic Pipeline  

Our Strategic Pipeline, being delivered by our Strategic Pipeline Alliance (SPA), will be completed 
during AMP8 (estimated 2028, as per our rephasing, more in ‘Ofwat-related Performance 
Commitments’, pages 30-37). Once complete, we will have a new network of hundreds of 
kilometres of large-scale interconnecting pipelines and associated infrastructure, which will 
allow between 15 and 55 million litres of water a day to be moved around the region; from  
wetter areas in the north, to drier areas in the south. Over 247 kilometres of pipeline is already  
in the ground and this will eventually join up from north Lincolnshire right down to Essex.  
Work continues to deliver the next phase.

Two new reservoirs 

We plan to build two new reservoirs, one in Lincolnshire and another in the Cambridgeshire  
Fens. The Water Resources East (WRE) Regional Plan2 identifies the new reservoirs  
as key to ensuring the region we serve has enough water in the future. We have set up a 
‘Reservoir Programme Board’, for critical governance around these projects, where we have 
collectively agreed changes to each of the development phases to accommodate and reflect 
ongoing discussions with the Regulators’ Alliance for Progressing Infrastructure Development 
(RAPID) on the intent of Gate 3 and the introduction of a fourth consultation round. Our new 
reservoirs and water transfers will deliver significant benefits in line with our Water Resources 
Management Plan. 

Exploring viable options for water re-use

Water supplies are already under significant pressure, as demonstrated in the latest set of 
regional water resources plans. In many parts of the UK, potable supply-demand balances are 
facing the ‘jaws of death’3, as shown in the graph across, with many areas subject to limits on 
new non-domestic demands, while abstractions from the environment are being curtailed to 
reduce the risk of environmental deterioration and to enable restoration and enhancement of 
ecosystems. The risk of a lack of available water could undermine industrial development  
and decarbonisation. 

Anglian Water’s water needs since 2010 and projected to 2050

Long-term planning to secure water supplies and services
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Health, safety and wellbeing

A key priority is keeping ourselves, colleagues, customers and partners safe. With increased 
activity to deliver our Business Plan, it is crucial that we do not lose focus on safety. Safer Every 
Day was launched in March 2024. It is a simple and unifying commitment, covering health, 
safety and wellbeing across Anglian Water. Around 180 leaders from across the business 
attended our launch event, where they committed to their part in driving change. Safer Every 
Day is sponsored at the highest level in the business, with additional oversight from our 
executive leadership team, for higher priority investigations. 

Over the next two years, we plan to roll out a comprehensive programme to enhance safety at 
every level. This includes increasing resources, refreshing our health and safety programme, 
standardising personal protective equipment (PPE) and updating safety systems, policies and 
procedures, both within Anglian Water and across our partners. Read more in ‘Our People’, 
pages 56-66.

Deliverability 
AMP8 signals transformational change for our 
sector, as water companies across England 
and Wales gear up to deliver more. At the 
time of reporting, total capital and operational 
expenditure (TOTEX) on water networks in 
England and Wales to 2030 is expected to be 
£104 billion (prior to adjustments for inflation). 
This represents a 71% increase in spend4 , 
compared to AMP7. 

We have a plan to streamline our business 
to reflect these focus areas. As we 
evolve, becoming more focused on major 
infrastructure and engineering, we need  
to ensure the structure of our business 
reflects this shift.  

As pressure continues on shared supply 
chains, we have prepared for the uptick 
by strengthening our alliance partnering 
model. Our @one Alliance is celebrating its 
20th anniversary this year, while our eighth 
partner, Binnies, rejoined the @one Alliance 
from April 2024. Other alliances include 
the Strategic Pipeline Alliance (SPA), the 
Integrated Metering Alliance, Integrated 

Building capability for AMP8 and beyond

Predicted labour growth in the water sector between 2024 and 2030 is 30%5. The most 
sought-after skills are: project and programme management; civil and process engineering; 
and environmental and nature-based solutions specialists. These skills are crucial for 
delivering our AMP8 Business Plan. 

To ensure we remain a competitive employer, maintain workforce agility and adapt to external 
changes, we have developed a Strategic Workforce Plan. This includes passing down critical 
skills from retiring employees, enhancing employee engagement and creating a more flexible 
model with our supply chain. 

Furthermore, in 2024, we began work to enhance our organisational capability maturity, which 
involved developing a comprehensive framework to assess and improve capability across all 
functions. By establishing a baseline of our current capabilities, we can prioritise investments 
and align them with our strategic goals, while also ensuring we are well positioned to meet 
future challenges and opportunities. Our commitment to continuous improvement and 
resilience is at the core of this strategy, which will be regularly reviewed and updated to  
drive sustained organisational growth. Read more in 'Our People', pages 56-66.

Maintenance and Repair (Water Recycling), 
and Integrated Maintenance and Repair 
(Water) & Developer Services.  

Having an established alliance model 
means we have the specialist knowledge 
and expertise to deliver our investment 
programme. We will continue the capability 
we have built up over many years, to deliver 
more over successive AMPs. 

Since the @one Alliance’s inauguration in 
2005, our approach has been held up as 
an exemplar, as part of the Government’s 
Construction Playbook.

Furthermore, in 2025, we launched the formal 
procurement process for a Programme 
Delivery Partner (PDP) – a key element of 
our deliverability strategy for AMP8. The 
role of the PDP is to work with us in a fully 
integrated and collaborative way, to deliver 
our capital programme as well as two new 
reservoirs. The appointment of this PDP 
builds on our established alliancing model,  
to drive delivery for our customers  
and the environment. 

4 Water industry set for biggest ever investment programme

5 Water Industry Workforce Resilience Research – Energy & Utility Skills
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Climate change adaptation 

As one the driest UK regions, with high agricultural productivity and many precious 
environmental spaces to protect, we have always taken a long-term approach to  
building resilience — with a particular focus on water resources.

We have much to learn, as the implications of climate change become clearer. Volatile 
conditions will impact our ability to deliver our fundamental role; supplying safe, clean  
drinking water and taking away used water and returning it safely to the environment. We  
know this, as we have undertaken modelling to understand what future climate scenarios 
could mean for us. As an example, climate change may increase the number of pollution 
incidents by as much as 32% over the AMP.

In December 2024, we updated our Climate Change Adaptation Report, outlining progress we 
have made in adapting to our climate change risks since 2021. This is the fourth submission 
we have made to Defra under the Adaptation Reporting Power of the UK Climate Change Act 
(2008). Since 2021, we have observed increased risks, related to raw water quality and sewer 
flooding. Our progress since 2021 means our risk, related to interruptions to supply from 
extreme weather events, has improved. 

The severity and complexity of these risks means our response is always evolving. And we 
must work with others to solve them. As a water business, we do not operate in isolation; we 
are interdependent on other infrastructure (e.g., energy and communications) and failure can 
cascade throughout this interconnected network. A crucial aspect of adaptation is working 
with other sectors, to better understand these interdependencies and plan for resilience. 

Furthermore, adapting to climate change requires long-term thinking to achieve the scale 
of work needed. This isn’t something we can solve within the next five years. We are 
collaborating with our regulators and wider stakeholders, taking a view to the 2029 Price 
Review, with a specific focus on asset health. Our Long-Term Delivery Strategy (LTDS) looks 
ahead to 2050, as climate risks continue to shift, alongside emerging, innovative solutions  
that could plausibly help us in the future. Read more in ‘Our approach to the climate and  
nature crises’, pages 75-101. 

We have already kickstarted work to improve asset health. This includes a big programme 
of work on our water mains, which are vulnerable to extreme weather patterns. We have a 
long-term, large programme of work to upgrade and renew these mains. Using geospatial 
mapping, we have brought several datasets together into one place, giving us full visibility on 
the conditions on each of our c.800,000 water pipes. Each pipe holds around 200 different 
data points, including: historic burst mains, interruptions to supply, whether the pipe in an 
environmentally sensitive area is vulnerable to climate impacts and what the impact would  
be if the pipe failed. This data is enabling us to target high-risk mains and make smart 
investment decisions. 

Maintaining affordability against evolving expectations

Our ambition is to offer a better service than we do today, while seeking to minimise the cost 
for our customers. However, the high level of ambition we are striving for comes at a cost. 
As an example, we will face a large increase in energy and pumping costs (associated with 
our Strategic Pipeline) and an increase in routine maintenance, as we expand and build more 
assets to accommodate growth. When creating our AMP8 Business Plan, we challenged 
ourselves to be efficient, resulting in us cutting our proposed costs by £1 billion. 

Our Purpose and Six Capitals framework continue to guide us, to ensure each decision 
ladders up to delivering environmental and social prosperity. We have a series of affordability 
support measures planned for AMP8 too and we have responded to the cost-of-living cost 
pressures over AMP7. In 2024, we launched a £70 million package of financial assistance, 
providing support to customers struggling with the cost of living. Read more in  
‘Our customers and communities’, pages 48-55.

Building customer trust

Since we started this AMP, there has been a societal shift in attitudes towards large 
corporates, climate change and specifically, intensified scrutiny on the water sector.  
When we created our PR19 Business Plan, our customers told us that they want us to  
prioritise safe, clean water, to secure resources for the future, to take care of the  
environment and to support the most vulnerable in society. 

Delivering on these promises requires upgrading and building new local infrastructure, to 
improve our services to the levels our customers want to see. We continue to hold ourselves 
to account to (and work closely with) our Independent Challenge Group (ICG) and Customer 
Board — which is made up of representatives from various customer and regulatory bodies 
and provides scrutiny of our activity and plans. Both groups meet regularly with our executive 
team to share feedback, particularly on our AMP8 Business Plan. For the first time this year, 
the ICG has been involved in the development of this Annual Integrated Report. Read more in 
‘Measuring our Purpose performance’ pages 27-29.

In the 2025 Consumer Council for Water annual ‘Water Matters report’, we received a trust 
score of 6.46/10, against a Water and Sewerage Company (WASC) industry average of 6.23. 
In AMP8, we will work hard to strengthen customer trust, including continuing our support 
packages, adding more customers to our Priority Services Register and maintaining our  
focus on building resilience and improving environmental performance. 

Alongside this, we will continue to explore how we can do more to increase customer 
satisfaction, while encouraging customers to reduce consumption and help us  
safeguard the future of the region.
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Innovation 

Innovation and technology will be key enablers to deliver on challenges such as climate 
change, service affordability and managing the risk to our environment. We cannot be 
constrained by the methods and tools that we know and have in today’s context. We believe 
unprecedented transformation of our company — and sector — will be fundamental to 
delivering and maintaining an improved service in the future. 

Our research and innovation team lead Anglian Water’s research projects. Since the start of 
this AMP, we have invested around £12.5 million in research and development, in addition to 
the £26 million funding supported by the Ofwat Innovation Fund. Through this fund, we are 
leading on nine projects, to solve key issues facing the water sector — such as climate change. 
Alongside this, we are providing subject matter expertise on 22 industry-wide projects and 
financial support for two more. Read more about these projects in ‘Our approach to the 
climate and nature crises’, pages 75-101. 

We support industry-wide knowledge sharing through our Innovation Hub. We are known for 
our ‘Shop Window’ – our approach to testing and trialling innovation that examines not just 
the impact of technology, but the people and process change required to embed and scale 
innovation into business as usual. Recently, our Shop Window has evolved into an innovation 
incubator, which has been embraced sector-wide. 

We are strengthening our long-term academic partnerships, working with the Government's 
UK Research and Innovation Research Councils, where (since 2021) we have secured 
approximately £200,000 in match funding to support our PhD students. These funds  
will support our research on new treatment works associated with desalination  
and new reservoirs. 

We are avid supporters of UK Water Industry Research and Spring Innovation. 

Cyber security 

Anglian Water is considered to be part of UK Critical National Infrastructure (CNI). Security is 
integral to our business activities. The last year has seen a continued increase in the cyber 
threat to CNI sectors, driven by: an increasingly adversarial geopolitical environment; the  
rise of state-aligned groups; and an increase in more aggressive cyber activity.

As a major consumer and innovator of technology — continuing to digitally transform 
our business through the move to cloud-based services — we recognise that the same 
technologies that enable us to be successful also have the potential to be new sources of 
cyber and resilience risk, if we fail to manage them.

We use the National Institute of Standards and Technology Cyber Security Framework 
(NIST-CSF) as our guiding cyber security framework. This framework is globally recognised 
and utilised across a wide variety of sectors and we use it to understand our maturity and 
to prioritise work, to continually improve our cyber security posture. In conjunction with our 
commercial partners, we operate a 24/7/365 security operations centre, to ensure that we  
are constantly monitoring for and defending against cyber attacks. 

Our updated cyber security strategy, aligned with NIST-CSF best practice, will help in the 
overall improvement, recognition and management of technology risks. Read more about  
how we are adapting to this risk, among others, in ‘Risk Management’ pages 102-116. 
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The Group’s financing strategy for AMP7 has 
reduced AWS gearing, in order to enhance and 
protect its current solid investment-grade credit 
ratings. This enables AWS to borrow at lower 
rates, to support the investments our  
customers have asked us to make. 

Anglian Water Group companies

Aigrette Financing Limited, Osprey Investco 
Limited, Osprey Acquisitions Limited and their 
UK financing subsidiaries have borrowed funds 
externally during AMP7, in order to increase  
the Group’s equity investment in AWS. 

AWG Parent Co Limited and AWG Group Limited 
are holding companies that were set up when 
AWG was a listed group. Both companies are 
wholly-owned subsidiaries, are registered  
in the UK and are UK tax resident. 

Anglian Water Services Financing 
Group companies
Anglian Water Services Holdings Limited was 
put in place in 2002, when AWS covenanted and 
ring-fenced debt structure was established. This 
group of companies (referred to as the Anglian 
Water Services Financing Group, or AWSFG) 
protects customers and our bond holders from 
the risk associated with other non-regulated 
Anglian Water Group companies, outside  
of the ring-fencing. 

This makes us an attractive investment  
prospect for bond holders, which means 
we’ve been able to keep financing costs lower, 
ultimately benefiting our customers in the  
form of lower bills.

Anglian Water Services UK Parent Co Limited is 
a second holding company in the ring-fenced 
structure, also providing protection for customers 
and investors from the risks of other non-
regulated group companies. All companies  
within the AWSFG are UK-registered  
and UK tax resident companies.

AWS is the regulated entity that trades as Anglian 
Water, managing our water and water recycling 
network and serving around 7 million customers. 
It is the part of the business that most people 
think of as ‘Anglian Water’. 

Anglian Water Services Financing Plc is the 
financing company that raises money on behalf 
of AWS. Funds raised by this company underpin 
our investment in the region’s water and  
water recycling services.

Anglian Water Services Limited is a 
private company, limited by shares

Anglian Water Services Limited (AWS) is the 
principal subsidiary of Anglian Water Group 
Limited (AWG). The AWG Board consists of six 
investor representatives, the Chief Executive 
Officer, the Chief Financial Officer and the 
Independent Non-Executive Chair.

Overview of our corporate structure

AWG is owned by a consortium of committed, 
long-term investors, representing millions 
of individual pension holders. Details of the 
consortium, along with details of beneficial 
ownership of AWG (by investor type), are  
shown in the following diagrams. 

The complete holding company structure and  
the principal companies are shown opposite. 

When AWG was acquired by investors in 2006, 
it became the ultimate parent company of 
the Group. It is a Jersey-registered company, 
but UK tax resident, liable for tax in the UK. All 
companies in the AWG holding structure are UK 
tax resident and liable for tax in the UK. Osprey 
Holdco Limited has issued debt that is held by 
our shareholders, in proportion to their respective 
shareholdings. They are entitled to receive an 
interest payment on the debt annually.  

AWG investors

Anglian Water Group Ltd

Osprey Holdco Ltd

Aigrette Financing Ltd 

Osprey Investco Ltd

Osprey Acquisitions Ltd

AWG Parent Co Ltd

AWG Group Ltd

Anglian Water Services Holdings Ltd

Anglian Water Services UK Parent Co Ltd

Anglian Water Services Ltd*

Anglian Water Services Financing Plc*

Anglian Water Services  
Financing Group (AWSFG)

Direct subsidiary

Collectively known as the Anglian Water Services 
Group, for which consolidated accounts are prepared.

*

Ownership and structure
Anglian Water Group’s holding 
company structure
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Pensions: 
(CPP Investments, GLIL 
Infrastructure, Igneo Infrastructure 
Partners and IFM Investors)

Asset manager: 
(Dalmore Capital)

Sovereign wealth fund: 
(Infinity Investments S.A.)

Details of beneficial ownership of 
Anglian Water Group by investor type

Canada Pension Plan Investment Board (CPP 
Investments™) is a professional investment 
management organisation that invests the excess 
funds of the Canada Pension Plan (CPP), in order 
to build a diversified portfolio of assets and help 
ensure the future pensions of more than 22 million 
Canadians. CPP Investments invests in public 
equities, private equities, real estate, inflation-linked 
bonds, infrastructure and fixed income instruments. 
Headquartered in Toronto, with offices in Hong Kong, 
London, Mumbai, New York and São Paulo, CPP 
Investments is governed and managed independently 
of the CPP and at arm’s length from the government. 
As of 31 March 2025, CPP funds totalled c$717 billion.

Origin: Canada  Ownership: 32.9%

Igneo Infrastructure Partners is an unlisted 
infrastructure asset management business and is 
part of the First Sentier Investors Group, a global 
asset management business. The First Sentier 
Investors Group has US$134.9 billion in assets under 
management (as at 31 December 2024), on behalf 
of institutional investors, pension funds, wholesale 
distributors, investment platforms, financial advisors 
and their clients worldwide.

Origin: Australia  Ownership: 15.6%

Infinity Investments S.A. belongs to a group 
of entities, ultimately wholly owned by the Abu 
Dhabi Investment Authority (ADIA) and focused on 
infrastructure investments in Europe.

Origin: Luxembourg  Ownership: 16.7%

IFM Global Infrastructure Fund is a fund advised by 
IFM Investors. IFM Investors is a global institutional 
fund manager owned by 15 profit-to-member 
Australian pension funds, specialising in infrastructure, 
private equity, debt and equity investments. IFM 
invests on behalf of approximately 120 million 
pensioners from around the world. This includes more 
than 4 million UK pensioners, who invest in AWG via 
the IFM Global Infrastructure Fund. 
 
Origin: Australia  Ownership: 19.8%

Camulodunum Investments is a joint investment 
vehicle for Dalmore Capital and GLIL Infrastructure. 
GLIL Infrastructure is a partnership of UK pension 
funds. It manages £4.1 billion of committed capital, 
with more than £3 billion deployed into a growing 
portfolio of infrastructure assets, spanning renewable 
energy, water and ports, trains, hospitals and schools. 
Dalmore Capital is an independent fund manager with 
a focus on long-term, limited-volatility infrastructure 
investments and sources capital from UK and 
overseas institutional investors. Dalmore Capital has 
interests in over 130 infrastructure assets and has 
assets under management of over £5.5 billion.

Origin: UK  Ownership: 15%

Details of Anglian Water Group’s ownership consortium

Anglian Water 
Group Ltd

7.5%

75.8%

16.7%
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Financial performance report

Balancing regulatory funding and 
attracting investment 

The money we can raise from bills, along with 
how much we’re allowed to invest in our service, 
is decided every five years through Ofwat’s  
Price Review process. This is set out in our  
Final Determination. 

Any profits and returns to investors that we make, 
in excess of those allowed within the regulatory 
framework, come from:

• Increasing efficiency - running the business 
more cost-effectively than was funded at the 
time of the Final Determination - or raising 
investment; and

• Any rewards for meeting our Performance 
Commitment targets.

Efficiencies are either reinvested to improve 
services for customers, or shared with 
customers, helping to keep bills down. Our focus 
on sustainable savings, which can be maintained 
over the long term, also helps to reduce our cost 
base in 2020-2025.

Profits are essential to attract investment — 
which, in turn, enables us to spread the cost of 
improving and extending our assets over their 
operational life, similar to a mortgage. In this way, 
future customers pay for future use of the asset. 
We have to provide investors with a reasonable 
return on their investment, in exchange for  
the risks they carry. 

As a monopoly provider of essential public services, it is essential that we build trust and confidence with our customers, 
alongside providing a sustainable return to our shareholders.

Our AMP8 Business Plan outlines £11 billion* 
of investment. Ofwat sets allowed returns at a 
fixed rate, plus inflation. This means that when 
inflation is below what was assumed at a price 
determination, this can adversely affect our 
finances, whereas if inflation rises, we benefit. 

We believe Ofwat’s Final Determination does 
not allow for the essential asset maintenance 
required over the long-term. It also fails to strike 
a fair balance of risk and return. As a result, we 
have decided to refer our Final Determination to 
the Competition and Markets Authority (CMA), 
to ensure the right balance is struck, enabling us 
to deliver for customers, stakeholders and the 
region’s future.

Separately, profits can also rise or fall due to 
factors not directly related to our performance, 
for instance, interest rate levels or unexpected 
new legal obligations. However, the driving 
factors behind high inflation mean the true 
picture is far more complicated. The current 
high inflation (CPIH, or Consumer Price Index 
including Housing6) is driven, in part, by high 
energy prices. CPIH is calculated by using the 
change in cost of a range of items (basket of 
goods), plus the cost of owning and maintaining 
a home. As a high consumer of energy, our 
business is more exposed to energy prices  
than is reflected in the CPIH basket. 

We have to manage this though our  
hedging strategy. 

* Correct at time of publication, however subject to change  
following CMA referral

6  https://www.ons.gov.uk/economy/inflationandpriceindices

We conduct transactions between Anglian Water 
Group companies on an arm’s-length basis and 
in accordance with both current Organisation 
for Economic Co-operation and Development 
(OECD) principles and regulatory  
accounting guidelines. 

Each of our shareholders have provided 
unconditional and legally binding commitments 
to inject equity of £500 million into Anglian Water 
Group, pro-rata to their current shareholdings. 
This significant investment reflects shareholder 
confidence in both our business and the strength 
of our arguments to the CMA, as well as the 
Government’s recent commitment to address the 
sector’s long-term attractiveness to investors.

This equity commitment is part of our broader 
strategy — announced in March 2025 — to 
strengthen our capital structure, in anticipation 
of regulatory reforms and to maintain strong 
investment-grade credit ratings. This support is 
crucial for delivering the plan set out for AMP8.
The first tranche of equity, totalling £300 million, 
will be provided to AWG by early September 2025, 
with the remaining £200 million to be provided by 
early June 2026.

As set out in our PR24 Business Plan, our 
extensive investment programme means we will 
look to raise c.£400 million of debt over the year 
to March 2026, with a further £600 million in the 
first half of 2026/27. 

Financial performance report
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Tax

Anglian Water complies with all relevant tax laws. 
We support moves towards greater transparency, 
to increase understanding of tax systems and 
help build public trust. We seek to minimise 
the risk of uncertainty or disputes. We do this, 
because it helps keep customer bills low, which  
is a guiding principle in everything we do.

We are compliant with UK tax legislation and pay 
the right taxes at the right time. Tax incentives 
and exemptions are sometimes implemented by 
governments and fiscal authorities, in order to 
support investment, employment and economic 
development. Where they exist, we seek to apply 
them in the manner intended. 

We make significant contributions to the 
Exchequer each year. Our taxable profits are  
less than the profits shown in our accounts,  
but our effective rate of corporation tax is in line 
with the statutory rate of corporation tax. This  
is because of the huge amount of investment  
we make into our region and the HM Revenue  
& Customs (HMRC) rules on interest payments 
and capital allowances, designed to encourage 
that investment. 

Our taxable profits are also reduced by capital 
allowances, which the Government grants us to 
encourage infrastructure investment. Accounting 
profits are reduced by depreciation — the fall in 
the value of equipment and plant, due to wear 
and tear over their useful life. HMRC does not 
take account of depreciation when it comes to 
determining taxable profits. Instead, it grants 
companies capital allowances. These encourage 
investment, by letting a company recoup the cost 
of an asset at a faster rate than depreciation. 

This also means some of our corporation tax 
liabilities are deferred until later. The corporation 
tax is not avoided, it is simply deferred. All this 
encourages investment and allows us to make a 
real contribution to infrastructure development, 
environmental protection and customer 
engagement in our region.

Due consideration is given to the Group’s 
reputation, brand and corporate and social 
responsibilities when seeking to apply tax 
incentives, as well as the applicable legal and 
fiduciary duties of directors and employees of the 
group. This forms part of the overall decision-
making and risk assessment process.

We have one of the largest levels of private 
investment in the region and have invested over 
£3.8 billion since 2020, as part of our five-year 
plan to 2025. This is central to underpinning the 
growth of the regional economy.  

Our Water Industry National Environment 
Programme (WINEP), one of the biggest in our 
industry, saw us invest £560 million over the 
past five years. This investment is largely paid 
for by borrowing — and we pay interest on that 
borrowing. HMRC rules say companies only 
pay corporation tax on the profits they have 
remaining, after any interest payments are made. 

Tax incurred directly  
(Figures in £million)

Taxes collected 
(Figures in £million)

2024

157
69

27

18

33

7 3

Business rates

Employer’s NIC

Abstraction licences

Environmental taxes

Payment for losses

Fuel excise duty

Other

2025

183
76

31

25

40

8 3

VAT

Employee PAYE

Employee NIC

2024

122
55

53

14

2025

121
59

45

17
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An open and constructive  
approach with tax authorities 
We are committed to the principles of openness 
and transparency in our approach to dealing with 
tax authorities. All dealings with tax authorities 
and other relevant bodies are conducted in a 
collaborative and timely manner. Our aim is to 
strive for early agreement on disputed matters 
and to achieve certainty wherever possible.

Our commitments on tax are underpinned by the 
Anglian Water Group tax strategy, which is based 
on a number of principles. We engage in efficient 
tax planning that supports our business and 
reflects commercial and economic activity. We’re 
registered for tax in the UK and do not engage in 
artificial tax arrangements.

Tax, risk management and governance

We have a comprehensive, multi-layered risk 
management system, which comprises risk 
registers for all areas of the business. These 
registers are subject to both internal and external 
review. We have a specialist tax team that 
identifies, assesses and manages tax risks and 
accounts for them appropriately. We implement 
risk-management measures, including controls  
over compliance processes and we monitor  
their effectiveness. 

On a periodic basis, the Board reviews how tax 
risks are managed, monitored and assured and 
looks at any mitigations that have been put in 
place. In this way, the Board provides governance 
and oversight of significant risks. 

Where there is uncertainty as to the application 
or interpretation of tax law, appropriate written 
advice may be taken from third-party advisors,  
to support the decision-making process. 

Our tax contribution

Our total tax contribution for the year extends 
significantly beyond the liability for corporation 
tax. Total tax paid or collected in the year to 31 
March 2025, amounted to £305 million (2024: 
£278 million), of which £122 million was collected 
on behalf of the authorities, comprising value-
added tax (VAT) of £55 million and employee 
payroll taxes of £67 million.

The most significant taxes involved,  
together with their profit impact, were:  

• Business rates of £76 million, paid to local 
authorities. This is a direct cost to Anglian 
Water and reduces profit before tax.  

• Employment taxes of £98 million, including 
£67 million of employee Pay As You Earn 
(PAYE) and National Insurance Contributions 
(NICs) collected from salaries paid. In addition, 
employer NICs of £31 million were charged  
– approximately 72% being operating costs  
– reducing profit before tax, with 28% 
capitalised to fixed assets.

• VAT of £55 million, collected and paid to 
HMRC. VAT has no material impact on  
profit before tax.  

• Abstraction licences and direct discharges 
of £25 million. This is a direct cost to Anglian 
Water and reduces profit before tax.  

• Fuel excise duty of £8 million, related to 
transport costs and charged to operating 
costs, reducing profit before tax.  

• Environmental taxes of £40 million, charged  
to operating costs, reducing profit before tax.

Sustainable finance
Sustainable/green finance covers investments that meet Environmental, Social 
and Governance (ESG) standards. It ensures funds are used to pay for projects 
that drive sustainable growth, protect or enhance the environment, or help us 
deliver against our Purpose.

In 2017, the Board led the business to 
become one of the first utilities to raise 
finance through a Green Bond.

Since 2017, we have raised £4.7 billion in green 
finance. Sustainable investment at Anglian Water 
is rapidly expanding, in line with the uptick in  
our capital programme. 

This AMP (2020-2025) we have issued a total of 
£3.7 billion of funds through green finance. Over 
£2.7 billion of green financing has contributed 
towards projects that ensure we adapt to a 
changing climate. This includes spend as set 
out in the Water Resources Management Plan 
(WRMP), along with investments in nature-based 
solutions and improvements to reduce flood risk, 
removing low pressure, connecting villages on 
the network and improving resilient services. 

Our Water Industry National Environment 
Programme (2020–2025) will be financed almost 
entirely with sustainable finance. Furthermore, 
our first £250 million, eight-year bond will  
mature in August 2025, with a return of 1.625%  
to investors.

Throughout this year, we’ve raised £900 million 
of funds across several debt transactions. 
Investors have financed a wide range of 
investments, under different portfolios. These 
funds include our Strategic Pipeline, being 
delivered by our Strategic Pipeline Alliance, which 
will futureproof against drought and ensure water 
can be moved across our region to where it is 
needed most. 

Our first sustainability-linked bond for £300 
million, issued in 2021/22, is tied to achieving 
our net zero 2030 targets and 2025 interim 
targets. This means the interest rates payable 
for the debt are tied to the Company achieving 
its net zero targets, meaning, had we failed to 
achieve our 2025 reduction goals, we would 
have paid a higher rate of interest for the debt. 
The investments made through the green bonds 
issued to date have supported a 66.1%* reduction 
from our 2010 capital carbon baseline in this 
financial year. 

Our most recent Sustainable Finance Impact 
Report (2024) charts progress against our key 
performance indicators (KPIs). We have assessed 
the sensitivity to these KPIs and do not consider 
them to have a material impact on the  
financial statements. 

ESG impact and resilience 

We have a track record of securing  
external validation of our ESG impact  
and business resilience. 

• In 2024, we received a CDP (formerly the 
Carbon Disclosure Project) score of B 
(Management) for Climate Change. 

• In 2024 we maintained a score of 94 out of 100 
in the GRESB Asset Infrastructure Assessment, 
and were awarded a four-star rating.

• In 2025, we maintained our AA rating in the 
MSCI ESG Ratings assessment – the second-
highest ranking, for the fourth year running.

See more on our ESG ratings in ‘Measuring our 
Purpose performance’ pages 27-29.

* At the time of reporting, these figures are subject to audit. 
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Sustainable Finance Framework 

Our Sustainable Finance Framework was 
updated and published in 2024. Assessed by DNV 
(Det Norske Veritas), our framework supports the 
financing of water and water recycling projects 
that demonstrate environmentally sustainable 
management of natural resources and land use, 
as well as how we’re adapting to climate change. 

Green bonds financed in line with our latest 
framework will contribute to four new eligible 
sustainable categories: sustainable water and 
wastewater management; terrestrial and aquatic 
biodiversity; renewable energy; and affordable 
basic infrastructure.

In our previous framework (2020) the eligible 
categories reflected our AMP7 (2020-2025) 
Business Plan outcomes. We updated  
our framework in 2024, and and have introduced 
a new set of ambitious and bespoke KPIs,  
to align our Sustainable Finance Programme  
with our long-term ambitions. 

The framework aligns with the International 
Capital Market Association (ICMA) Green  
Bond Principles 2021, including the updated 
appendix I of June 2022, the Social Bond 
Principles June 2023, the Sustainability Bond 
Guidelines 2021 (as published by the ICMAA)  
and Loan Market Association’s (LMA) Green  
and Social Loan Principles 2023.

Together with our Strategic Pipeline Alliance (SPA) partners: Costain, Farrans, Jacobs and Mott MacDonald
Bentley, we’re delivering the biggest infrastructure programme in Anglian Water’s history. Our Strategic Pipelines 
will be key to moving water more freely around the region. Once complete, this will allow between 15 and 55 
million litres of water a day to be moved around the region, from ‘wetter’ to ‘drier’ areas of the region, helping to 
combat the risk of shortages, boosting resilience and securing water supplies. The image shows the stretch of 
pipeline being laid from Grantham to Peterborough.

Looking ahead

As part of Anglian Water’s commitment to 
sustainability, the majority of funds we have 
received from investors as green bonds are 
invested in sustainable investments, until they 
are allocated to project spend and withdrawn 
from the account. Our aim is to ensure as many 
of our investments as possible (from the ring-
fenced account) are sustainable investments.  
We are always seeking new opportunities to  
have a greater impact on the region we serve.
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The financial results have been prepared in accordance with International Financial Reporting Standards (IFRS)

Financial performance in 2024/25

Financial results

The financial results are summarised in the table below:

2025  
Total £m

2024 
Total £m

Revenue (excluding grants and contributions) 1,660.1 1,528.8

Grants and contributions 89.2 97.8
Other operating income 16.8 15.8
Operating costs (846.1) (822.9)

EBITDA¹ 920.0 819.5

Depreciation and amortisation (423.5) (388.6)
Operating profit 496.5 430.9
Interest (excluding indexation) (221.5) (187.6)
Indexation charge (197.1) (359.9)
Finance income 48.2 44.9
Adjusted profit/(loss) before tax (see note 27) 126.1 (71.7)

Fair value gains on derivatives 62.9 204.9

Profit before tax on a statutory basis 189.0 133.2

Tax (52.6) (31.2)
Profit after tax 136.4 102.0

1   As defined in note 30, financial measures or metrics used in this report that are not defined by IFRS are alternative performance measures. The Group uses 
such measures for performance analysis, because they provide additional useful information on the performance and position of the Group. Since the Group 
defines its own alternative performance measures, these might not be directly comparable to other companies’ alternative performance measures. These 
measures are not intended to be a substitute for, or superior to, IFRS measurements. They have been consistently applied, within each year presented in these 
financial statements.

2  In order to show pre-tax performance, based on management’s view of an underlying basis, the fair value gains and losses on financial derivatives have been 
shown separately in the table, because these are volatile, non-cash movements that distort the actual underlying economic performance.

Revenue

Revenue, excluding grants and contributions, for the year was £1,660.1 million (2024: £1,528.8 million), 
or an increase of £131.3 million (8.6%). The net increase in revenue is as a result of the  
following factors:

• The price increase for customers, following the regulatory pricing formula, resulting in a  
£132.1 million increase. This is reflected in an average increase of 8.6% in dual-service bills. 

• A net increase in demand of £1.8 million. Household consumption is up £1.3 million  
and non-household up £0.5 million, when compared with the prior year.

• Other offsetting movements in revenue of £2.6 million. 

Grants and contributions

Grants and contributions represent the cash and asset contributions made principally by property 
developers and local authorities for connecting new property developments to the water and 
sewerage network and for work on existing infrastructure needed to accommodate development. 
2024/25 has seen a reduction due to the decline in connecting new property development activity in 
which grants and contributions revenue is directly linked. This has resulted in a reduction in the year of 
£8.6 million to £89.2 million.

Other operating income

Other operating income comprises primarily external income from power generation, bio-solid sales 
to farms, rents received and various other non-core activities, this was consistent with prior years.
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Operating costs (including loss allowance for expected credit losses)

Operating costs increased by £23.2 million (2.8%), to £846.1 million. The movement in operating costs 
is principally due to inflation and costs such as tankering (within water recycling) and salary costs, 
which have increased over and above inflation. These movements are explained in the table below:

Total  
£m

Prior period 822.9

In-year movements:

Funded by Final Determination (FD)
Inflation 25.5

Extreme weather
Tankering and additional people cost 8.4

Power (25.7)

External/Government changes
Rates 5.2
Discharge permits 6.0

Other significant items
Loss allowance for expected credit losses (1.1)
Above inflation salary increases 9.5
Reimbursed legal costs (2.1)
Other (2.5)
Total increase 23.2

March 2025 846.1

Inflation

The inflationary increases in our cost base 
formed part of the Final Determination and are 
therefore, while subject to a timing delay, funded 
through the inflationary increases in revenues.

Extreme weather 

Our region experienced one of the wettest 
winters on record, which resulted in extremely 
high levels of rain in our wastewater network. In 
order to minimise disruption to customers and 
the environment, there was a significant increase 
in spend — particularly in hired vehicles and 
tankers — as we helped to manage flooding  
in the region and in our network. 

Power

The reduction in power reflects the general 
reduction seen in energy prices. Our proactive 
energy hedging approach enabled us to have 
flexibility in the most volatile and expensive 
market periods.

Regulatory change

We saw increases in rates and discharge permits, 
over and above inflation, from the Local Authority 
and Environment Agency respectively.

Other significant items

Salaries have increased by £9.5 million, partly 
due to increased employee numbers and partly 
due to the agreed pay rise of 6.0% which was 
above CPIH of 2.9%.

EBITDA

Earnings before interest, taxes, depreciation 
and amortisation (EBITDA) is defined in note 
27, page 221. This is the profit from continuing 
operations before interest, tax, depreciation and 
amortisation. This has increased by 12.3% to 
£920.0 million, which is consistent with the  
effect of the increases described above.

Depreciation and amortisation

Depreciation and amortisation are up 9.0% to 
£423.5 million, primarily as a result of higher  
fixed asset balances, as we construct and 
commission assets, in line with our capital 
investment programme.

Operating profit

Operating profit has increased by 15.2% to  
£496.5 million, which is consistent with the 
increase in EBITDA, partially offset by the 
increase in depreciation.

Financing costs and profit before tax

Adjusted net finance costs (excluding fair value 
gains on financial instruments) were £132.2 
million lower than the prior year at £307.5 million. 
This is primarily a result of the non-cash impact 
of lower inflation on index-linked debt, which 
decreased by £162.8 million to £197.1 million — 
partially offset by interest burden on higher  
debt balances. 

Fair value gains in the period — which are 
unrealised, non-cash items — are the result 
of decreases in derivative liability positions, 
primarily driven by forecast decreases in inflation 
rates and forecast increases in interest rates. Fair 
valuation movements on derivative valuations 
can be volatile, depending on the market rates’ 
forecast at the time of reporting and do not have 
a crystallised economic impact to the business 
until the time of actual cash flow fixing. 

The business is funded based on its embedded 
cost of debt and relative performance against 
the iBoxx index (bond indices). As a result, these 
non-cash fair value gains and losses do not 
impact the immediate commercial performance 
of the business, Ofwat obligations, or shareholder 
distributions during AMP7.
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Taxation

The tax charge for the period comprises:

 
Year ended 

31 March 2025 
£m

Year ended 
31 March 2024 

£m

Current tax:
In respect of the current period (47.8) (47.3)
Adjustments in respect of prior periods 25.6 (0.4)
Total current tax credit (22.2) (47.7)

Deferred tax:
Origination and reversal of temporary differences 96.7 82.8
Adjustments in respect of previous periods (21.9) (3.9)

Total deferred tax charge 74.8 78.9

Total tax charge on profit on continuing operations 52.6 31.2

Compared to the same period in the previous 
year, the total tax charge has increased by £21.4 
million – from a charge of £31.2 million, to a 
charge of £52.6 million. This is mainly because 
profit before tax increased and there was a prior 
year charge from agreeing past tax returns, partly 
offset by a larger prior year credit from reversing 
a tax loss surrender to another group company 
in 2022/23.

In addition to the £52.6 million tax charge on 
the income statement, there is a charge of 
£16.7 million (2024: credit of £8.4 million) in the 
statement of other comprehensive income in 
relation to tax on actuarial losses on pension 
schemes and fair-value losses on cash  
flow hedges.

Distributions to the parent company

The Directors have recommended not to 
pay a final dividend in relation to 2024/25. 
While there was capacity – after taking into 
account commitments to customers and other 
stakeholders, alongside ensuring that it is able to 
finance its Appointed Business – the Directors felt 

it appropriate to defer at this time. This, along with 
the £500 million equity commitment into the wider 
group, shows shareholder long-term support.

The Board has an approved dividend policy, 
under which dividend payments take account of a 
range of matters, including free cash flow, service 
delivery for customers and the environment, 
current and future investment needs and  
financial resilience over the longer term. In June 
2024, we paid an £88.6 million dividend for 
2023/24. The base dividend was adjusted for  
a total of £51.1 million – deducted to reflect 
service delivery.

Delivery of our AMP7 capital 
investment programme

2024/25 was the final year in the five-year AMP7 
investment programme. Delivery against this 
investment programme has remained strong, 
with this year being our biggest-to-date, with 
gross annual capital expenditure across the 
appointed business increasing from £963 million 
in 2023/24, to £1,081 million in 2024/25 (£424 
million on capital maintenance, £657 million 
on capital enhancement). This has resulted 

in a £760 million increase in property, plant 
and equipment and intangible assets, net of 
depreciation.

Financial needs and resources

At 31 March 2025, Anglian Water had borrowings, 
net of cash, of £7,721.1 million (excluding the 
fair value of derivative financial instruments) 
– an increase of £744.2 million from 31 March 
2024. The increase in net borrowings primarily 
reflects accretion on index-linked debt, capital 
expenditure and interest payments. 

During the period, there were new issuances of 
£700 million (6.25% fixed rate 2044), £200 million 
bond tap (5.75% fixed rate 2043) and £50 million 
(6.05% fixed rate 2039). The funds were partially 
used to repay £75 million (3.666% RPI index-
linked 2024), £100 million (1.588% fixed rate 
2024) and £86.3 million EIB debt repayments.

Liquidity

The Group’s objective is to maintain flexibility, 
diversification and continuity of funding, 
through access to different markets and 
debt instruments. Daily cash management is 
undertaken — to calculate cash position and 
dealing requirements — and weekly and monthly 
cash forecasts are prepared to demonstrate 
short/medium-term liquidity, covenant 
compliance and to inform investment strategy. 
Regular meetings are held with cash forecasters, 
to understand cash variances and challenge 
latest forecasts. Consolidated cash forecasts are 
presented to the Finance, Treasury and Energy 
Policy Group on a regular basis.

The business generates operating cash flows to 
finance the day-to-day operations of the Group. 
Liquidity risk therefore relates to the ability to 
attract debt and equity investment to fund the 
enhancement programme set out in Business 
Plan and refinance existing debt. Both the 
allowed return on investment and the recovery of 
RCV included within revenues, give management 
comfort as to the long-term viability of the Group. 

In addition, management notes Ofwat’s statutory 
duty to ensure that the notional company is 
financeable. Management believes that, to meet 
this duty, the return for the notional company 
needs to be sufficient, to enable it to be able to 
access the necessary debt and equity to deliver 
its Business Plan, both over the current five-
year regulatory period, but also into the future, 
taking into consideration the long term planning 
cycle, to be able to maintain a strong investment 
grade credit rating throughout. This is in part 
why we have asked Ofwat to refer the PR24 Final 
Determination to the CMA, as we do not believe 
this financeability requirement has been met for 
the notional company. 

The Group has borrowing facilities of £1,382.5 
million (2024: £1,450.0 million), are set out in note 
17(d). On 11 June 2025 the Group received formal 
commitment from lenders for the refinancing of 
£950 million of RCF’s that were due to expire in 
March 2026 and June 2026 in the form of a new 
3 year facility totalling £900 million.

Interest rates
The Company’s policy, as agreed by the Board, is 
to achieve a balanced mix of funding to inflation-
linked, fixed and floating rates of interest. At 
31 March 2025, taking into account interest 
rate swaps, 55.8% (March 2024: 60.5%) of the 
Company’s borrowings were at rates indexed 
to inflation, 31.9% (March 2024: 28.4%) were at 
fixed rates and 12.3% (March 2024: 11.1%) were at 
floating rates. At 31 March 2025, the proportion 
of inflation debt to regulated capital value was 
44.8% (March 2024: 47.3%).

Pension funding
At 31 March 2025, the closed defined benefit 
scheme had an IAS 19 accounting pension 
surplus (before deferred tax) of £89.3 million, 
compared to £30.7 million at 31 March 2024. This 
decrease in surplus reflects a decrease in the 
scheme’s liabilities, resulting from an increase in 
the corporate bond rate used to discount those 
liabilities on an accounting basis, compared to a 
greater decrease in our assets, which are hedging 
gilt-based liabilities.
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Measuring our Purpose performance

Our position as a supplier of an 
essential public service presents us 
with the opportunity and responsibility 
to do more for the region and 
communities we serve. 

We are conscious of the weight of responsibility 
we bear, to deliver safe, clean water and recycle 
it effectively and to protect and enhance our 
environment and enrich our communities. That 
responsibility drove us, in 2019, to become the 
first utility to embed our Purpose into our Articles 
of Association, locking public interest into the 
fabric of our business and the decisions  
we make each day. We are committed to: 

• act in the public interest. We recognise  
our wider role in the communities we  
serve, beyond providing fresh clean drinking 
water and protecting the natural environment 
we operate in; 

• make sure customer bills are fair, affordable 
and that they offer value for money. And 
demonstrating we are responsible with 
customer money; 

• ensure our profits are fair (not excessive)  
and that we pay our fair share of tax. 

These principles are woven through our 
business, through our defined Purpose, which 
is underpinned by our Company values and our 
Six Capitals model for decision making. Our 
Group Chief Sustainability Officer works with 
and challenges our Board, ensuring decisions 
are guided by our Purpose framework. Purpose-
related criteria are embedded across all of our 
bonus structures. More in our ‘Remuneration 
Committee’ report, pages 147-165.

Six Capitals framework 

Our Board is committed to using the Six 
Capitals framework for decision making: 
an approach we first introduced back in 
2015. This framework, which is embedded 
in our business model, helps us balance 
the six, to shape investment decisions.

Natural 

Social

People

Underpinned by our values

Together we:

Financial

Intellectual

Manufactured

We have been exploring new ways to be 
transparent in how we report our absolute 
impact on delivering environmental and social 
prosperity for our region. The result is the 
creation of a new Purpose Impact Assessment 
to help us understand and share our view of the 
positive and negative impacts we are having. 

Structured by our long-term ambitions, the 
dashboard captures 30 of our most material 
impacts, drawing on over 60 sub-measures from 
many sources — including data we capture for 
regulatory reporting, such as the Environmental 
Performance Assessment and data that is 
verified by third parties.

As this data contains differing units of 
measurement (e.g., kilometres of rivers to 
tonnes of carbon), we have applied a monetised 
valuation, to provide a common language for 
comparison. This also helps us to measure 
impact in absolute terms. The valuations are in 
line with those we have used in the preparation 
of our AMP8 plans, in accordance with Ofwat’s 
quality standards for customer research.  

Third-party challenge

We have consulted the views of our Independent 
Challenge Group and Customer Board to develop 
our Purpose Impact Assessment. We also took 
Defra through our proposal. 

While in its current iteration this is by no means 
a complete or perfect view, we believe it is an 
important extension of our existing reporting 
suite, enabling customers to clearly see the 
direction of travel in delivering on our Purpose. 

Our current Purpose Impact Assessment

Purpose Impact Assessment

Our aim is for the Purpose Impact Assessment 
to play a role in supporting us to build trust and 
demonstrate that, at Anglian Water, we do always 
strive to do the right thing. 

Our Purpose is to bring 
environmental and social 
prosperity to the region we 
serve through our commitment 
to Love Every Drop.
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Welcoming scrutiny 

We regularly communicate with our customers 
and key stakeholders, to ensure we are delivering 
against their expectations. Anglian Water’s 
Independent Challenge Group (ICG) is a group 
of independent experts and regulators, with an 
independent Chair, Craig Bennett, Chief Executive 
of The Wildlife Trusts. 

The ICG challenges us to ensure we are 
delivering on customer priorities. Over the past 
year, the group has provided scrutiny on whether 
our actions reflect their priorities, alongside the 
consideration of Draft and Final Determinations 
from Ofwat of our AMP8 Business Plan. They 
have also had an early view and input into this 
year’s Annual Integrated Report. 

The ICG Chair, Craig, has committed to attending 
a full Anglian Water Board meeting once a year 
and Anglian Water Chair, Dr Ros Rivaz, has 
committed to attending one ICG meeting.  
Our Chief Executive also attends quarterly  
ICG meetings. 

In 2022, we re-established our Customer Board, 
where we facilitate an open, two-way discussion 
between customers and our Executive 
Committee. At this forum, customers are invited 
to hold us to account and provide challenge at a 
senior leadership level. The Customer Board met 
five times over 2024/25. Find out more about 
stakeholder engagement in the ‘Section 172 
statement’, pages 70-72.

BITC’s Responsible  
Business Tracker®

When we embedded our Purpose into 
our Articles of Association in 2019, we 
committed to assessing ourselves against 
a set of responsible business principles, 
including Business in the Community’s 
(BITC) Responsible Business Tracker®. 

The Tracker assesses our work against 
principles, underpinned by the UN’s 
Sustainable Development Goals. We use 
the feedback from the Tracker to agree 
future areas of focus. Overall this year we 
scored 87%, which sees us maintain our 
score from last year. We also maintained 
our 100% score for purpose and values. 

In 2022, along with the British Standards 
Institution (BSI), we led the development of a new 
Publicly Available Specification for embedding 
purpose in organisations, PAS 808:2022 
Purpose-Driven Organisations, Worldviews, 
Principles and Behaviours. PAS 808 has been 
sponsored by the UK Government. In 2023, we 
were the first company to be assessed against 
PAS 808 by BSI, which explored the extent to 
which the worldviews, principles and behaviours 
on purpose are embedded in the organisation.

In March 2025, we had our first continuous 
assessment visit where BSI examined the extent 
to which we are maintaining our purpose-driven 
focus, in light of changes that have occurred 

How Anglian Water is performing against each principle, as a percentage of the maximum possible score

since 2023. The assessment identified that there 
had been no fundamental change to the initial 
assessment score, with continued evidence of 
Anglian Water’s ongoing commitment to purpose, 
not just within the company but also helping 
to drive purpose-driven attitudes amongst the 
wider business community. This includes outside 
of the sector, with our active engagement at 
Anthropy cited, alongside the Purpose in Practice 
Community and contributing to the technical 
committee for developing PAS808 into an ISO 
standard. Peter Hickmott, of BSI concluded that, 
“Anglian Water is a champion of Purpose-driven 
organisation principles, values and behaviours.”

Anglian Water’s overall Responsible 
Business score since 2020

Embedding Purpose throughout the business

Our score
Cohort average*

*  For 2024, there is no cohort average

100%

80%

60%

40%

20%

0%

Meta-Purpose

Principle 2

Principle 3

Principle 4Principle 5

Principle 6

Principle 7

% score achieved

Baseline for 
embedding purpose*

*The score expected for an 
organisation that has embedded the 
principles of being purpose-driven 
and therefore scores at least a 3 
against each behaviour.

Principle 1

Purpose

Foundation

EnablersValues

Innovation

Knowledge

2020          2021          2022          2023          2024

73 76 80
87 87

43 45 46 48
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Case study: Anthropy, inspiring  
a better Britain

In March 2025, our Chair — Dr Ros Rivaz and 
Chief Group Sustainability Officer — Andy 
Brown — along with other team members 
from Anglian Water, attended the Anthropy 
UK national gathering, in Cornwall. The 
theme was around Rebooting Britain, with 
conversations ranging from rebooting 
infrastructure, the economy, nature  
places and health and wellbeing.

This year, Anglian Water hosted sessions 
to explore the role regulation can play in 
driving organisations towards purpose-
driven business models, how businesses 
can collaborate to create a more strategic 
approach to developing skills to unlock the 
green economy, tackle climate change and 
deliver social value. We also explored how 
partnership, place-based working and  
co-investment can enable greater  
environmental outcomes.

Andy Brown, Group Chief Sustainability Officer, with our Chair, Dr Ros 
Rivaz and members of our Environment and Sustainability team and 
other stakeholders at Anthropy UK, March 2025.

The feedback gathered at the event will also 
be taken forward into the drafting of the new 
international standard ISO 37011 for purpose-
driven organisations, which Anglian Water is 
leading on, from a UK perspective. 

“We truly value the approach 
of Anglian Water. You bring 
such energy and enthusiasm 
alongside your famous action-
oriented approach, openness and 
willingness to embrace the difficult 
conversations for the benefit  
of a better future.”

Lucy Knill, Managing Director, Anthropy

CDP

This year, we received an  
A- score for Water Security;  
the first time we have completed 
this questionnaire. In the Climate 
Change Disclosure, we received  

a B rating. This is down from our A- score in 
2023. The decline in our score is related to a 
change in methodology and rating boundaries. 
Despite this decline, across many of the 
categories that contribute to the total score, 
we received A ratings for our dependencies, 
impacts, risks and opportunities process, 
emission reduction initiatives and governance. 
Furthermore, our scores were above the global 
and European averages of C. 

MSCI

In 2025, we maintained our AA rating (for the 
fourth year running) in the MSCI ESG Ratings 
assessment. This is the second-highest ranking. 
MSCI ESG Research provides MSCI ESG Ratings 
on global public and a few private companies, 
on a scale of AAA (leader) to CCC (laggard), 
according to exposure to industry-specific  
ESG risks and the ability to manage those  
risks relative to peers.

GRESB

In 2024 we maintained a  
score of 94 out of 100 in  
the GRESB Infrastructure  
Asset Benchmark. We were  
awarded a four-star rating.

ESG ratings

We are assessed on our Environmental Social 
and Governance (ESG) performance by other 
leading organisations. This includes:

Case study: Green Skills Academy

In June 2024, our former Chief Executive 
— Peter Simpson — and new Chief 
Executive — Mark Thurston — attended 
a Business in the Community event in 
Wisbech, where we showcased the Future 
Fens programme: a place-based approach 
to protect the Fens against the impacts 
of climate change and deliver social 
prosperity for one of our region’s  
most deprived areas.

At this event, a new Green Skills Academy 
at the College of West Anglia in Wisbech 
was launched. With the help and 
support of our alliance partners, we have 
contributed £2 million of partnership 
funding for this new Green Skills Academy, 
which will fund the training of 900 people 
in vital environmental skills over the next 
20 years. The academy and its courses are 
expected to be up and running this year.

Our Director of Commercial Operations, 
Jason Tucker, who Chairs the BITC East  
of England Leadership Board, said: 

“We’ve long prioritised social prosperity 
alongside environmental outcomes, 
especially through our work in Wisbech 
with BITC and through the Future 
Fens project. This new training school 
will help provide a pathway for local 
people, especially those at the start 
of their career, to get involved in really 
important work that will help our region’s 
environment for years to come.”

Alliance partners supporting the academy 
include Balfour Beatty, Barhale, Clancy, 
Claret, Costain, Danaher & Walsh, Farrans, 
Jacobs, Kier, Morrison, Mott MacDonald 
entley, MWH Treatment, Public Sewer 
Services, Skanska and Sweco. 

Working in partnership
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What are we measuring? How are we measuring it?
Prior year performance 
(2023/24)

Current year  
performance (2024/25)

Current year target  
(2024/25)

Reward or penalty outcome for 
2024/25

Leakage A percentage reduction in the amount of water lost to leakage across the region, in 
megalitres per day (Ml/d). One megalitre is a million litres.

6.2% reduction (against a 
2019/20 baseline)

3.9% reduction (against a 
2019/20 baseline)

16.4% reduction (against a 
2019/20 baseline) -£16.9 million

Per Capita Consumption 
(PCC)

A percentage reduction in the average water consumption per household per day, for 
properties in our region. 4.3% reduction 6.6% reduction 5.6% reduction £0

Smart metering delivery The number of smart water meters that are installed at customer properties. 800,245 1,096,405 1,096,397 £0

Internal interconnector 
delivery

The number of megalitres per day of extra capacity delivered, to ensure that customers 
in the region have sufficient water in the future. 8.9 Ml/d 11.5 Ml/d 469.4 Ml/d £0

To measure our progress towards our 2020-2025 outcomes, Ofwat sets us 
targets as part of our business planning process. The targets were decided 
during the 2019 Price Review.  

The metrics are known as Performance Commitments, while the targets are referred to as 
Performance Commitment Levels (PCLs). Below, we summarise how we’ve performed this year,  
how we monitor our progress and whether we are in a reward or penalty position (also referred to  
as an Outcome Delivery Incentive). Most common PCLs are the same for water companies that 
operate mainly in England or Wales. 

2024/25 marks the final year of our current five-year regulatory cycle. While we have performed 
strongly in many areas, most notably in supporting our customers, we have not reached all of our 
Performance Commitment Levels. As a result, our net Outcome Delivery Incentive performance for 
2024/25 is -£33.4 million. We received £3.4 million* in reward and £36.8 million* in penalties. 

Since September 2024, our performance improvement programme has seen us focus on seven key 
areas: serious and total pollutions, treatment works compliance, external and internal flooding, our 
Water Industry National Environment Programme (WINEP), spills, water supplies and ensuring our 
people are Safer Every Day. This programme has had a positive impact on our performance and  
has, across many measures, improved our penalty position against our forecast at July 2024.  
We recognise that we have more to do to return to ‘upper-quartile’ performance. 
*  Please note, the total is calculated in 2017/18 prices and does not match the sum of the individual Performance Commitment rewards and penalties  

due to rounding. The figures in this report may look slightly different to those reported in our Annual Performance Report due to rounding for readability.

Supply meets demand

Leakage: This year we achieved an in-year leakage result of 187.0 megalitres a day. This produces a 
three-year rolling average of 186.5 and a 3.9% reduction from the three-year 2019/20 baseline period.

Per Capita Consumption: We achieved in-year performance of 123.9 litres per person per day. This 
gives us a three-year rolling average of 126.1 and a reduction of 6.6% from the 2019-2020 three-year 
baseline period7. This reduction is underpinned by our large-scale roll out of smart meters, customer-
side leakage and our ongoing behaviour change programme. Read more on pages 42 and 50.  

Smart metering delivery: Our target was to install over one million smart meters by the end of this 
AMP. In February 2025, we installed our one millionth meter. We went on to meet our AMP target, 
installing 1.1 million smart meters in our region. In addition, we installed a further 62,123 under  
the Accelerated Infrastructure Delivery scheme. This means around half of our customers are  
on smart water meters.

Internal interconnector delivery: Timescales for the delivery of our Strategic Pipeline, being delivered 
by our Strategic Pipeline Alliance (SPA), have been rephased. It will now be completed during AMP8, 
rather than by the end of March 2025, in agreement with regulators. We have completed a substantial 
proportion of the pipeline with c.247km of pipe already in the ground. However, we will not deliver 
a megalitre per day (Ml/d) benefit until the whole network of pipes is connected and operating. 
Appropriate environmental mitigations have been agreed with the Environment Agency to  
enable the rephasing. 

7 In its Final Determination, Ofwat made adjustments to companies’ Per Capita Consumption figures, to reflect the impact of the Covid-19 pandemic, with 
lockdown and changes to working habits having led to an increase in water usage per person per day. This was an unforeseeable event and the PCL was set 
prior to Covid-19. The adjusted figure is reported here. Please refer to our Annual Performance Report for further information.

Performance Commitments
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What are we measuring? How are we measuring it?

Prior year 
performance 
(2023/24)

Current year 
performance 
(2024/25)

Current year target  
(2024/25)

Reward or  
penalty outcome 
for 2024/25

Customer Measure of 
Experience (CMeX) 

Customer survey conducted for Ofwat, called CMeX, which assesses the 
experience the company provides to residential customers.

77.5, putting us in 
7th place

77.4, putting us in 
7th place

This is a comparative measure — we aim to perform in 
the top 25% of companies (4th position or higher) £2.2 million

Developer Measure of 
Experience (DMeX) 

Survey conducted for Ofwat, called DMeX, which assesses the experience the 
company provides to developer services’ customers who build new homes.

91.2, putting us in 
4th place

89.7, putting us in 
8th place

This is a comparative measure — we aim to perform in 
the top 25% of companies (4th position or higher) £42,000

Properties at risk of 
persistent low pressure 

Number of properties that are affected by persistent low pressure. Persistent low 
water pressure is an ongoing low pressure problem, rather than short-term low 
pressure caused by a water mains burst, or unusual peak in demand for water.

65 62 106 £279,000

Internal sewer flooding The number of times that properties are flooded internally per 10,000 customer 
connections to the sewer. 2.27 1.41 1.34 -£766,000

External sewer flooding The number of times that properties are flooded externally. 6,564 5,232 3,991 -£5.2 million

Non-household  
retailer satisfaction

This measure assesses the service provided by the company to  
non-household retailers. 81.3 84.2 79.1 n/a

Water supply 
interruptions

Average length of supply interruptions per property (for interruptions over  
three hours).

9 minutes 8 
seconds

6 minutes 51 
seconds 5 minutes -£2.1 million

Delighted customers

Customer Measure of Experience (CMeX): We maintained our year-end position of 7th for Customer 
Measure of Experience (CMeX), which is 5th when comparing against the Water and Sewerage 
Companies. Anything above the median score means we are in reward. This reflects our continued 
commitment to delivering a high standard of service for our customers and ensuring their experience 
remains at the heart of everything we do. While we recognise there is always more to achieve – and 
we would like to return to upper-quartile performance – this result provides a strong foundation,  
as we focus on further improvements in the year ahead. 

Developer Measure of Experience (DMeX): We concluded the year in 8th place, performing just  
above the industry median. This is a decline from last year. However, achieving a score above the 
median places us in reward and demonstrates our commitment to enhancing the experience for  
our developer customers. 

Properties at risk of persistent low pressure: The number of reportable properties on the register is 
62. This is well within the PCL of 150 properties. At the start of AMP7, 148 properties were on the low-
pressure register, with an additional 4,312 at risk. To reduce the risk of new properties being added  
– and to bring down numbers on the register – we deployed a range of innovative measures,  
including using light detection, ranging data and solar-powered boosters.

Internal and External sewer flooding: Exceptionally high groundwater levels, occupying 50% of 
the region, were experienced during the first few months of 2025. The outcome is a significant 
improvement on last year, in particular, on our internal sewer flooding metric – where we have seen a 
38% improvement. We experienced a 20% improvement on external sewer flooding. While we have not 
met the PCL for this year (against both measures), we have reached a level of performance that will 
put us on a solid footing for AMP8. 

Water supply interruptions: We achieved a supply interruptions score of six minutes and 51 seconds, 
meaning we missed our Ofwat target of five minutes. Throughout the year, we stayed close to the PCL, 
however in January 2025, a freeze-thaw event caused above-average mains bursts and subsequent 
supply interruptions. 
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Fair charges, fair returns

Managing void properties: This measure relates to the percentage of properties that are falsely 
identified as void properties. This means that they are occupied and should be charged. The 
Ofwat target was 0.25% and we outturned at 0.06%. A score closer to zero is positive and we have 
outperformed this PCL. To achieve this, actions included reviewing all properties void for more  
than four months, reviewing water consumption data, sharing data with water-only companies,  
using bureau and land registry data, making doorstep visits and sending letters and emails.

What are we measuring? How are we measuring it?
Prior year performance 
(2023/24)

Current year  
performance (2024/25)

Current year target  
(2024/25)

Reward or penalty outcome  
for 2024/25

Managing void 
properties

The percentage of properties that are falsely identified as void properties.  
This means that they are occupied and should be charged by the Company. 0.08 0.06 0.25 £896,000

Value for money A survey of customers by the Consumer Council for Water about the value  
for money provided by the Company.

77% agree we provide 
value for money

70% agree we provide 
value for money

83% agree we provide 
good value for money

n/a

Value for money: This performance commitment relates to the outcome from the Consumer Council 
for Water’s annual survey8. We scored above average on the ‘satisfied with value for money of water 
services’ (Anglian Water score: 70% industry average: 65%) and on sewerage services (Anglian  
Water: 70%, industry average: 68%.) Despite the overall downward trend across the industry, we  
have maintained a strong position and continue to engage with customers on value for money.

Safe, clean water

What are we measuring? How are we measuring it?
Prior year performance 
(2023/24)

Current year  
performance (2024/25)

Current year target  
(2024/25)

Reward or penalty outcome for 
2024/25

Water quality 
(Compliance Risk Index)

This is the key measure used by the Drinking Water Inspectorate to determine our 
overall compliance with stringent regulatory drinking water standards. 3.57 Not published yet 1.50 -£496,000

Water quality contacts The number of complaints from customers about water quality, per thousand  
people served. 0.86 0.91 0.77 -£375,000

Event Risk Index This assessment looks at the Company’s approach to risk mitigation of water  
quality events. 109.302 Not published yet 15.000 n/a

The Drinking Water Inspectorate uses a number of key performance measures and publishes a report 
every summer, assessing water quality across the industry. Drinking water in England is among the 
most-tightly regulated. Water companies consistently meet stringent standards for drinking water. 
Customers can be assured that drinking water quality in England and Wales is among the best in  
the world, with the Yale University Environmental Performance Index listing the UK as one of only  
10 countries with the highest score for drinking water safety. We carry out full investigations on  
each failing sample. Overall, 99.98% of our samples passed this year, compared to 99.95% of  
our samples in 2023.

Water quality contacts: This measure relates to the number of contacts received from customers 
about the appearance, taste and odour of their water. In 2024 we narrowly missed the PCL, which is 
set at 0.85 customer contacts per 1,000 customers – we ended the year at 0.91 (compared with 0.86 
in 2023). This follows on from excellent performance in 2023. Despite missing our Ofwat target, this 
result is another record low for us and builds on a 10-year downward trend in customer contacts.   

Compliance Risk Index*: The Drinking Water Inspectorate will publish the 2024 Compliance Risk 
Index (CRI) figures in July 2025. At the time of reporting, our internal forecast indicates 2024 will 
be an improvement on the 2023 figure. However, we are unlikely to meet Ofwat’s target. This is due 
to a number of failures through 2024. We are working hard to ensure our storage point inspection 
programme improves asset health. Furthermore, technology — such as online flow cytometry —
alongside our Drinking Water Safety plans, will help us identify opportunities to further improve 
performance in the future.

Event Risk Index*: The Drinking Water Inspectorate will publish the 2024 Event Risk Index (ERI) figures 
in July 2025. At the time of reporting, our internal forecast shows that 2024 will be a deterioration  
on the 2023 figure and we will miss our Ofwat target of 15. Our score was impacted by a number  
of events, two of which had significant scores. Remediation and mitigation works are underway.  
We continue to work closely with the DWI in relation to these events.

* At the time of reporting, these figures are provisional and awaiting confirmation from the Drinking Water Inspectorate.

8 https://www.ccw.org.uk/publication/water-matters-2025/
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Resilient business

What are we measuring? How are we measuring it?
Prior year performance 
(2023/24)

Current year  
performance (2024/25)

Current year target  
(2024/25)

Reward or penalty outcome for 
2024/25

Risk of severe 
restrictions in drought

The percentage of properties at risk of service restrictions in the event of a 1-in-200-
year drought. 5.2% 4.6% 0.0% n/a

Risk of sewer flooding in 
a storm

The percentage of properties that we serve that are at risk of sewer flooding, during an 
extreme wet weather event. 0.75% 0.76% 9.75% n/a

Percentage of 
population supplied by 
single supply system

Percentage of population served by a single supply system. Our goal is to increase 
the number of properties supplied by more than one water treatment works, so that if 
something goes wrong at one works, our customers’ water supplies are protected.

22.3% 22.3% 14.1% £0

Cyber security Percentage of risks mitigated against the cyber threat to operational technology (OT) 
and to comply with the Network and Information Systems (NIS) regulations. Ongoing 100% 100% by 2025 £0

Risk of severe restrictions in drought: The percentage of the population we serve that would 
experience severe supply restrictions during a drought is 4.6%, based on 25-year prediction modelling. 
The percentage of customers at risk is based on the total population across five Water Resource 
Zones that could experience severe supply restrictions during a 1 in 200-year drought. This result has 
reduced from the previous year, due to Central Lincolnshire and South Fenland no longer being at risk. 

Risk of sewer flooding in a storm: This measure is based on modelling that predicts the likelihood of 
flooding in our network in a 1-in-50 year storm. Targeted investment on assets, such as storm tanks 
and sustainable drainage solutions, is helping improve sewer capacity, keeping the risk low.

Percentage of population supplied by a single supply system: This measure is linked to the delivery 
of our Strategic Pipeline which, on completion, will provide more than 80% of customers with a dual 
supply system. We have re-profiled delivery based on supply chain issues earlier in the AMP, with the 
project now expected to complete in AMP8 (2025-2030).

Cyber security: Anglian Water’s NIS Compliance Programme has successfully completed the rollout 
of network security across the Ruthamford System, encompassing 20 operational sites.  
One additional site was brought into scope, following site surveys.

A smaller footprint

What are we measuring? How are we measuring it?
Prior year performance 
(2023/24)

Current year  
performance (2024/25)

Current year target  
(2024/25)

Reward or penalty outcome for 
2024/25

Operational carbon Percentage reduction in carbon emissions from day-to-day operations, compared to a 
2019/20 baseline. -1.6% 26.6% 10% n/a

Capital carbon Percentage reduction in carbon emissions from construction activity measured in 
tonnes of CO2 equivalent compared to a 2010 baseline. 64.2% 66.1%* 65% n/a

Operational carbon: Our operational carbon target of a 10% reduction is phased over the AMP. This 
year we exceeded our target, through an investment programme that prioritises green energy and 
sustainable projects. See more in ‘Our approach to the climate and nature crises’, pages 75-101. Our 
aim was that by 2025, 45% of our electricity requirement would be powered by renewable sources.  
We met this ambition and continue to explore avenues for further take-up of renewables.

Capital carbon: Our capital carbon reductions are measured against a 2010 baseline. We achieved  
our Ofwat target of 65%. To find out more about the approaches to capital carbon reduction, see  
‘Our approach to the climate and nature crises’, pages 75-101. 

* At the time of reporting, these figures are subject to audit. 
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Flourishing environment

What are we measuring? How are we measuring it?
Prior year performance 
(2023/24)

Current year  
performance (2024/25)

Current year target  
(2024/25)

Reward or penalty outcome for 
2024/25

Pollution incidents Number of pollution incidents, due to escapes from our sewerage network, per  
10,000km of sewer network. 40.16 57.17* 19.50 -£9.8 million

Bathing waters attaining 
'Excellent' status

Number of recognised bathing waters in our region rated 'Excellent' (based on 
standards set by the European Bathing Water Directive). 29 31 36 -£1.1 million

Abstraction Incentive 
Mechanism

An incentive to reduce the water we take from sensitive rivers or wetlands, during  
very dry periods (megalitres, Ml). 29 Ml 85 Ml -87Ml -£88,000

WINEP The progress of the company in delivering its agreed Water Industry National 
Environment Programme (WINEP) schemes in a timely manner.

1,533 1,698 1,856 n/a

WINEP delivery Not met Not met Met n/a

Natural capital impact This measures progress towards meeting improvements in natural capital,  
within our region. Not met Not met Met n/a

Regional collaboration This measures progress towards the development of a regional approach to assessing 
and considering natural capital. On track Pass Pass n/a

Sludge treatment 
capacity This measures progress towards delivering additional sludge treatment capacity. 0.0 100% 100% by 2025 £0

Pollution incidents*: In 2024, we had 57.17 pollutions per 10,000km of sewer network. We have 
a higher number of total pollutions than we did in the prior year, exacerbated by high levels of 
groundwater across the region — a result of the wet winter of 2023/2024. While our investments and 
work spanning the past 18 months have been significant, due to the lag associated with risk reduction, 
we are yet to see these improvements fully realised in our current performance.

Bathing waters attaining ‘Excellent’ status: For the 2024 bathing water season, 31 of our bathing 
waters attained ‘Excellent’ status, compared to 29 in 2023. We missed our Ofwat target. We continue 
to collaborate with stakeholders in the region, to ensure all our bathing spots are brought up to ‘Good’ 
status at a minimum. The PCL assessed by Ofwat covers 48 of our bathing waters, although there are 
currently 54 designated bathing waters in the Anglian Water region. In AMP8, it will encompass all 54. 

Water Industry National Environment Programme (WINEP): Since 2020, we have delivered 1,698 
obligations through WINEP, relevant to this PCL. This commitment is based on outputs originally 
proposed in 2019. Of the schemes we did not complete, we have had conversations with our 
regulators. Our investments can be bucketed into a few key areas — improving water quality, storm 
overflow improvements, flow monitoring and catchment management — all of which are paving the 
way for future improvements, in line with our obligations and our long-term aspirations. Read more 
about our WINEP on page 41. 

Abstraction Incentive Mechanism (AIM): We work closely with the Environment Agency, to manage 
pressures on environmentally sensitive areas in our region. Over this AMP, we have worked with our 
regulators on closing abstraction sources and abstraction license reductions, alongside river habitat 
improvements, as part of WINEP. This performance commitment was designed to encourage water 

companies to abstract less water from environmentally sensitive sites at times of low river flow and 
it relates to four groundwater sources identified as having a potential impact on nearby rivers. In 
2024/25, we had limited opportunities for active abstraction, owing to high rainfall in 2024 increasing 
river flow. Only one of the four sites that contribute to this measure was affected, due to operational 
issues at a neighbouring water treatment works. This meant we could not minimise abstraction from 
this site. The remaining three sites had no low flow days in the year. 

Sludge treatment capacity: Sludge is an organic matter, a byproduct of the water recycling process 
which we treat at our 10 Sludge Treatment Centres. We have continued with the delivery of our plans 
to increase our sludge treatment capacity by c.30% at our Whitlingham Sludge Treatment Centre. 
Our plans have involved upgrading our existing Advanced Digestion process and an innovative 
reconfiguration of how we operate our digesters to allow them to work more efficiently. We have 
also replaced our existing digesters with new ones to further futureproof sludge treatment activities 
at the site. Commissioning and performance testing of our Advanced Digestion upgrade works has 
completed, and our two new digesters are in the final build stages with further commissioning and 
testing activities planned over the next period.

Natural capital impact: This performance commitment captures improvements made through 
four sub-measures; water quantity, ground water quality, surface water quality and biodiversity. All 
sub-measures must be on track to meet the PCL. In 2024/25, only three of the four measures were 
on track and we failed on the water quantity sub-measure. The three-year rolling average target 
for distribution input was 225 litres per person per day. Our actual result was 229 litres. This sub-
measure is impacted by the shift in water usage, as a result of the pandemic, which is not a unique 
issue. Despite this, year-on-year reductions have been made since 2020/21.

* At the time of reporting, these figures are provisional and awaiting confirmation from the Environment Agency. 
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Positive impact on communities

What are we measuring? How are we measuring it?
Prior year performance 
(2023/24)

Current year  
performance (2024/25)

Current year target  
(2024/25)

Reward or penalty outcome for 
2024/25

Priority services for 
customers in vulnerable 
circumstances

The percentage of customers recorded as requiring priority services, due to being in 
vulnerable circumstances. And the percentage of people contacted, to ensure records 
are kept up to date.

12.7% reach

56.2% actual contact

96.9% attempted contact

14.7% reach

58.1% actual contacts

99.6% attempted contacts

12.8% reach

35% actual contact

90% attempted contact

n/a

Customers aware of  
the PSR

Percentage of customers made aware of our Priority Services Register (PSR) and how 
they can benefit from being on it. 63.4% 66.8% 65.0% n/a

Helping those struggling 
to pay

The number of customers who are struggling to pay their water bill and who receive 
financial support, through one of the Company’s financial support schemes. 389,371 405,425 310,161 n/a

Community investment The percentage increase in the number of people directly reached, or supported by, 
community investment programmes, through which the Company adds social value 
(compared to 2020/21).

81.4% 135.8% 5.0% n/a

Customer trust The improvement in Company score for a survey of customers by the Consumer 
Council for Water about the trust that customers place in the Company. 0.08 0.18 0.05 n/a

BSI Standard for 
Inclusive Service

To maintain certification for the British Standard for Inclusive Service Provision  
(BS 18477). Maintained Maintained Maintained n/a

Partnership working  
on pluvial and fluvial 
flood risk

Investments delivered, working in partnership with other organisations to protect 
infrastructure from flooding. 61 98 92 £0

 
Priority services for customers in vulnerable circumstances: We are significantly ahead of target 
on all areas relating to our support for vulnerable customers, including (most notably) take-up of 
our Priority Services Register (PSR), which has already met the full AMP target. We have 14.7% of 
customers signed up to the PSR, against a national industry average of 10.2%. 

Customers aware of the PSR: This year, 66.8% of customers were aware of priority services, 
exceeding our target of 65%. This is a result of our customer engagement strategy and proactive 
signposting of priority services.

Helping those struggling to pay: This year we exceeded our target by over 31% (95,264 people) 
providing financial support to 405,425 customers. 

Community investment: This year there was 135.8% increase in the number of people we directly 
reached or supported through our community investment activities. We have exceeded our target of 
5%. In total, an estimated 67,345 people were directly reached, or supported by Anglian Water and our 
Alliance partners. More on our activities in ‘Our customers and communities’ pages 48-55.

Customer Trust: Results from the Consumer Council for Water’s annual Water Matters survey 2025, 
has shown a drop in score across the industry, with an average trust score of 6.28/10. Our trust score 
was 6.46/10, which is above average. We are working hard to build trust with our customers, through 
open and transparent communication and regular engagement. Read more in ‘Our customers and 
communities’ pages 48-55 and the ‘Section 172 statement’, pages 70-72.

Partnership working on pluvial and fluvial flood risk: This measure encouraged us to work with 
partner organisations, to protect our assets from pluvial, fluvial and coastal flooding. Our target was 
to complete 92 schemes by the end of the AMP – we completed 98. More on our flooding partnership 
work can be found in ‘Our Environment’, pages 38-47.

BSI Standard for Inclusive Service: This year we have maintained our certification for inclusive 
service, by achieving the more-stretching international standard (ISO), which has replaced the  
British standard (BSI).
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Investing for tomorrow

What are we measuring? How are we measuring it?
Prior year performance 
(2023/24)

Current year  
performance (2024/25)

Current year target  
(2024/25)

Reward or penalty outcome  
for 2024/25

Mains repairs Number of repairs made to water mains, per 1,000km of total water mains. 123.0 133.4 132.3 £0

Unplanned outage Percentage of maximum water treatment works output unavailable during the year. 2.05% 1.88% 2.34% £0

Sewer collapses Number of sewer collapses, per 1,000km of sewers. 5.43 4.53 5.50 £0

Treatment Works 
Compliance

Percentage of water and sewage treatment works meeting permits for the quality  
of water discharged to the environment. 98.44% 99.28%* 100% £0

Reactive mains bursts Reactive bursts are those that are identified and reported by a customer  
or third party, before they are identified by the Company. 3,444 3,842 3,063 n/a

Mains repairs: We have missed our PCL, but our performance was within the deadband. We were off 
target as a result of the freeze-thaw event in January, which led to above average mains bursts for the 
time of year. 

Sewer collapses: There were 252 sewer collapses in 2024/25 (2023/24: 308). This measure also 
includes 103 reactive burst rising mains (2023/24: 114). Both figures have reduced in comparison to 
the prior year. This brings the total for this year to 355, which for the PCL, is divided by the total length 
of sewer (77,780km) resulting in a rate of 4.53. We have exceeded our target.  

Treatment Works Compliance*: Our Treatment Works Compliance score was 99.28% in 2024, which 
is within Ofwat’s deadband of 99%. We have worked hard this year to improve our scores through 
a performance improvement programme, which has enhanced visibility and management of risk in 
this year. Actions included: enhanced performance monitoring across our sites, targeted mitigation 
activities and management of sludge levels. We continue to manage the volatility associated with 
weather impacts on this measure. This is a core metric of the Environment Agency’s Environmental 
Performance Assessment. Our performance this year achieved green status. 

Unplanned outage: Our unplanned outage result is within Ofwat’s PCL, outturning 1.88%.  
We consistently met this target throughout the AMP.

Reactive mains bursts: At PR19, we proposed reactive mains bursts reported by customers or third 
parties as a bespoke measure. This is because we were running a proactive programme of work to 
identify mains bursts on our network, which would naturally lead to a higher identification of bursts. 
This year, a significant freeze-thaw event in January saw a spike in bursts, although we stayed close 
to our target throughout the rest of the year. Due to our targeted focus on assets within high-burst 
areas, the impacts of this were minimised. We are using the Water Infrastructure Serviceability 
Performance Assessment Model to better understand the impact of external factors, such as soils, 
weather and mains material type on our assets, to improve our prioritisation of mains rehabilitation 
schemes and leakage reduction programmes.

* At the time of reporting, these figures are provisional and awaiting confirmation from the Environment Agency.
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Hartlepool

Our environment
Underpinned by our Purpose, protecting and enhancing 
our region’s environment is critical to securing long-
term resilience for our water supplies, effective drought 
management and ensuring our blue and green spaces thrive. 

Section contents

Minimising harm from our operations: 
pollutions and spills performance

Catchment-based approach to reduce  
flooding impacts

Harnessing nature-based solutions

Managing supply and demand

Supporting the circular economy

Get River Positive    

Above: The East of England is the region we predominantly serve and is home to diverse landscapes and habitats. 

38 

40 
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We manage and 
maintain 49 Sites 
of Special Scientific 
Interest (SSSI).

We own, operate and 
manage 76,000km of 
sewer pipes – enough pipe 
to go around the world 
twice – and 1,100 water 
recycling centres. 

We operate 143  
water treatment  
works supplying over  
1 billion litres  
of water every day  
to our customers. 

We manage water resources 
in a region that is water 
scarce and vulnerable to 
climate change. It also has many 
precious environmental sites to protect, 
a growing population and a sizeable 
agricultural economy, which relies on 
water to feed the nation. 

85% of the world’s chalk 
streams are found in Southern 
and Eastern England. 

There are 54 designated 
bathing sites across our 
region – 48 coastal sites, two 
estuarine and four inland.

Our region has over 
3,300km of rivers 
and is home to the 
UK’s only wetland 
national park  
– the Norfolk Broads. 
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Water is intrinsic to a healthy environment.  
As a water company, we rely upon and have  
an impact on natural capital and ecosystems.  
We clean and return treated water back into the 
natural environment. Our reservoirs provide 
a place for biodiversity and social amenities. 
Nature provides climate regulation and flood  
and storm protection. 

We must balance the needs of our environment 
carefully, alongside sustainable growth,  
to ensure we have enough availability of  
water resources now and in the future. 

It is critical too, that we minimise harmful 
impacts associated with our water recycling  
and treatment processes. Our long-term 
ambition is to stop any untreated wastewater 
from entering the environment by 2050. 

In the past, our water and water recycling 
equipment had safety measures to release 
excess water into the environment to prevent 
flooding. Though legal, by modern standards, 
this is no longer fit for purpose. Our infrastructure 
can also break, particularly as it ages, which 
means that untreated (polluted) water can enter 
into nearby streams or rivers. Our ambition is to 
achieve zero untreated escapes by 2050, giving 
us the time and resources needed to make 
changes across our entire network.

More broadly, our environmental ambitions 
span a range of protection and enhancement 
measures: from improving biodiversity, to 
harnessing nature-based, green solutions, 
alongside work with others to unlock more blue 
and green spaces. Our AMP8 plans will see us 
double our investment in the environment  
(£4 billion). 

Achieving environmental prosperity is a 
shared goal. Over AMP7, we explored new 
ways of working in collaboration with others, 
to deliver enhancements across entire 
catchments and landscapes. Catchment-
based approaches can deliver greater 
benefits than we could achieve in isolation. 
We have taken this approach to reduce 
flooding across our region in hotspot  
areas — and through Get River Positive, 
which we launched in 2022.

As we head into AMP8, we are taking what we 
have learnt over the past five years to help us 
develop a blueprint for outcomes-focused, 
collaborative, and place-based approaches 
to environmental planning and delivery. This 
will be actioned through our Advanced Water 
Industry National Environment Programme 
(A-WINEP), which will seek new methods  
of delivery for the industry. 

Furthermore, between 2025-2030, we 
will seek to create a Partnership Centre 
of Excellence that will bring together 
stakeholders to deliver improvements  
in river and coastal waters. This will be 
through a nature-first approach, alongside  
a Partnership Grant Fund to support 
emerging partnership opportunities  
within target catchments. 

We must also consider how our environment 
is impacted by our changing climate. Our 
Climate Change Adaptation Report (2024), 
highlights our risk profile since 2021, where 
we have seen a new increased risk to raw 
water quality and consequently, biodiversity 
and flooding. We continue to innovate, 
collaborate and explore opportunities  
to navigate these issues.

Our environment
Minimising harm from our 
operations: pollutions and  
spills performance
This year, significant work has been undertaken 
to address our pollutions performance. The 
additional £100 million investment from our 
shareholders allowed us to invest directly in key 
assets, our people and the root causes of our 
issues – including blockages, asset health  
and too much water in the network (which 
creates hydraulic overload). 

Our focused performance improvement 
programme, alongside the actions taken 
through additional investment, in line with our 
Pollution Incident Reduction Plan, have produced 
encouraging results. However, due to the lag 
associated with actions, we are yet to see  
these improvements fully realised in our  
current performance.

Year Total pollutions Serious pollutions

2024 441* 7

2023 307 11

 

Total pollutions have increased in 2024, 
compared with 2023. We have seen a 36% 
reduction in serious pollutions. After successive 
AMPs of consistently recording 10 or more 
serious pollutions, seven marks a record  
low for us. 

External assurance of our plans to 
address pollutions and spills

In 2024, we commissioned Roland Berger 
to conduct a review of our pollution 
reduction measures. The review confirmed 
that we are responding quickly to pollutions 
performance and that our AMP8 plans 
are focused on the right interventions to 
reduce risk and drive improvements.

More information on the interventions  
and improvements we’re making can  
be found in our Pollution Incident 
Reduction Plan (2025).

Despite this encouraging sign, we recognise  
that our pollution performance is still not where 
it needs to be. We remain committed to reducing 
environmental risk and improving operational 
performance, through a combination of best 
practice and in-house innovation. This supports 
our long-term goal, to reach zero untreated 
escapes, as set out in our Business Plan  
and Long Term Delivery Strategy.

We are confident that we are setting a strong 
foundation to underpin future performance 
enhancements and – over AMP8 – will aim to 
deliver a 46% reduction in total pollutions and a 
71% reduction in serious pollutions by 2030.

* At the time of reporting, these figures are provisional and 
awaiting confirmation from the Environment Agency.
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Pollution Incident Reduction Plan

Over the past year, we have invested in key risk 
areas, to reduce pollutions. Our core activities 
aim to reduce the risk of a pollution occurring  
across all of the four main asset classes –  
sewers, pumping stations, rising mains and  
water recycling centres – alongside  
addressing the root causes for pollutions.

Our actions over the past year include:

•  Increased our planned preventative 
maintenance by 53%, focusing on hydraulic 
overloading and early interventions.

•  Doubled our rising main pressure monitoring, 
using industry-leading technologies like  
Ovarro and Syrinix.

•  Expanded our Dynamic Sewer Visualisation 
programme to 42,000 monitors. This resulted 
in a 418% increase in proactive blockage 
clearance. Our programme is now one  
of the largest in the UK.

•  Achieved a 19% improvement in self-reporting 
this AMP – the largest in the industry. We 
have achieved green status on this metric 
in the Environment Agency’s Environmental 
Performance Assessment. Improved self-
reporting – helping to maintain trust  
with the regulators. 

•  Established a new Systems Optimisation team, 
to drive dynamic, data-led decision-making 
across our network. 

•  Accelerated key activities to bring forward 
impact earlier in AMP8.

This work continues to be underpinned by our  
zero escapes ambition and supported through  
our Get River Positive programme. 

Our domestic misuse ‘hedgehog’ devices will 
help to tackle blockages by capturing and 
removing unflushables, evidencing the  
scale of the problem.

Year Average spills per storm overflow

2024 31

2023 22

Storm overflows  

Storm overflows are outlets from main sewer 
systems, which allow excess rainwater into rivers 
and seas. They protect homes from flooding, 
during periods of heavy or prolonged rainfall or 
snow melt. Overflows have been in place for many 
years. We are working to remove them from our 
network, as we move towards a future where 
storm overflows are no longer required. We have 
surrendered permits for 340 storm overflows 
since privatisation – representing 16% of all 
overflows in our network. 

We are pleased that we have completed the 
installation of 100% of Event Duration Monitors 
(EDMs), which monitor the frequency and duration 
of spills on our overflows. Greater visibility  
is enabling us to proactively target  
high-spilling areas. 

Our storm overflow average has increased this 
year, although it is difficult to make a year-on-year 
comparison as 2024 was the first year where we 
had 100% monitoring. While it’s disappointing to 
see this figure increase, it reflects that nearly 50% 
of spills occurred in the first quarter of the year, 
during one of the wettest winters we’ve  
seen on record. 

17% reduction in blockages, through encouraging behaviour change

This year, our reduction of blockages across 
our network reached an all-time low, with a 
17% reduction, compared to our highest point 
in the AMP in 2022. However, addressing 
the underlying cause – sewer misuse by 
customers and businesses – is a key issue 
we’re working to address. On average, we 
unblock a pipe every fifteen minutes, with 
80% of blockages caused by avoidable 
issues. This year we reinvigorated our 
behavioural change approach with  
our ‘Just Bin It’ trial. 

The ‘Just Bin It’ trial brought to 
life the scale of the blockage 
challenge: based on our findings 
we estimate that over half a million 
wipes are flushed into our region’s 
sewers every day – that’s around 
9,500 packets of wipes.

In the coming year, we will be expanding the 
campaign across our region, to educate the 
public on sewer misuse and the importance 
of responsibly disposing wipes, sanitary 
items and cooking fats, oils and grease. 
Communication and engagement activities 
are followed by an enforcement program,  
to ensure compliance, where needed. 

Underpinning this work is our partnership 
with ECAS (Environmental Compliance and 
Services). They engage with food service 

establishments across the region, to prevent 
fats, oils, and grease from entering the 
sewer network. ECAS conducted 18,783 
visits across our region in 2024/25, which 
prevented approximately 3,215 tonnes of fats, 
oils, and grease entering sewers. 

In AMP8 we plan to expand upon the 
programme, in recognition of the damage  
sewer misuse has on the environment across 
our region – with ECAS expanding their 
support by working with other commercial 
businesses to reduce sewer misuse.
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Catchment-based approach to 
reduce flooding impacts 
We cannot ignore the impact of climate change 
and the growing demands on our region. The 
duality of extreme heat and rainfall in successive 
years cannot be viewed in isolation, but as part 
of a broader pattern, resulting from climate 
change. We are experiencing the impact of these 
changes – with more frequent, extreme and 
localised rainfall events and shifting weather 
patterns pushing systems beyond what they 
were designed to do. 

We are working hard to shift performance, but 
we also need to work with others to find shared 
solutions, to create systems that can meet 
these changing needs, alongside places and 
communities that are resilient to extreme events. 

We’ve established a series of Multi-Agency 
Groups (MAGs), which bring together the 
different agencies with responsibilities under the 
Flood and Water Management Act. This includes 
local councils, the Environment Agency, Highway 
Authorities and Lead Local Flood Authorities. 
The purpose is to facilitate collaboration 
among responsible stakeholders, to enhance 
preparedness, response and the recovery efforts 
related to prolonged wet weather periods.

Anglian Water’s Flood Preparedness Steering 
Group was also set up this year, where teams 
are working hard to prepare for real-life flooding 
scenarios. The group has identified high-risk 
areas for flooding during winter months and is 
taking action to mitigate these risks, clearing 
drains and reinforcing flood defences. 

Public awareness campaigns are also key  
to educating communities on how to  
protect themselves and their properties  
from winter flooding. 

Case studies: Flooding hotspots 

Norfolk Strategic Flood Alliance

The Norfolk Strategic Flood Alliance (NSFA) 
was founded in the winter of 2021, following 
widespread flooding across the county. In 
2024, Anglian Water funded a secondment 
into the NSFA, to promote an integrated 
approach that addresses flooding from  
all sources. 

The NSFA has worked together over the 
past year to improve understanding of how 
systems interconnect, the importance of 
regular asset maintenance, sharing data 
to better understand flood risk and model 
scenarios, and securing funding for flood 
mitigation projects that will benefit multiple 
stakeholders. Alongside this, the group has 
maintained a regular drumbeat of meetings  
to ensure flood and water management is  
on the agenda throughout the year, not just 
when it is raining.

The aim is to work towards the following 
ideals, which can be rolled out across  
other high-risk zones:

• The location, condition and ownership 
of all drainage channels, culverts and 
watercourses is known, with a programme 
in place to maintain and highlight if/when 
something is not working as it should. 

• Communities feel that they are being 
listened to by authorities, with open and 
honest conversations on what can and 
can’t be done. While the Alliance will not be 
able to solve everything, communities will 
feel that everything that could sensibly be 
done has been considered. 

• National legislation is fit for purpose and 
reflects what is needed now and into the 
next decade, in response to climate  
change and demand. 

Yaxley: flooding reduction in action 

Yaxley is one of our catchments where 
we have worked hard to address the root 
cause of pollutions and flooding in the area. 
Investigations identified more than 60,000m2 
of surface water from roofs and paved areas 
that were misconnected to our foul network 
– equivalent to c.24 Olympic-sized swimming 
pools. We also found almost 1,000 points of 
water infiltration into the network.

Surface water was contributing to the 
operation of the emergency overflow at 
the nearby pumping station and localised 
flooding during heavy rainfall. Of the 
60,000m2 of surface water area misconnected 
to our network, 11,304m2 related to Highways 
surface run-off connected to the foul sewer, 
which overloaded our foul sewer, leading to 
subsequent spills and flooding. We worked 
with the Highways Agency to divert 1,741m2 
of surface water run off away from the foul 
sewer system, with an additional diversion  
of a highways culvert removing a  
further 9,561m2.

To address surface water from roofs 
and paved areas, we used nature-based 
solutions, installing SUDs such as water butts, 
flowerbeds and plants which soak-up excess 
water and prevent it from entering the system, 
alongside improving biodiversity. 

We also reinforced several metres of mainline 
sewer and relined laterals (the sewer pipes 
connection properties to our main sewer) at 
15 properties. As a result, we successfully 
removed misconnected surface water from 
our sewer network from 160 locations 
across the catchment. This approach 
will be replicated across further high-risk 
catchments in the coming AMP.

Removing surface water from our sewer network

Surface water contributed to 55% of hydraulic 
overload incidents in 2024 and also increased the 
risk of flooding events. In response, and to reduce 
the risk of this type of event from reoccuring, 
we adopted a new approach to better manage 
surface water removal. This approach focuses 
on both highway and property connections to 
the foul water system, which are governed and 
regulated under Sections 115 and 106/116 of the 
Highways Act (1980), ensuring compliance and 
effective water management.

For highway connections, we are now seeking 
to terminate arrangements (connections) that 
allow significant levels of surface water to 
enter into the foul water system and impact our 
assets. This process involves close collaboration 
with Highway Authorities, to ensure that there 
is ample opportunity to put solutions in place, 
before connections are removed. 

Regarding property connections (which are 
typically non-domestic), we evaluate the legality 
of these connections by examining correlations 
with historic pollution and flooding incidents.

Furthermore, we are providing alternative 
catchment-based solutions through capital 
delivery schemes. These schemes include the 
installation of soakaways, Sustainable Urban 
Drainage Systems (SuDs), water butts, planters 
and the redirection of surface water into sewers 
or ditches – all measures that reduce risk within 
the local area. This approach not only enhances 
the efficiency of our operational systems, but 
also significantly reduces pollution and  
flooding risks. 
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Harnessing nature-based 
solutions
Nature-based solutions, such as treatment 
wetlands, are a key part of our vision for the future. 
They provide wider benefits for the environment 
and communities than more traditional ‘grey’ 
solutions; avoiding the need to add more 
chemicals into our treatment processes or  
build carbon intensive infrastructure. 

In 2019, we created our flagship wetland at 
Ingoldisthorpe, in partnership with the Norfolk 
Rivers Trust. It has since operated as a natural 
treatment plant for millions of litres of water, as 
well becoming a beautiful habitat and a flourishing 
haven for wildlife. A recent survey found over 200 
species of plants, animals and insects — including 
a large variety of butterflies, dragonflies and  
other aquatic invertebrates, yellow hammers  
and spotted flycatchers.

Building on the success of our treatment wetland 
at Ingoldisthorpe, we have a further seven 
wetlands, which are due to be completed by  
the end of 2025. 

This year we harnessed the power of mushrooms, 
to treat recycled water that passes out of our 
Water Recycling Centre at Benfleet. Mushroom 
roots (mycelium) have a large surface area, 
which can absorb nutrients and remove micro-
organisms and pollutants, trapping pathogens in 
their root system. This helps to cleanse water as it 
passes through. The University of Essex recently 
discovered how to use mushrooms in this way.  
We will be monitoring their efficiency through 
water quality testing. 

Our Benfleet recycling centre borders Benfleet 
Creek, which is a Site of Special Scientific Interest 
(SSSI). The salt marshes are a crucial habitat 
for local biodiversity, but they are slowly being 
degraded by blooms of algae. Although our 
existing water recycling processes already clean 
and treat the water to a high standard, by passing 
through to a series of mushrooms, we can cleanse 
the water further.

We are supporting Cranfield University research 
into the efficacy of treatment wetlands in reducing 
levels of PFAS (also known as ‘forever’ chemicals’) 
from entering the environment. The research 
is showing promising results, with surface flow 
wetlands contributing to PFAS removal. Long-
term monitoring is key to improving evidence. 
We are contributing to a further study, which will 
quantitatively assess the contributions of nature-
based solutions in protecting rivers, alongside 
identifying the actual sources of pollutants  
in the streams.

By the end of 2030, we are targeting a total of 23 
treatment wetlands, 11 of which were planned 
during AMP7. A further 12 are going through 
feasibility assessments.

Water Industry National Environment 
Programme (WINEP)

WINEP outlines a set of actions that all water 
companies in England must deliver to meet 
environmental legislation. It sits under the 
regulatory framework developed by the 
Environment Agency, Defra, Natural England  
and Ofwat. Delivery against WINEP is a core 
metric of our Environmental Performance  
Assessment (EPA).

Our WINEP is one of the biggest in the industry. 
Since 2020, we have invested £560 million in 
various schemes, many in line with our ‘Get River 
Positive’ initiative, see more on page 44.  

Our investments can be bucketed into a few key 
areas: improving water quality, storm overflow 
improvements, flow monitoring and catchment 
management. These actions are paving the 
way for future improvements, in line with our 
obligations and our long-term aspirations.  
At the end of 2024/25, we completed c.1,900 
obligations which included: 

• Increased storm storage by 90,000m3 and 
treatment capacity on our water recycling 
assets by c.100 litres a second.  

• Decreased concentrations of nutrients, such 
as phosphorus and ammonia, from being 
discharged to rivers, improving c.1,000km  
of river length.

• Improved monitoring of water flow (the water 
that goes through our treatment processes 
and is returned back to the environment).

• Delivered an 83% reduction in  
phosphorus across c.150 sites. 

• Undertook 12 river restoration projects, 
totalling approximately 25km of ecological 
and geomorphological improvement, which is 
helping to build ecosystem resilience in rivers 
suffering with low flows in drier years.  

• Worked with farmers and landowners to  
protect raw sources of water.

• Completed an investigation into the 
biodiversity benefits of catchment 
interventions at Pitsford Reservoir.

As we transition into AMP8, we aim to generate 
a body of evidence to show that focusing on 
environmental outcomes will deliver more than 
traditional, outputs-focused methods. This will 
allow us to develop an innovative regulatory 
model, focused on using nature-based solutions, 
improved multi-stakeholder governance and 
blended funding to maximise value. 

Biodiversity

We have a responsibility to protect the precious 
habitats and species in our region and support 
biodiversity. Biodiversity Net Gain is one way  
we are enhancing natural capital in the region.  
It encompasses our approach to development 
and land management, which aims to leave  
the natural environment in a measurably  
better state than beforehand. 

We are committed to delivering a 10% net gain 
across capital schemes and land management 
activities, where we may have a material 

impact on biodiversity. In 2023/24, we delivered 
a Biodiversity Net Gain of 107%. For more 
information on our nature-related work, see  
‘Our approach to the climate and nature  
crises’, pages 75-101. 

Managing supply and demand
Leaving more water in the environment is one of 
the best ways we can support ecological health. 
With the region being home to many areas 
significant for biodiversity, as well as being at 
risk of drought, we must manage our supply and 
demand carefully. We currently take groundwater 
from around 400 boreholes and surface water 
from eight reservoirs and nine rivers. If not 
managed carefully, these abstractions can  
have a detrimental impact on the environment. 

In 2024/25, we had limited opportunities 
for active Abstraction Incentive Mechanism 
management, owing to the high rainfall during 
the 2023/24 winter. We took advantage of healthy 
river flows, following the exceptionally wet 
weather by abstracting for reservoir storage. 

Healthy river flows and groundwater levels 
also meant that less environmental support 
was needed. Over the year, we supported local 
watercourses with 330 million litres distributed 
to areas, including Rutland Lagoons and 
Taverham Lake. We achieved ‘green’ on the 
‘Shadow Abstraction and Impounding Licence’ 
compliance metric in the Environment Agency’s 
EPA and had no annual licence exceedances  
in 2024/25.

We continue to work with our stakeholders to 
make further reductions to abstraction. With 10% 
of all water in this region used by agriculture, 
more water will be needed for irrigating crops in 
the warming climate. Through Water Resources 
East (WRE), we are contributing to and creating 
a more integrated approach to long-term water 
resource management and planning.
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Working in partnership

Water Resources Management Plan

Our long-standing statutory Water Resources 
Management Plan (WRMP) and Drought 
Plan provide a comprehensive framework for 
managing future water supplies. Over the past 
year, we’ve continued to implement our twin-
track approach to manage demand and secure 
sustainable supply. Actions included improving 
water network connectivity, community water 
efficiency campaigns, reducing leakage  
and delivering our ambitious smart  
metering programme. 

Our WRMP was published in 2024. It builds 
on our adapative approach, with a new, three-
tiered strategy. Our plan recognises that certain 
supply-side options take significant amounts of 
development time. This will allow us to develop 
our understanding of advanced water recycling 
and methods such as desalination. 

Guided by the water needs of our region and 
our customer and stakeholder views – where 
we have worked alongside key partners in the 
East (contributing to the Water Resources East 
Regional Plan) – our three-tiered strategy covers: 

1)  Making best use of our existing resources, 
building on our industry-leading demand 
management, unlocking the potential that 
our smart metering strategy gives us — while 
using the connectivity provided by our new 
pipeline, to reduce abstractions from our 
most sensitive environments. 

2)  The progression of Strategic Resource 
Options: the Fens and Lincolnshire reservoirs 
will meet 36% of our new water needs and 
provide the opportunity for many benefits 
identified in our best-value plan framework. 

3)  We have planned for adaptive future 
resources, which allow us to remain flexible 
to changing circumstances, such as using 
desalination — alongside ensuring we limit 
bill impacts, by only investing in solutions 
that will be needed. 

We anticipate commencing construction of the 
Fens and Lincolnshire reservoirs in the early 
2030s. With no new reservoirs constructed since 
the 1990s, there is a pressing need for new water 
storage. Once in supply, the reservoirs will serve 
around three quarters of a million people. These 
projects represent significant, transformative 
investments for our region, with each reservoir 
storing 55 million cubic metres of water. 

Working in partnership

Enabling Water Smart Communities 

We are leading an Ofwat Innovation fund 
project called Enabling Water Smart 
Communities, to unlock integrated water 
management in the UK. As water and 
housing sector challenges are becoming 
increasingly intertwined, so does the 
responsibility of managing these risks 
collectively. 

Along with partners, we are addressing 
how new developments (and the people 
living in them) can adapt in a sustainable 
way, with a focus on water re-use. We 
are also focused on addressing three key 
impacts of climate change: flood risk, 
water scarcity and risk to water quality. 

Through this project, we will look to set out 
new regulatory and policy standards, while 
improving understanding of cost models 
and the stewardship of water assets.

We have been awarded £5.5 million 
of Ofwat innovation funding for the 
project and are working with partners 
including; the Universities of East Anglia 
and Manchester, Thames Water, United 
Utilities and the Centre for Local  
Economic Strategies.

Our supply and demand strategy

Reducing leakage on our network is a key part 
of our supply and demand strategy. We have 
one of the industry’s lowest leakage levels. The 
levels of reduction we’re tasked with delivering 
haven’t been achieved before in the UK. It is 
incrementally harder year-on-year to find new 
ways to reduce leaks, but we’re determined to 
keep pushing boundaries, investing millions in 
advanced technology, pressure management  
and system optimisation, to help us do so. 

We’re leading the development of new advanced 
sensor technology and now have more than 
7,000 sensors permanently installed on 15% of 
our water distribution network, which (to our 
knowledge) makes it the world's largest sensor 
network. This enables us to respond quickly to 
emerging leaks caused by changes in weather 
and demands on our system. 

Furthermore, we have used satellite technology 
to survey 5,000km of rural distribution and trunk 
mains, to identify and prioritise sections of pipe 
for proactive leak detection and mitigation. This 
has saved over 320,000 litres a day of water over 
the last year which would have been lost to leaks 
– enough to supply 1,000 homes a day.

Smart metering is a valuable tool to manage 
leakage. In February 2025, we met our target to 
install 1.1 million smart meters. And by March,  
we had completed a further 62,123 as part of  
our Accelerated Infrastructure Delivery plan.  
This means that over 50% of our customers  
have smart meters, which will support customers 
to better understand and reduce their water 
use and spot leaks. Our teams installed just 
over 1,000 meters, every day, for five years. 
With challenges such as the pandemic, global 
microchip shortages and extreme weather,  
we are proud to have achieved our ambitious 
smart metering target within the AMP.  

Supporting regional water need

Where possible, we manage water 
resources in a way that enables 
environmental and economic prosperity. 
An example is the informal agreement 
we have on the River Nene. The River 
Nene flows through Northamptonshire, 
Cambridgeshire, Lincolnshire and 
Norfolk, on its way out to The Wash. In 
the downstream reaches of the river, 
local farmers have felt the impacts of dry 
weather on their crops over recent years. 

In 2019, we established an informal 
agreement with the Environment Agency 
and local drainage board, to share our 
allocated water resources from the river. 
This means that during certain times of the 
year, we stop or reduce abstraction from 
the river to allow downstream irrigators – 
such as those working in agriculture – to 
have access to more water for abstraction. 
We then recoup that water back into 
reservoir supplies when there are additional 
flows in the river (normally during the 
winter months). 

During the drought of 2022, we let 
1,132 million litres of extra water travel 
downstream, for abstractors to utilise in 
the lower reaches of the River Nene. On 
average, this equates to 30 million litres of 
water per day – equivalent to the daily use 
of c.230,000 customers.
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Supporting the circular economy
Sewage sludge treatment and recycling is an 
area of high circular economy maturity. Sludge is 
a byproduct of the water recycling process. It is 
a concentrated, nutrient and carbon rich mix of 
the organic matter, derived from human and food 
waste particles that are decomposed through the 
water recycling process by bacteria. Raw sludge 
is treated through a process called enhanced 
anaerobic digestion, which is converted into 
biosolids that we spread to land, as a  
replacement for artificial fertiliser. 

We treat in excess of 150,000 dry tonnes 
of sludge across 10 sites, each year. All of 
our sludge production across these 12 sites 
is treated to the BAS (Biosolids Assurance 
Scheme) standard and adheres to ISO 14001 
(Environmental Management System) standards 
– both of which are independently accredited.  
The biosolids produced are applied to circa 
20,000 hectares of agricultural land across  
our region each year. 

Treating sludge also produces biogas, which 
we use to power our fleet of CHP (Combined 
Heat and Power) engines, generating renewable 
electricity. This year we’ve generated just under 
110GWh of electricity – around enough for 
40,000 average UK households for an entire year! 
Our CHP engines also generate heat through  
their normal operation, which we re-use as part 
of the sludge treatment process. The recovery  
of waste heat and use meant that we also saved 
an estimated £5.3 million in fossil fuel use  
in the year.

The result is a highly-mature circular process, 
reducing costs to our customers and fossil fuel 
emissions, while supporting the environment in  
the region we serve, through the return of  
crucial nutrients. 

As part of our Bioresources Strategy for 2025-
2050, we are exploring additional recycling 
options for our biosolids, which will increase 
resilience, ensure that options are available for 
biosolids recycling into the future and will add 
value to other sectors. 

In the absence of an agreed future pathway for 
biosolids, we convened a cross-industry group 
in 2023 – with regulators and the Government – 
to develop the National Bioresources Strategy; 
setting out a plan to develop new processes 
and technologies, to provide the opportunity 
to diversify recycling options in future. We are 
continuing to work collaboratively, to push 
forward a PR29 Action Plan that ensures 
adequate funding for vital development and 
commercialisation work, in light of potential 
regulatory changes, including Farming  
Rules for Water. 

An example of alternative use of biosolids is 
our partnership with Firefly Green Fuels, where 
together, we are developing a process for 
converting biosolids into sustainable aviation 
fuel through hydrothermal liquefaction. We are 
currently supporting the development of a  
trial plant at a site in our region.

We are also exploring the production and use  
of byproducts from biosolids, produced  
through hydrothermal oxidation — such as 
ammonia and acetic acid — as part of the  
Ofwat Innovation Fund. 

Waste production and diversion in 2024/25

In 2024/25 94.6% of the waste we created was recycled and diverted from landfill (2023/24: 98.2%). 
The 4% difference is related in part to operational challenges on our sludge treatment centres and 
standard variants in waste profiles. The high percentage of recycled waste is owed, in large part to the 
volume of biosolids we sold as a renewable fertiliser for agriculture, to reuse sludge stocks. 

We also monitor the waste produced and diverted by our framework delivery partners, working on 
our capital maintenance and delivery programmes. In 2024/25, collectively, our partners produced 
435,843 tonnes of waste, of which 72% was diverted from landfill (2023/24: 39.7%), primarily  
re-using materials. Re-use of waste accounted for 42% of the total produced.

Disposed Recycled Anaerobic 
digestion Incineration Recovered/

treatment Reuse

Tonnes 6,507 449,169 3.7 966 18,140 22.5

Percentage 1.4% 94.6% 0.001% 0.2% 3.85% 0.005%

Anglian Water Services waste data

Anglian Water framework delivery partners’ waste data

Disposed Recycled Recovered/treatment Reuse

Tonnes 120,237 120,024 12,428 183,155

Percentage 27% 27% 2.9% 42%
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Get River Positive is our commitment to protect and revitalise rivers. Launched 
in 2022 in collaboration with Severn Trent, Get River Positive is underpinned by  
five bold, meaningful commitments to improve river health. 

Industrialisation and urbanisation over many years have resulted in UK rivers being modified and 
fragmented by barriers. Rivers face threats from chemicals, nutrients and pollutants from a range of 
sources. According to The Rivers Trust’s 2024 ‘State of Our Rivers’ report, assessments show that 
no single stretch of river in England is in good overall health, with just 15% of English river stretches 
reaching good ecological health standards. Data from the Environment Agency shows river health 
across the UK is impacted by agriculture and rural management (40%), the water industry (27%),  
urban development and transport (11%) and other industries. 

Get River Positive

Get River Positive was created with the ethos 
that we can achieve more, together. We have 
championed partnership approaches which, 
since 2022, saw us invest in 65 projects and 
initiatives across our region, covering a breadth 
of activities (see map across). 

Supported by our investments of over  
£5.3 million we leveraged an additional  
£10 million of match funding from a highly 
diverse range of partners.

We know that making sustainable and lasting 
improvements to our rivers will take time, 
collaboration and investment. Over the past three 
years, we have learnt a considerable amount, 

particularly around the nature of environmental 
partnerships and associated governance, funding 
opportunities and delivery models. 

We have also learned more about the catchments 
and landscapes we operate in, and the future 
challenges they face. 

As we transition into AMP8 and beyond, Get River 
Positive will be used to develop a blueprint for 
a much more outcomes-focused, collaborative, 
place-based approach to environmental planning 
and delivery, which will be delivered through our 
Advanced-WINEP. 

Our Get River Positive partnerships

Ensure storm 
overflows, sewage 
treatment works 
and abstraction 
do not harm rivers

Create more
opportunities
for everyone
to enjoy our
region’s rivers

Support others
to improve and
care for rivers

Enhance our 
rivers and create
new habitats
so wildlife
can thrive

Be open and
transparent
about our
performance
and our plans
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Bathing Water classifications*

2023 2024

Excellent 30 33

Good 17 16

Sufficient 2 3

Poor 2 2

Get River Positive: Commitment 1 
Ensure storm overflows, sewage treatment  
works and abstraction do not harm rivers

The Anglian Water 
region is home to 
just under 1,000 
waterways which 
are experiencing 
impacts from water 
company activity. 

Majority of the reasons 
for not achieving good 
status are related to 
phosphate from water 
recycling centres 
and low river flow 
from groundwater 
abstraction. 

Water companies in the 
region contribute to 18% 
of RNAGs – lower than 
the national average 
(27%), with significant 
contributions from 
agriculture, industry  
and highways.  

We have a programme of work to reduce the nutrients and chemicals in the water we return to the 
environment. We estimate that by 2030, we will have removed almost 800 of RNAGs related to our 
operations, through managing abstraction and reducing the impact of treated water we return to  
the environment. We will also have helped other sectors, such as agriculture, to take action too. 

Reducing spills and pollution is our number one priority. Teams across the business have been 
reprioritised to focus on activities that support spill and pollution reduction. Furthermore, we are 
introducing a catchment-based strategy that focuses on reducing the overall flow going into the 
system, using green solutions, reducing unflushables from entering our systems, re-lining pipework 
and working with our communities. 

Poor water quality in rivers is often attributable to agricultural and industrial 
run-off rather than discharges of treated or insufficiently treated wastewater. 
On average, water companies account for 27% of the reasons for not achieving 
good status (RNAGs). We must do more to mitigate our impact. 

Anglian Water is permitted to take (abstract) water from the environment and to return (discharge) 
used water, once it has been treated. Each abstraction and discharge is subject to permit conditions, 
set by the Environment Agency. The water we return to the environment is clean but can be  
high in nutrients. 

Get River Positive: Commitment 2 
Create more opportunities for everyone  
to enjoy our regions’ rivers

We have engaged with river and 
coastal swimming groups across our 
region to seek new inland bathing 
water designation opportunities, 
with water quality monitoring and 
applications to Defra. 

There are currently 54 designated bathing waters 
in the Anglian Water region: 48 coastal sites, 
two estuarine sites, and four inland sites. At the 
start of 2024, there were three newly designated 
bathing waters – Sheep’s Green on the River 
Cam, River Stour at Sudbury and River  
Stour at Manningtree.

90.75% of bathing waters in our region are 
deemed ‘Excellent’ or ‘Good’. This is down from 
92% in 2023. This is primarily due to the inclusion 
of the three new bathing waters.

Comparison to 2023 designated bathing waters 
shows an actual improvement from 92% to 94% 
of bathing waters achieving ‘Excellent’ or ‘Good’. 
Seven bathing waters improved to an ‘Excellent’ 

classification, three of which were recovered 
following a drop in classification in 2023. Four 
bathing waters dropped from ‘Excellent’ to 
‘Good’ and two bathing waters failed to meet 
the minimum standards; Heacham and Sheep’s 
Green on the River Cam. At Heacham, we found 
no link to our assets. At Sheep’s Green, we know 
there is more work to be done and funding has 
been approved for a ‘Source Apportionment’ 
study, starting in 2025, which will assess  
impacts from all point and diffuse sources, 
including Anglian Water assets. 

We continue to work collaboratively to ensure  
all our region’s bathing spots are brought up  
to ‘Good’ status at a minimum. 

Rutland Water Sykes Lane became the first 
inland bathing water in England to be awarded 
the Blue Flag Award and Seaside Award. 
This bathing water has retained its Excellent 
classification and we will reapply for this  
award in 2025.

In 2024, we provided 20 local community and 
river groups with water quality testing equipment, 
to provide valuable additional data to support  
our investments.

As the sole funders of the Keep Britain Tidy 
RiverCare BeachCare programme, we empower 
community-led volunteer groups to look after 
their local environment and take ownership 
of their waterways. The network is constantly 
growing, currently including over 1,300  
volunteers across 49 groups, who help us  
keep waterways litter free and undertake  
work to enhance biodiversity. 

* The figures reported here differ to those stated in our Ofwat-related performance commitments, pages 30-37. Our Ofwat-reported measure 
encompasses 48 bathing waters, whereas our actual total covers the 54 designated bathing water sites. 
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Get River Positive: Commitment 3 
Support others to improve and care for rivers

We have developed a range of local and strategic partnerships with farmers  
and landowners at an estate, catchment, county and landscape scale. 

For example, we have signed a ten-year strategic partnership with The National Trust, co-funding a 
full-time role across both organisations. We have supported new and existing farm clusters, giving  
us access to groups of farmers and collaborative projects across much larger geographies.  
We continue to explore different governance models and develop our relationship with local 
authorities at county and landscape scale, such as within the Norfolk Water Strategy and  
Future Fens: Integrated Adaptation.

Water quality relies on the health and quality 
of the natural capital in our catchments. With 
the East of England’s agricultural economic 
contribution at roughly twice the national 
average, high agricultural productivity presents 
challenges in terms of diffuse and point  
source pollutions.

Furthermore, evolving challenges of climate 
change, economics and land demand are  
driving cropping changes across our region.  
As oilseed rape area decreases, we are seeing 
the expansion of the renewable energy sector 
and a 200% increase in maize area over the past 
10 years across the East of England. 

This brings increased risk from pesticides (such 
as clopyralid and fluroxypyr) and greater soil  
run-off, due to field damage by late harvesting  
of waterlogged fields. 

Through our catchment management 
programme, which we have been delivering 
over the past 15 years, we work closely with 
farmers and local businesses to improve the 
quality of water at source, alongside enhancing 
our water treatment monitoring, processes and 
infrastructure. 

By working together, we are adapting to the 
changing profile in agricultural production, 
implementing actions that benefit our operations 
and the environment too. Since the start of this 
AMP, we have: 

• Actively engaged with over 250 farmers, 
representing more than 100,000 hectares of 
land on implementing regenerative farming.

• Supported 168 farmers to plant over 1,680 
hectares of cover crops, increasing the soil’s 
capacity to retain water.

• Subsidised farm trials, to see the benefit  
of growing grass within maize rows to  
protect soil.

Working in partnership

Case study: Future Fens:  
Integrated Adaptation

The Future Fens Integrated Adaptation (FFIA) 
programme brings together partners across 
agriculture, infrastructure, water management 
and environmental sectors, to explore how the 
Fens can adapt to climate change, flooding  
and biodiversity loss. Alongside this is the  
need to ensure long-term economic, social  
and environmental resilience.  

The Fens are crucial to the UK’s food production, 
supplying a fifth of the country’s crops and 
a third of its vegetables. Prolonged droughts 
could threaten this vital source of food. However, 
intensive agriculture and engineered landscapes 
have confined the region’s unique biodiversity 
to small, vulnerable habitats, which are at risk 
from climate change. These habitats, including 
wetlands and peatlands, store carbon and 
support wildlife. Without action to protect and 
sustainably manage them, biodiversity will 
continue to decline. Climate risks also hold back 
development, trapping communities in low-wage 
economies. Without adaptation, the Fens could 
face social and economic displacement and a 
sharp decline in agricultural output, increasing 
the UK’s reliance on food imports. 

Over the past year, we have worked collectively to 
develop tools such as the Fens Climate Change 
Risk Assessment (produced by the Tyndall 
Climate Centre) and the Fens Visualisation Tool, 
which help stakeholders understand the risks, 
trade-offs, and opportunities for adaptation. 
A key step in this journey has been the Fens 
Transition Lab, delivered by North Star Transition. 
Read more about the Fens Transition Lab.

Case study: Catchment management with the agricultural community

The Cambridgeshire Fens
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Get River Positive: Commitment 4 
Enhance our rivers and create new habitats  
so wildlife can thrive

A key partner in the delivery of this 
commitment is The Rivers Trust. 
We have funded work to develop an 
Eastern Regional Hub for our local 
Rivers Trusts. 

Our most iconic project to date is on the River 
Stiffkey in Norfolk, where we are supporting 
Norfolk Rivers Trust in the delivery of a ‘Total 
Catchment Management’ approach. This is 
transforming the River Stiffkey from ‘Poor’ to 
‘Good’ ecological status, providing a blueprint  
for other chalk streams and rivers in our region. 

We have also supported three beaver 
reintroduction projects across the region, 
focused on natural flood risk management and 
water quality improvement. And we are working 
with Norfolk Rivers Trust to reintroduce the 
extinct burbot into the River Wissey.

Case study: Beavers at Rushden Lakes

In February 2025, a family of six beavers 
was released at the Nene Wetlands in 
Northamptonshire. The family was released 
by trained expert handlers at The Beaver Trust 
alongside The Wildlife Trust team, which has 
spent four years planning the project and 
creating the 16-hectare fenced enclosure.

Matt Johnson, The Wildlife Trust  
Conservation Manager, said:

 “Beavers were last seen in 
Northamptonshire in the 16th Century 
and this is the first step of their return 
to our countryside. I can’t wait to see 
how they will respond to their new 
home, but also how the environment 
will respond to them. Beavers are 
ecosystem engineers, they will gnaw 
trees and plants and help transform 
the site into a more diverse habitat, 
where other species can thrive. We 
hope we can inspire local communities 
and visitors with the story of nature’s 
recovery and build more support  
for conservation.”

Get River Positive: Commitment 5 
Be open and transparent about our performance  
and our plans 

A panel of key national academics in 
the field of river health was convened 
at the outset of Get River Positive. 
The River Health Panel has provided 
scrutiny and challenge along the 
way, leading to Commitment 1 being 
expanded to cover abstraction. 

We have engaged with citizen science groups 
through in-person events, welcoming questions 
and inviting them to share their results and 
observations. These groups reflect the interests 
and commitment of their communities. By 
working alongside them, we open up new 
perspectives, uncover insights and explore 
solutions together. We are now shaping plans to 
strengthen these relationships through AMP8. 
Working closely with citizen scientists ensures 
we remain open to the challenge these  
groups provide. 

Through our commitments, we have provided 
over 20 local community and river groups with 
water quality testing equipment, to enable citizen 
scientists to capture and monitor water quality 
data in their local waterways.

In addition to welcoming external scrutiny, last 
year we launched our Storm Overflow Map, which 
shows when our storm overflows are operating in 
real-time. Soon, this data will feed into a national 
storm overflow map as part of Water UK’s 
National Environment Hub.

Case study: Improving understanding  
of our water recycling process

In 2024/25, the Get River Positive team  
supported 11 site visits to water recycling centres 
across our region, taking the public ‘behind the 
scenes’ of our water recycling operations. 

These visits included attendees from river 
groups, wild swimmers, schoolchildren, citizen 
scientists, Women’s Institute and Catchment 
Based Approach (CaBA) members. 

The visits provide a full tour of the water recycling 
process, welcoming questions, to address public 
concerns about our processes. The aim is for  
the public to leave our sites more informed,  
with a particular understanding of how  
our systems operate. 

Working in partnership
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Our customers  
and communities
We can only deliver on our Purpose when we 
understand what matters most to the customers  
and communities we serve across our region.

Section contents

Our customer service performance in 2024/25

Supporting vulnerable customers

Customer bills in 2025/26

Inspiring, educating and empowering communities
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Our customer service performance in 2024/25

As an industry that supplies 
fundamental services to around 
7 million customers a day, we 
understand the importance of 
listening to our customers and 
meeting their needs. Over the past 
year, we’ve continued to proactively 
engage with our customers – listening 
to their views, understanding their 
priorities and using their feedback to 
help shape the decisions we make.

We’ve continued to understand what matters 
most to the people and communities we serve 
and make sure their voices are at the heart of our 
business. This has been done through our pulse 
surveys (2,100 responses across 10 surveys), 
brand tracker surveys (2,000 responses across 
four waves) and an ongoing programme of 52 
weekly Customer Panel engagement activities – 
involving around 350 customers. 

Understanding what our customers want and 
need is fundamental to our business — whether 
it’s shaping future investments, improving 
day-to-day services, or responding to emerging 
concerns. It helps us deliver better, more-relevant 
services and ensures we stay aligned with the 
expectations of those who rely on us every day.

MyAccount update

With over 7 million interactions this year, our 
online MyAccount portal and app continue to get 
great feedback from our customers. Throughout 
the year, we have continued to enhance the 
services, acting on customer feedback to 
improve ease and access. We have also built in 
additional services, allowing customers to update 
and amend their payment amounts, in line with 
water usage. 

Where appropriate, customers now receive 
bespoke affordability support, with tailored 
advice and signposting to the full range of 
support on offer. This ensures we make it  
as easy as possible for customers to get  
the support they need, when they need it. 

Simplifying our communications

We have enhanced our customer communication 
through Plain Numbers training, a method 
designed to make numerical information clearer 
and more accessible. This approach helps 
customers better understand bills, tariffs and 
usage data, reducing confusion and improving 
trust. By simplifying complex figures and using 
clearer explanations, we hope that all customers 
(including those with lower numeracy skills)  
can make informed decisions about their water 
usage and finances.

Convenient payments

This year, we have introduced a new feature that 
allows our customers to securely store their 
credit and debit card details using tokenization. 
This advanced security measure replaces 
sensitive card information with a unique token, 
ensuring data protection and compliance 
with Payment Card Industry (PCI) regulations, 
while making future bill payments quicker and 
more convenient. Customers can now enjoy a 
seamless and secure way to pay their bill.

Streamlined billing for Essex  
and Suffolk customers

This year, we successfully outsourced sewerage 
billing to Essex & Suffolk Water (E&S), ensuring 
that over 500,000 customers now receive a 
single bill covering both their E&S Water and 
Anglian Water sewerage charges. Previously, 
these customers had to manage separate bills 

and payments to each company. With this 
change, they now interact solely with E&S – as 
is typical for other dual water company areas – 
making it easier to view and pay their combined 
charges in one place. This streamlined approach 
is more convenient and clear for our customers.

New smart system for  
our contact centres 

Our vision was to implement a new cloud-
based contact platform, to help our teams work 
collaboratively to effortlessly deliver excellent 
customer experience. The programme of work 
began at the start of 2024 and we completed the 
transition of our business-wide telephony system 
by December 2024. This was on time and under 
budget and has received positive user feedback.

In January 2025, we began our transformation 
phase. This saw our digital channels migrated 
to the new platform, meaning – for the first time 
ever – we can seamlessly move resource across 
channels to support customer demand and have 
a holistic view of customer contacts.

Driving transparency and customer  
experience in Development Services

In April 2024, we implemented significant 
changes to our Developer charges for the 
financial year 2024/25. These updates reflected 
Ofwat’s requirements towards improved 
transparency and continued cost reflectivity, 
in preparation for the regulatory expectations 
of AMP8. This new approach – implemented a 
year ahead of broader industry adoption – was 
designed to provide customers with greater 
choice and flexibility, through reflecting the true 
cost of the services they received.

In light of customer feedback, we reviewed 
our processes and enhanced team training 
to prioritise clearer, more personalised 
communications. These changes led to a steady 

improvement in satisfaction scores, rising from 
12th to 8th place, positioning us just above the 
industry median. Additionally, we achieved a near 
100% record for ‘Levels of Service,’ closing the 
year ranked 4th for delivering services on time. 
 
Over the course of AMP7, our overall customer 
experience score has increased by more than 
two points, reflecting sustained improvements in 
both service quality and reliability. We are proud 
of the progress achieved and anticipate a positive 
outcome for the current year, with a strong 
prospect of securing enhanced financial rewards, 
in recognition of our commitment to delivering 
excellent customer service.

Read more about how we’re 
delivering on customers’  
priorities:

Delivering safe, clean drinking water

Long-term planning to secure water 
supplies for the future

Improving river quality and reducing 
pollutions

Internal and external sewer flooding

Water supply interruptions

Customer service (CMeX and DMeX)

More on our progress and plans against 
these priorities can be found in:

‘The year-in-context’, pages 10-18.

‘Ofwat-related Performance 
Commitments’, pages 30-37. 

‘Our Environment’, pages 37-47. 
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In January 2024, we announced new 
seasonal tariffs with groups of customers 
in Lincoln and Norwich. These tariffs were 
designed so discounted charges in the  
colder months offset higher charges  
during the summer.

We wanted to encourage these communities 
to save water where they could, across their 
homes and gardens. By using less water, 
this will help us protect the environment, 
alongside reducing bills. 

Over the past year, we engaged with trial 
participants through monthly updates 
on their water usage, providing tips for 
improving efficiency. Despite a cooler, wetter 
summer in 2024, we were encouraged to see 
some reductions in customer water usage.

Survey feedback also showed increased 
awareness and engagement with our water 
efficiency goals, along with a stronger intent 
to use water more efficiently.

Over the next year, we will be adding  
new functionality to the MyAccount portal, 
allowing all customers to track the cost of 
their water use daily, weekly, or monthly. 

Customer, retailer and business 
experience of our services

We maintained our year-end position of 7th for our 
Ofwat-related Customer Measure of Experience 
(CMeX) measure, which reflects our continued 
commitment to delivering a high standard of 
service for our customers and ensuring their 
experience remains at the heart of everything 
we do. Our aim is to return to upper-quartile 
performance – and this result provides a strong 
foundation, as we focus on further improvements 
in the coming year.

For Non-Household Retailer satisfaction, we 
exceeded the final year target for our Ofwat-
related commitment. We achieved a score 
of 84.2, outperforming the target of 79.1. 
Throughout AMP7, our performance has 
consistently met or exceeded annual targets.

During 2024/25, Ofwat ran a trial for its new 
customer service incentive for business retailers. 
This included gathering direct feedback from 
business customers and non-household retailers 
– as well as important market performance 
measures, such as how well we meet service 
levels, how quickly we fix late requests and how 
accurate our customer data is. We ended the year 
5th place overall, with strong results in retailer 
satisfaction (3rd place) and business customer 
satisfaction (4th place).

Our seasonal tariff customer communications

Following the encouraging results from the 
Lincoln and Norwich trials, we’re expanding 
the trial to customers in Colchester and 
Northampton. This will allow us to gather more 
evidence on how different groups respond to 
seasonal tariffs and ensure we have robust  
data to evaluate its overall effectiveness.

Supporting customers to use less water and protect the region
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Supporting vulnerable customers

Supporting customers who need extra help is 
a core part of our Purpose and duty of care. In 
2018, we developed our Vulnerability Strategy, in 
collaboration with customers, to strengthen the 
support we provide – a strategy that has proved 
vital during the cost-of-living crisis and the  
global pandemic. 

A key part of this is our Priority Services Register 
(PSR), which offers tailored, practical support 
to customers in vulnerable circumstances. In 
2024/25, 444,387 customers – 14.7% of our 
customer base – was registered. 

This is an increase of 63,534 customers, from  
our position at the end of March 2024. 

We have exceeded our AMP7 target within the 
period and ahead of the scheduled end date. 
This growth reflects targeted awareness 
campaigns, proactive use of data (to identify 
customers needing extra help) and strengthened 
partnerships with health, social care and 
voluntary organisations. We’ve also enhanced 
the services available through our PSR, providing 
alternative bill formats and a secure password 
scheme for added reassurance. Our priority  
now, is to build on this progress, continually 
improving our service.

Percentage of customers on our Priority 
Services Register since 2020

BSI Kitemark for  
Customer Vulnerability

In 2023, we became one of the first 
companies in the world to receive 
the brand-new BSI Inclusive Service 
Kitemark for Customer Vulnerability, BS 
ISO 22458: Inclusive Service Standard.

Keeping bills affordable

We have a range of affordability support 
for customers, including: payment breaks, 
concessionary tariffs, forgiveness schemes 
and temporary instalment plans. This year, 
we exceeded our Ofwat affordability target 
of 310,161 by 95,264, supporting 405,425 
customers in 2024/25. 

Building on our support package, this year we 
awarded £800,000 from the Anglian  
Water Assistance Fund and matched £900,000  
of payments made by customers, through  
our Back on Track scheme.

We are going further to support customers 
in AMP8, where the average household bill 
will increase by 29%*. To ensure customers 
are supported, our Business Plan includes an 
unprecedented level of support for those at risk 
of water poverty. 

Our targeted support builds on what we delivered 
in AMP7 and includes a proposal to double the 
current cross-subsidy from £12 to £24. This was 
strongly backed by customers and stakeholders 
and will enable discounts of up to 50% for 
230,000 customers, with an additional  
70,000 receiving further help across all 
concessionary tariffs.

In an industry-first, we will introduce a new 
Medical Needs Discount, fully funded by our 
owners. This will offer direct financial relief to 
those with specific medical conditions that drive 
higher water use – such as customers reliant on 
home dialysis – without increasing costs for  
other customers.

* Correct at time of publication, however subject to change 
following CMA referral

Through a combination of strengthened 
customer and shareholder support, along with 
efficiency embedded throughout our plan, we 
will deliver direct financial assistance to those 
experiencing water poverty during AMP8, while 
also expanding flexible account management 
options to support even more customers.

Case study: free leak repairs for  
financially vulnerable customers

In June 2024, we re-launched a trial to fix leaks 
for vulnerable customers who had recently had 
a smart meter installed, which resulted in a leak 
being identified. Many of these customers either 
don’t have the ability to fix their leaks, or the 
finances available to pay for a repair. And in  
some cases, customers weren’t even aware  
they had a leak at their property. 

Our team was able to visit almost 200 customers, 
to support with locating/repairing leaks. A total of 
131 leaks were repaired, many on the same day, 
or within a few days — with 75% of leaks coming 
from toilets or taps. The customer feedback, so 
far, has told us we’re on the right track.
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Broadening our reach to support 
vulnerable customers 

Every week, we continue to identify and 
support more than 1,300 customers. We 
provide an inclusive and flexible approach 
to address vulnerability, to better meet the 
diverse range of our customers’ needs.

We’ve partnered with Cambridgeshire 
and Bedfordshire Fire and Rescue to help 
support the safety and wellbeing of our 
Priority Services customers. Through this 
collaboration, eligible residents can access 
a free Safe and Well visit, offering important 
advice on fire safety, falls prevention, staying 
warm and crime reduction. 
 
Each month, we send SMS messages 
to some of our customer base to raise 
awareness of this valuable service. Those 
interested can choose to have their details 
shared with Fire and Rescue, who will then 
arrange a visit. 
 
This partnership also works both ways — Fire 
and Rescue teams introduce eligible residents 
to our PSR during their visits. If a customer 
would like to sign up, their details are passed 
back to us, helping ensure they receive extra 
support where needed. As a result of this 
joint initiative, we’ve identified and received 
thousands of new PSR registrations through 
the Fire and Rescue service.

Following its success in Cambridgeshire and 
Bedfordshire, the initiative is set to expand 
to Norfolk and Lincolnshire later this year, 
bringing its benefits to even  
more communities.

Working in partnership

Since the start of AMP7, we have forged 
several relationships with partners, to better 
support our customers and communities. 
Recognising the challenges people face 
– whether financial, health-related, or 
emotional – we have worked with expert 
organisations to provide tailored assistance 
where it’s needed most.

In October 2023, we partnered with Shout, 
a free, confidential, 24/7 text messaging 
support service, offering immediate mental 
health support. By texting WATER to 85258, 
customers in crisis can connect with trained 
volunteers for guidance and reassurance. We 
remain the only water company to offer this 
service to their customers.

Our industry-leading and award-winning 
collaboration with Kidney Care UK means we 
can provide vital assistance to individuals 
living with chronic kidney disease (CKD) in our 
region. This partnership offers financial aid, 
access to our PSR and a dedicated helpline, 
staffed by trained specialists who understand 
the unique challenges kidney patients face.

Since 2020, to support customers facing 
financial hardship, we have also secured over 
£2.25 million through the Household Support 
Fund. This funding enables us to provide 
direct financial assistance, helping to ease 
the burden for those struggling with  
essential costs.

Finally, over the past year, we have attended 
over 100 community events across 
the region, including financial inclusion 
partnerships and dementia cafés. These 
interactions provided opportunities to discuss 
billing concerns and available services 
directly with our customers and has led to 
customers saving over £13,000 on their  
bills in the last year.

Supporting customers with  
mental health challenges

With one in four people facing a mental health 
challenge in any year, ensuring support is 
accessible is essential. We recently underwent 
an independent audit by the Money and Mental 
Health Charity, founded by Martin Lewis  
– and the results were positive.

The charity evaluated our customer 
communications, culture, processes and 
training — with a particular focus on our PSR and 
customer feedback. Their findings highlighted 
that our strong commitment to doing the right 
thing is reflected in our supportive approach and 
clear communications. The feedback we received 
praised our company culture and dedication to 
making our services as accessible as possible.

Following the review, insights from the audit  
were used to enhance customer interactions  
and ensure help is always accessible.

“I would like to say thank you to Liam 
and Lesley in the customer care 
department. Thank you for the care 
and compassion you showed me. 
You helped me in my difficult times. 
Thank you, Liam, making sure I was 
comforted and okay before ending the 
call. Not all heroes wear a cape and 
uniform. I appreciate it.”
Anglian Water Customer

Our partnership with Shout, a free, 
confidential, 24/7 text messaging support 
service, offers immediate mental health 
support. We remain the only water company 
to offer this service to customers.
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Customer bills in 2025/26
From 1 April 2025, the average customer bill will rise by £0.27p a day to £1.72* a day (2024/25: £1.45 per day) or £626 over the year — covering both water and sewerage costs. The increase in bills is driven  
by several factors, including rising inflation, but it also reflects the scale of the £11 billion* investment we’re planning to deliver in AMP8. While our customers will see an increase, for most, water bills will  
remain one of the lowest household expenses. We will continue to help customers who may be struggling to pay their bills, with a package of support, worth over £80 million for year one of AMP8.

Investing in greener projects
We invest more money in running the business than we collect from customers 
each year. To do that, we have to borrow money and pay interest - akin to 
paying a mortgage. The rest can either be reinvested in the business or paid 
to investors in the form of a dividend. This year, all of the money is being 
reinvested in our assets and no dividend is being paid. Our investments are 
all geared towards creating a more sustainable future, such as building new 
treatment wetlands, extending our Strategic Pipeline and upgrading our assets. 

Funding long-term projects
Ongoing investment in existing projects — including building our Strategic Pipeline 
to supply water to some of the driest parts of our region — helps to make us more 
resilient to the risks of drought and flooding.

Energy
We use energy to clean water and pump it around our region. However, higher 
energy prices have impacted us, so we’re looking for new ways to generate  
our own renewable energy, to help protect customers from rising costs.

Taxes, rates and licences
Like other businesses, we pay taxes and set licence fees to  
supply water to our customers. 

People and materials 
A large part of bills cover our running costs, including materials to test 
water to ensure it’s of the highest quality. We also believe in looking after 
the people who work for us and we’re proud to pay all of our employees  
a Real Living Wage. 

Maintaining and improving equipment
To supply over one billion litres of fresh, clean water every day, we work around-the-
clock to maintain our network of pipes, pumps and sites across our region.

£1.72* per day 
What the average water bill covers:

* Correct at time of publication, however subject to change following CMA referral

Spreading the cost for  
future generations

Water bills cover much more than just 
the cost of supplying fresh, clean water 
and recycling the wastewater we take 
away. They go towards protecting and 
enhancing the environment, as well as 
making sure there is enough water for 
everyone, both today, tomorrow  
and far into the future. 

Ofwat sets a limit on how much of 
customer bills can be used to help  
pay for infrastructure. 

In addition to funding investment 
through customer bills, we raise  
money from both debt and equity 
investors, to help pay for major 
infrastructure projects. 

This approach is the most 
effective way to fund long-
term investments, as it 
allows the cost to be spread 
over time, so that today’s 
customers aren’t footing 
the bill for assets that future 
generations will benefit from. 
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Inspiring, educating and empowering communities
At Anglian Water we have always recognised the special responsibility we  
hold as a provider of an essential public service. Our community work aims  
to educate, inspire and support local people in the region we serve. 

By 2030, our goal is to have positive impact on 
half a million beneficiaries through our education, 
place regeneration and community  
investment programmes. 

In 2024/25, an estimated 67,345 people 
(2023/24: c.51,826 people) were reached directly, 
or supported by Anglian Water community 
investment activity and by our Alliances in the 
course of their work with Anglian Water. While, 
over the course of AMP7, we have reached 
273,838 people. 

Education remains a key part of our long-term 
community work, see page 55. Our Alliance 
partners also supported school visits and 
community events, helping to build confidence, 
skills and awareness of careers in our industry.

Case study: Industry collaboration 
supports students with special needs

Clancy, with support from Anglian Water 
and our Integrated Maintenance and 
Repair team, worked together to engage 
young people with Special Educational 
Needs and Disabilities (SEND). Partnering 
with Lincolnshire County Council and 
Stamford College, together, we developed 
tailored work experience placements  
that gave students valuable exposure 
to the industry.

Five SEND students took part in a six-
month programme, gaining hands-on 
experience with Anglian Water’s Integrated 
Maintenance, Repair and Developer 
Services Alliance and Integrated 
Maintenance and Repair Water Recycling 
teams. Clancy worked closely with the 
school and council, to create customised 
job roles that matched the students’ 
individual needs, ensuring meaningful 
learning and growth.

The impact was significant, with students 
gaining confidence and real-world skills. 
One student is now progressing toward 
formal training with Anglian Water, 
opening the door to future  
employment opportunities.

Working in partnership
£775,000 raised by  
Anglian Water for WaterAid

We are proud to continue to support WaterAid 
in their mission to transform lives through 
clean water, decent toilets and good hygiene. 
Through projects like The Beacon Project 
in Nepal, this partnership is delivering vital, 
lasting change to communities in need. 
Over the course of 2024/25, Anglian Water 
employees have come together to raise an 
incredible £775,314 for WaterAid. 

Kate Holme, Strategic Partnerships  
Director at WaterAid, said:

“I just wanted to say thank you from the 
bottom of my heart to everyone at Anglian 
Water who has given their time and energy to 
raise over three quarters of a million pounds 
for WaterAid over the past year. Whether you 
have baked a cake, climbed a mountain or 
organised a ball (and everything in-between!) 
quite simply, you are awesome.

“WaterAid has one goal: to change the world 
through water. Along with decent toilets and 
good hygiene, a reliable supply of clean water 
is essential for health, dignity and a life full 
of opportunity. Our partnership with Anglian 
Water enables us to have a bigger impact 
through the work of The Beacon Project  
and we cannot thank you enough.”

We also continued to strengthen our commitment 
to protecting the environment, by supporting local 
initiatives and community volunteers, through 
programmes like RiverCare and BeachCare. 
Alongside this, we’ve worked with regional 
environmental charities to safeguard important 
ecosystems, including chalkstreams, wetlands  
and river networks. These partnerships are 
making a real difference, as we respond to  
growing environmental pressures.

Finally, our support for WaterAid remains central 
to our community work, helping to improve 
access to clean water, sanitation and hygiene 
around the world. This year, our employees 
raised funds, volunteered their time and helped 
spread awareness. In Nepal, the Beacon Project 
continued to deliver vital hygiene and sanitation 
services, while closer to home, we found simple 
ways to connect with vulnerable people  
in our region.

3%
Environmental
2,162 people

37%
People in vulnerable circumstances
25,002 people

60% 
Education 
40,181 people

An estimated 

67,345
people directly 

reached or 
supported in 

2024/25

60%
37%

3%

54Anglian Water Services Limited Annual Integrated Report 2025

Strategic report
G

overnance
Statutory accounts

Our stakeholders: Customers and communities

https://washmatters.wateraid.org/projetos/the-beacon-project
https://washmatters.wateraid.org/projetos/the-beacon-project


Strength in Diversity

Our Strength in Diversity (SID) initiative promotes workforce diversity, by focusing on key towns  
in our region. We work with schools, community groups and jobseekers to create meaningful 
employment pathways. Since its launch in 2022, SID has enabled us to engage with local communities 
at various levels, addressing the challenges that marginalised groups often face when entering 
the workforce. Our efforts are centred on delivering practical solutions, including work experience 
opportunities, interview preparation and the development of key employability skills. 

An example of the work completed by one of the 
schools who participated in the Eco-Advocate 
Award this year

In addition, our SuDS for Schools initiative introduces students to sustainable urban drainage 
systems, promoting awareness of surface water flooding and ways to manage it, through engaging 
classroom resources and practical activities. We also offer a suite of online STEM-based lessons, 
covering topics such as the water cycle, water treatment, climate change and careers in the green 
economy. These initiatives aim to equip young people with the knowledge and skills to make informed 
choices about water use and sustainability, both now and in the future.

The team continues to use a blended approach of both in-person and online learning (developed when 
the Covid-19 pandemic disrupted traditional learning methods), to engage with even more young 
people, fostering climate literacy and encouraging responsible water behaviours.

Inspiring young minds  
through water education

Since its inception in 2007, our education  
team has engaged with 560,000 young people 
and adults across the region.  

As part of our commitment to education 
and community engagement, we continue 
to work closely with schools across our 
region, to inspire the next generation about 
the importance of water conservation and 
environmental responsibility. Through our 
education programme, we provide a wide range 
of curriculum-linked resources and interactive 
learning opportunities that help young people 
understand how we manage water and  
protect the environment.

Sustainable habits in schools

We continued to provide resources, workshops 
and interactive activities, to educate young 
people about the importance of conserving water 
and understanding how their daily habits impact  
the environment. 

Alongside this, we have mirrored the wider ‘Just 
Bin It’ campaign (see page 39 for more) in our 
school engagement, by delivering hands-on 
workshops that highlight the importance of only 
flushing the 3Ps – Pee, Poo, and Paper. As part 
of these sessions, pupils create pretend sewage 
mixtures, using everyday household items, to 
explore what can end up down our sinks and 
toilets. This interactive activity not only sparks 
curiosity, but also helps students understand 
the strain inappropriate waste puts on our sewer 
network and the potential consequences for the 
environment. Through these practical sessions, 
we aim to inspire behavioural changes that 
protect both our infrastructure and 
local waterways.

The Anglian Water Eco-Advocates Award

Our Sustainable Schools Programme 
supports schools on their journey towards 
becoming more environmentally responsible, 
helping them to develop sustainability 
action plans. The Eco-Advocates Award 
was created to recognise and celebrate 
young people who demonstrate a strong 
commitment to environmental sustainability. 
It encourages students to take an active 
role in promoting water and climate literacy 
and advocating for positive environmental 
change within their schools and 
communities. The award highlights projects 
and initiatives, where young people raise 
awareness, develop innovative solutions and 
take meaningful actions to conserve water 
resources and protect the environment. 

Over the last year we have presented this 
award to 15 schools across our region, with 
a further 22 registered to take part over the 
coming months.

This year we have expanded our Strength  
in Diversity programme to include:

Engaging with communities through  
education and employment

In April 2024, we participated in a jobs fair at 
Peterborough College, supporting young people 
exploring career opportunities. In October, our 
team contributed to a two-day Milton Keynes 
STEM event, where we ran interactive workshops 
and hosted an informational stall, inspiring the 
next generation of innovators.

Supporting students to solve  
real-world challenges

We continue to engage with young people across 
the region, by offering innovative alternatives to 
traditional work experience. This year, our team 
visited local schools, to introduce students to 
real-world challenges inspired by the work we do 
at Anglian Water.

Students were tasked with solving these 
challenges, with ongoing guidance and support 
from our team throughout the process. The 
experience culminates in an exciting opportunity 
for them to present their findings at one of our 
sites, such as Grafham Water. This approach not 
only enhances their problem-solving skills, but 
also provides valuable insight into the dynamic 
world of water management.

55Anglian Water Services Limited Annual Integrated Report 2025

Strategic report
G

overnance
Statutory accounts

Our stakeholders: Customers and communities



Our people
Our success is driven by our people and guided  
by our core values: together we build trust,  
do the right thing and are always exploring.
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2018 
/2019 

2019 
/2020 

2020 
/2021

2021 
/2022

2022 
/2023

2023 
/2024

2024 
/2025

Category 1 events1

• Reporting of Injuries, Diseases and 
Dangerous Occurrences Regulation 
(RIDDOR) reportable specified  
injury accidents

• RIDDOR reportable non-worker 
/member of the public accidents

• RIDDOR reportable (potentially life-
limiting) occupational diseases

• Fatalities

5 4 7 7 3 13 10

Accident frequency rate (AFR)

• The number of reportable accidents in 
every 100,000 hours worked. Our AFR 
includes data from our own employees  
and our contractors. 

0.12 0.08 0.13 0.13 0.07 0.10 0.10

Sickness absence – target 5 days

• The average number of working days lost, 
per employee, due to sickness

4.60 4.54 3.772 5.822 5.04 4.96 5.04

1 In 2019 we made changes to the way we report on more serious events. To ensure we have a more objective and refined way 
of reporting and measuring performance, we revised the event types that are now classified as Category 1 events. To ensure 
consistency of reporting, we have revised the previous years’ Category 1 figures in line with the current reporting criteria,  
so we’re comparing like-for-like.

2 These figures exclude self-isolation and shielding due to Covid-19.

Our health and safety figures cover alliance members, framework contractors and Anglian Water staff  
– approximately 9,500 people.  

Accident Frequency Rates over AMP7

Active management visits have increased this year, with 11,107 reported, in comparison to 10,129 in 
2023/24. The launch of the new active management app will address functionality issues with the 
current system, so we expect to see this increasing trend continue.  
 
518,965 Point of Work Risk Assessments (PoWRA) have been recorded this year, in comparison to 
358,875 in the previous year. Both these lead measures help us to drive down significant incidents.

518,965 PoWRA assessments were undertaken in 2024/25

Anglian Water RIDDOR/PoWRA Comparison

Health, safety and wellbeing
Health and safety performance has remained relatively stable and we have closed out the year in the 
same position to 2023/24, with a combined Accident Frequency Rate of 0.10. However, within this we 
have seen a deterioration in the regulated side of the business for the number of RIDDOR-reportable 
incidents (Reporting of Injuries, Diseases and Dangerous Occurrences Regulations). We are also 
seeing more colleagues off work, as a result of the impacts of the incidents they have had.  

The majority of safety incidents this year have been linked to culture and behaviours. This is true 
for both the regulated business and our partners. This, in conjunction with the anticipated changing 
risk profile – as a result of the increase in capital delivery next AMP and the potential challenges of 
operating an aging asset base – has resulted in us starting a refresh of our culture, to make us  
Safer Every Day. 

Our cultural review has been co-delivered with external safety consultants JMJ Limited,  
to give independent assurance and a strong perspective on what ‘best-in-class’ looks like.  

Employee feedback has been key to driving plans for the reset and recommendations from the  
review will be taken forward, as part of a 24-month programme, for the first two years of the AMP.  

AFR

2020/21 2021/22 2022/23 2023/24

Linear (AFR)
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0.07

0.10

Accident Frequency Rate

2024/25
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Feedback from our teams, through our Love 
to Listen (L2L) survey (see page 61) and 
Safety Culture surveys, highlighted areas 
where our approach can feel complex  
or inconsistent.

This is why, in March 2025, we launched 
our new commitment to health, safety and 
wellbeing – Safer Every Day. It’s about 
keeping colleagues, customers  
and partners safe, no matter where they  
are or what they’re doing – moment by 
moment, choice by choice. Safer Every  
Day is underpinned by our values. 

Safer Every Day is a simple and unifying 
approach for health, safety and wellbeing, 
across Anglian Water. Over the next two 
years, we plan to roll out a comprehensive 
programme, to enhance safety at every 
level. This includes refreshing our health and 
safety programme, standardising personal 
protective equipment (PPE) and updating 
safety systems, policies, and procedures.

Safer Every Day is more than just a name: 
it’s a mindset. As we embark on an exciting 
new chapter at Anglian Water, we remain 
committed to making safety simple, 
consistent and effective for everyone.

Safer Every Day: Anglian Water’s 
commitment to safety

Enhancing out-of-hours  
coverage for wellbeing
Over the past six months, we’ve explored 
how we can enhance operational 
resilience, while prioritising the health, 
safety and wellbeing of our people.  
Our aim is to reduce fatigue, strengthen 
resilience in our 24-hour operations  
and protect our critical assets, 
customers and the environment.

We are introducing a new working 
hours policy that applies to all Anglian 
Water employees. This policy, which 
builds on successful trials in the Stoke 
Ferry Supply and Northampton Water 
Recycling teams, will take effect  
from 1 April 2025 and includes:

• A 15-hour working cap within any 24-
hour period. While exceeding this limit 
is rare, more robust measures will be 
in place to ensure safety, if it occurs.

• An extended rest time  
eligibility window for those  
on standby overnight.

• Clearer guidance on managing 
disturbance calls between 22:00 
and 06:00, to maintain a consistent 
approach across the business.

• Fatigue risk assessments required 
when 12 or more hours are worked.

This change reflects our ongoing focus 
on safety and wellbeing and aligns with 
our business aspiration, to ensure that 
no front-line colleagues work more than 
15 hours in a 24-hour period. It also 
strengthens our collective responsibility 
to manage working hours effectively, 
whether teams are office-based  
or on site.

Case study: improving safety and  
wellbeing in Water Recycling

We strongly believe, as an organisation,  
we all need to be highly engaged if we are  
going to make a step change in our health  
and safety performance. 

As Safer Every Day launches, Water Recycling 
employees are approaching their safety in a 
new way – through the formation of safety and 
wellbeing improvement teams. These teams are 
made up of people who are passionate about 
safety and want to make a difference at a local 
level. Through their introduction, our people 
have the opportunity to take control of their own 
workplace safety and make a positive impact. 

Case study: Active Management App 

In 2025, we developed a new active management 
application, which was designed to enhance the 
support and coaching our people receive in  
their daily work.

With a focus on health, safety, wellbeing, quality 
and the environment, the app fosters meaningful 
conversations through a set of simple, targeted 
questions. It also introduces powerful new 
features – including dashboards to track visits, 
review actions and prioritise high-risk safety 
activities. Additionally, employees will receive a 
summary email after each active management 
visit, ensuring transparency and follow-up.

Launched in April 2025, this new tool will play 
a key role in proactively managing challenges, 
improving service delivery and helping 
employees work in a safer, healthier  
and more sustainable way.

Mark Thurston speaking at the Safer Every Day launch, March 2025

At Anglian Water, safety is at the core of everything we do. As we ready 
ourselves to deliver our ambitious Business Plan in AMP8, keeping health, 
safety and wellbeing at the forefront has never been more crucial.  
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In 2025, we strengthened our commitment 
to employee wellbeing through the launch of 
Safer Every Day. Together, we’re creating a 
safer, healthier and more connected workplace: 
one where work has a positive impact on our 
employees’ wellbeing. Because when our people 
thrive, so does our business. 

We recognise that wellbeing is personal and 
constantly evolving. For some, it’s about being 
free from illness; for others, it’s about resilience, 
happiness and fulfilment. Our Wellbeing Strategy 
reflects this and is built on four, interconnected 
pillars: mental, physical, financial and social 
health. These pillars guide our initiatives and 
ensure holistic support for all colleagues.

We believe consistent, everyday actions  
lead to lasting change. Key achievements  
this year include:

• 22 wellbeing webinars delivered,  
with over 5,000 views. 

• Our largest-ever wellbeing event,  
engaging 4,900+ colleagues.

• Ongoing success of our initiative designed 
to support early detection of illnesses and 
encourage proactive health behaviours.

Key focus areas in 2024 included:

Musculoskeletal health

A common workplace health challenge, 
musculoskeletal health was a key focus in 
2024. We raised awareness around prevention 
and introduced a new hybrid Display Screen 
Equipment (DSE) assessment, to help employees 
better manage posture, equipment use and 
overall musculoskeletal health.

Mental wellbeing

We continue to foster a workplace culture 
grounded in mutual respect and psychological 
safety, where colleagues feel empowered 
to speak up and be themselves. In 2024, we 
delivered bespoke mental health training for 
frontline managers and Operations Logistics 
teams. This proactive support has previously  
led to a sustained reduction in mental health-
related absence.

Championing neurodiversity

We proudly celebrated neurodiversity in 2024 
and formally recognised self-diagnosis of 
neurodiverse conditions as valid. We remain 
committed to making reasonable adjustments 
for anyone who requests them and to sharing 
knowledge that helps make the journey smoother 
for colleagues exploring a neurodiverse identity.

Employee health and wellbeing

 
Occupational health

Our dedicated Occupational Health team 
carried out over 9,000 health assessments 
in 2024 and introduced the HAVS Zero Limit 
Project – going beyond health and safety 
guidance, by proactively screening employees 
for hand-arm vibration-related health risks. 
These checks ensure our colleagues are fit  
for work, and that their work doesn’t harm 
their health.
Wellbeing champions

Our network of 122 Wellbeing Champions 
plays a vital role in advocating for wellbeing 
across teams and driving local engagement. 
Looking ahead, we will be introducing a formal 
role description, to support coordination and 
better align their activities with our strategy.

Expert support for employee wellbeing

With over 3,000 referrals, our flagship private 
healthcare offering has helped employees 
access mental health support, physiotherapy 
and a wide range of consultants – ensuring 
timely, expert care when it’s needed most.

Case study: Innovative safety solution  
for cochlea implant wearers

We have sought a safety helmet solution for 
employees using cochlear hearing implants. 
Traditional safety helmets posed a challenge, as 
the internal harness conflicted with the external 
hearing processor, creating discomfort and 
compromising the fit. 

To address this unique challenge, we worked 
with Betafit (a PPE supplier) and those who 
use cochlear implants, to fully understand 
the specific requirements. Through a detailed 
assessment, Betafit explored various safety 
helmet designs to identify a solution that would 
accommodate the hearing processor, without 
compromising comfort or safety.

Betafit successfully developed a modified safety 
helmet that incorporates an additional layer of 
protection inside the harness. This adjustment 
ensures the cochlear implant remains in place, 
while providing the necessary head protection. 
The solution has now been seamlessly integrated 
into Anglian Water’s PPE supply through Tower 
Supplies, ensuring that employees with cochlear 
implants can work safely and comfortably. 

This collaboration demonstrates our 
commitment to inclusivity and safety, ensuring 
that all employees have access to PPE solutions 
that can meet their individual needs.

Working in partnership

Our safety helmet incorporating a cochlear hearing implant.

Looking ahead to 2025

In 2025, we’re expanding our annual Health, Safety and Wellbeing day initiative into a full week of events and activities. The week is designed to support 
wellbeing through impactful sessions, covering everything from mental health and physical wellbeing, to workplace safety and leadership perspectives.

This year, we welcomed a dedicated Health and Wellbeing Lead – a key role responsible for developing a comprehensive yearly wellbeing plan, 
enhancing psychological health and safety training and leading targeted health campaigns across the business.
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Reshaping our business for success
Customer and stakeholder expectations have 
evolved, with the Government’s growth agenda 
highlighting water as a key driver of economic 
and social progress. Our Business Plan for AMP8 
steps up to meet these demands. However,  
this builds on the cost and performance 
pressures experienced during AMP7. 

Over the next five years, we want to move to 
being an upper-quartile performer. To do this  
will require that we become a more agile and  
efficient business and that we strengthen 
capabilities within our workforce. 

We need to ensure we have the right people 
in the right roles, positioning us to optimise 
performance in AMP8 and beyond. This will 
require reshaping how we operate, starting in 
year one. Some areas, such as frontline teams, 
our alliance partners, the Safety team and our 
new Programme Delivery Partner, will expand. 
Conversely, senior leadership structures, 
enabling functions and non-operational areas 
will be streamlined to improve clarity, eliminate 
duplication and increase efficiency. 

While we are committed to being transparent, 
reshaping may also involve placing people 
into consultation and at risk of redundancy 
– a process that has already begun across 
some teams. However, there will be ample 
opportunities for individuals to retrain and 
diversify within the business. The savings 
generated will be reinvested in our assets, 
making us a more resilient and  
sustainable organisation.

Preparing for AMP8 and beyond
As we transition between AMPs, we’re evolving 
from a water company to one that must deliver 
key infrastructure. Investing in our people and 
partnerships has never been more critical; a 
resilient, skilled and adaptable workforce is 
essential to achieving our ambitious goals. To 
meet the evolving demands of AMP8 and prepare 
for AMP9 and beyond, we must proactively 
align our workforce with shifting regulatory 
requirements, customer expectations and 
operational challenges. 

Predicted labour growth in the water sector 
between 2024 and 2030 is 30%9. We have a plan 
to 2030, designed to ensure our workforce is agile, 
we are a competitive employer for talent and that 
we can maintain flexibility in the face of external 
change. Actions will include ensuring critical skills 
from those retiring are passed down into the 
business, we have greater employee engagement 
through more progression opportunities and  
a more flexible supply chain mode.

We have supported our Alliances to be well-
prepared, through a strategic and proactive 
approach to workforce planning. This includes 
growing frontline teams and strengthening 
partnerships to enhance delivery capacity.  
The addition of the new Programme Delivery 
Partner will further boost capability, ensuring  
that complex projects are managed effectively.

In preparation for AMP8, the alliances have 
introduced further strategic oversight, to enhance 
operational ownership. By aligning workforce 
capacity with business needs, they are enhancing 
collaboration, reducing duplication and driving 
greater efficiency. Additionally, there is a strong 
emphasis on retraining and upskilling the 
workforce, ensuring that people are equipped  
to adapt to new challenges and evolving 
operational demands.

Case study: Supporting the retirement journey

AMP8 investment and business growth is significantly higher than in previous AMPs.  
At the same time, a community of experienced and knowledgeable people will be  
initiating retirement plans across the business. 

However, unlike maternity planning, we didn’t have a culture where employees were 
encouraged to talk about their retirement plans — and there was often hesitancy to do  
so. This can result in unexpected notices and a lack of time to effectively implement 
succession plans. 

Employees aged 56 years and over:

• 17 years average length of service

• 17,000 collective years of experience

This presented us with a significant business risk that was unknown and undefined. In 2024, 
we launched a programme to support people and their retirement journey. This was based on 
feedback from across the organisation, to support our retiring employees and recognise their 
achievements, alongside ensuring the Company’s continuity and retention of knowledge.

We refreshed and introduced several options including:

• A glidepath approach to retirement, meaning employees can gradually reduce  
their working days.

• The opportunity to change roles within the organisation, with support to help identify 
potential opportunities.

• Employees planning to retire with at least six months’ notice will receive an extra  
payment, equivalent to two weeks’ basic pay, in their final salary.  

• Offering a complimentary car parking pass for our water parks, valid for one year  
after retirement.

Since launching this programme at the end of 2024, we have seen 23 upcoming retirees  
opt for the extended notice of retirement and two have opted for standard contracted notice. 
We estimate that we have gained 98 months of additional working time from employees,  
due to the incentive.

9 Water Industry Workforce Resilience Research – Energy & Utility Skills
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Best things about working here:

Our people

Our Purpose

Flexible, supportive culture

Opportunities to develop

Benefits package

7,860 colleagues shared their views (81% response rate). (2023: 7,265)

70% overall engagement 
(2023: 72%)

79%

83%

feel proud to play a part 
in creating environmental 
and social prosperity  
in the region we serve 
(2023: 79%)

feel their manager listens 
and responds to their 
ideas and concerns 
(2023: 84%)

85%

86%

86%

have a clear 
understanding of our 
business goals  
(2023: 86%)

feel this is an  
inclusive place to  
work (2023: 86%)

agree there is a strong 
emphasis on great 
customer service 
(2023: 86%)

Love to Listen 2025 
Love to Listen is an important part 
of our interaction with employees, 
helping us understand our people's 
experience and work together to 
continually improve. We do this 
through surveys on an independent 
platform where people can share  
their views in confidence.   

After a year of change, this year’s results show 
overall engagement has dipped slightly at 70% 
– down two points from 2023. People continue 
to enjoy their jobs and working with their team 
colleagues. They continue to feel supported 
by their manager and appreciate our flexible, 
inclusive culture, support for safety and  
wellbeing and our employee benefits.   

As we look ahead, our focus will centre around 
three key areas: living our values and becoming 
Safer Every Day; ensuring fair performance and 
reward; and improving collaboration across 
teams. The launch of Safer Every Day will play a 
vital role in embedding our core principles into 
everyday working life and will drive a stronger 
safety culture. 

We’re also committed to making further progress 
on performance and reward, with ongoing work 
to enhance pay frameworks and out of hours 
arrangements, to support our people better. 

Finally, strengthening collaboration remains 
a priority, with plans in place to reshape the 
business for AMP8; simplifying ways of working  
and removing duplication, to help teams work 
together more effectively.

Top things to improve:

Cross-business working

Efficiency and removing duplication

Works Technician reward

Improving facilities

Our people and culture

Pay update
In 2024 Anglian Water and the Trade Unions 
agreed a pay deal for the years 2024/25 and 
2025/26. All parties felt the deal reflected the 
incredibly hard work of all our people. We’ve  
also responded to feedback and given employees 
the option to make longer-term financial plans 
and commitments. 

For the financial year 2025/26:

• A base pay increase, based on the November 
2024 Consumer Price Index including Housing 
costs (CPIH) rate (3.5%1) plus 1%. (The rate was 
published in December 2024.) The increase 
will also apply to overtime and contractual 
allowances, such as standby and callout; for 
clarity this will also be a consolidated uplift. 

Looking ahead:

• The next round of pay negotiations between 
Anglian Water and the Trade Unions is likely  
to take place at the end of 2025. At this point, 
we will consider our approach – regarding  
how to look to the future – and provide an  
update accordingly. 

Dignity at Work
At Anglian Water, living our values means 
fostering a workplace where everyone feels 
respected, included and supported. To help make 
this a reality, we’ve refreshed our Dignity at Work 
training, drawing on real experiences shared by 
our people and aligning with recent updates to 
the Equality Act 2010.

The updated training is now mandatory for 
all employees and covers key topics such as 
bullying and harassment, respectful language, 
allyship, and more. It’s an important step in 
building a culture where everyone can thrive and 
sets a shared standard as we begin the next  
AMP with clarity and purpose.

1 Consumer price inflation, UK - Office for National Statistics
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Apprentices and graduates have long been the 
lifeblood of Anglian Water. We are dedicated  
to making our early career programmes 
attractive, so we can build a vibrant and  
diverse future workforce.

We continue to recognise the challenges that 
some of our apprentices and graduates may 
face when attending interviews, such as relying 
on public transportation, managing anxiety or 
navigating neurodivergence. To address these 
barriers, we have shifted our candidate selection 
process to focus on skills and behaviours rather 
than grades. And we have updated the structure 
of our in-person assessments.

In addition, we are also tackling social mobility 
challenges, by introducing support measures 
– such as scheduling assessments later in the 
morning, to accommodate other commitments 
or public transport timetables. 

To promote our apprenticeship programme 
in 2025, we hosted three open evenings, 
where Anglian Water employees and current 
apprentices engaged with prospective 
apprentices, along with their parents, carers 
and teachers. These events attracted a total of 
120 attendees, providing valuable insights and 
firsthand experiences about the programme.

For the 69 operational apprenticeship vacancies 
advertised (which are set to begin in 2025), we 
received over 2,000 applications – a 30% year-
on-year increase – with over 850 applications 
arriving in the first week alone. These applicants 
came from across 90 towns and cities, with 
17% identifying as from Ethnically Diverse 
Communities (EDC) and 10% being female.  
To ensure we selected the best candidates  
for these roles, we held 14 assessment  
centres, as part of a thorough and inclusive 
selection process.

Our apprenticeship programme achievement 
rates currently sit at 100%, which already 
surpasses the Government’s ambition of a 67% 
achievement rate for apprenticeship standards, 
by the end of the 2024/25 academic year. What’s 
more, apprenticeship retention at Anglian Water 
after 10 years is 87%, compared with the national 
average apprentice retention after one year of 
just 54% (source: Department for Education).

Since 2020, we have provided apprenticeship 
opportunities to approximately 570 employees.

After joining the business in  
August 2024, our Chief Executive Mark 
Thurston, wanted to raise awareness further, 
at a senior level, about the importance of 
supporting apprentices and graduates –  
having started his career as an apprentice.

Mark has introduced a new initiative, where 
each month, apprentices and graduates are 
invited to attend the Executive Committee 
meeting. They have 10 minutes to share 
their experiences, insights, or passions 
directly with senior leaders. Seated among 
the executives in an inclusive and informal 
setting, they have the opportunity to bring 
their personalities to life and engage in 
meaningful dialogue. 

So far, 13 apprentices and graduates have 
taken up the opportunity, which not only 
empowers future leaders to have their 
voices heard, but also fosters a culture of 
continuous improvement and collaboration.

Case study: Engaging future leaders at the executive level

"In December 2024, I had the 
opportunity to attend an Executive 
Committee meeting and share my 
apprenticeship experience with Mark 
Thurston and members of the Executive 
team. I spoke about my journey as a 
Network Technician and as a woman in 
a traditionally male-dominated field. 
“Throughout my apprenticeship,  
I’ve had incredible support from my 
early careers partners, managers  
and mentors." 
Rosa Bailey, Apprentice  
Network Technician

Anna Wilson, Graduate 
Environmental Leadership Trainee

Our Graduate programme, established 
in 2004, provided 92 opportunities for 
aspiring leaders through AMP7 (66 with 
the @one Alliance, 26 within Anglian 
Water), demonstrating our ongoing 
commitment to talent development. 
These include environment, customer 
service, asset management, project 
management and engineering — ensuring 
a strong foundation for future leadership. 

Apprentices and graduates: our future workforce

“Throughout my apprenticeship, Anglian 
Water has provided exceptional support 
and invaluable experiences, helping 
me grow in my role and contribute 
more effectively. A standout moment 
was attending an executive board 
meeting, where I shared my journey and 
highlighted Anglian Water’s value as an 
employer – an experience that reflects 
its strong commitment to developing 
apprentices and investing in the future.”
Rohan Boulton, Data Science  
Degree Apprentice

“Being invited to speak to senior  
leaders about my Graduate Scheme 
experience reinforced my belief that 
early careers are truly valued at 
Anglian Water. I received a warm and 
enthusiastic response, felt able to  
speak freely, and was fully supported  
by the People team throughout.”
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Recruitment and retention

We remain committed to refining our attraction 
and selection processes, with inclusion at the 
heart of everything we do. Our aim is to build  
a diverse, skilled team that reflects our values 
and Purpose. 

Over the past year, we have continued to monitor 
recruitment and candidate trends, making 
adjustments where needed to ensure our 
approach remains fair, accessible and inclusive. 
As part of this ongoing work, several key  
changes have been introduced, including:

Supporting inclusive and fair  
recruitment practices
We have continued to invest in the development 
of our hiring managers, by providing 
comprehensive recruitment and interviewing 
skills training. This programme ensures that all 
managers are equipped with the necessary tools 
to select candidates in a fair, consistent and 
inclusive manner, supporting our commitment  
to building a diverse and capable workforce.

In our ongoing commitment to inclusion and 
equity, we will ensure the scheduling of our 
apprenticeship assessment centres from 
2026 onwards takes into account key religious 
observances, such as Ramadan. 

Enhancing candidate experience 
Following the success of last year’s trial, we 
now provide all candidates – both internal and 
external – with their behavioural interview 
questions in advance. This initiative offers 
candidates the opportunity to prepare thoroughly 
for their interviews, creating a more transparent, 
supportive and equitable process for  
everyone involved.

Fairer assessment centres
To help drive greater objectivity and fairness 
in our recruitment process, our assessment 
centres now include independent assessors. 
These assessors provide additional oversight 
and ensure selection decisions for our future 
apprentices are made through an unbiased  
lens, aligned with our organisational values  
and behaviours.

Improved occupational health  
system for accessibility
We have enhanced our online Occupational 
Health system, Cority, to better capture 
adjustment requirements for candidates and 
employees. Cority now holds an accessibility 
rating of WCAG 2.2, reflecting our commitment 
to creating an inclusive and supportive working 
environment for all.

Updated recruitment  
adjustments information

To help candidates feel fully supported, we’ve 
refreshed our external adjustments page with 
helpful guidance on recruitment and interview 
preparation. Our candidate communications  
and adverts now clearly highlight how to get in 
touch for support, and the interview preparation 
guide is also available on our intranet for  
internal candidates.

Expanding candidate support  
through data transparency

We have broadened the voluntary disability 
question on our application form, providing 
candidates with clear information on why we 
request this data and how it will be used to 
support them during the recruitment process. 
This reflects our ongoing efforts to create  
a fully inclusive experience for every applicant.

Disability Confident Level 3  
application progress
Last year, we shared our intention to apply for 
Disability Confident Level 3 accreditation. While 
the process has taken longer than expected, 
we remain fully committed to achieving this 
important milestone. Work is continuing and 
we’re on track to progress our application in 
2025, as part of our wider inclusion strategy.

Case study: Expanding our training school 

Over the past year, we’ve expanded our Training 
School to include project and planning roles. 
Our first cohort ran from April to July 2024, with 
18 people recruited on a fixed-term contract. 
Selection focused on behaviours and potential, 
rather than existing technical knowledge. We 
delivered a 10-week programme to provide 
participants with the skills and knowledge 
needed to become an Assistant Project Manager 
within one of our capital delivery routes. This 
included two weeks of in-person learning at 
the Anglia Ruskin University campus, covering 
essential business skills, project management 
principles and workplace readiness. 
 
Following the programme, we successfully 
appointed 17 individuals into permanent  
roles. A second programme is now underway, 
with a new cohort of 15 people.

Armed Forces Covenant  
Gold Award achievement

We are proud to have retained the Armed 
Forces Covenant Gold Award this year. 
This recognition reflects the collective 
efforts of our steering group and wider 
business community. To secure the 
award, we demonstrated our  
commitment to:

• Supporting the mobilisation of 
Reservists within our workforce, with  
a framework in place to facilitate this.

• Engaging proactively with stakeholders, 
to promote Forces-friendly  
recruitment practices.

• Actively supporting the Cadet 
movement among our colleagues.

• Advocating for the Defence and Armed 
Forces community and encouraging 
our network – including through our 
preferred supplier list reviews and 
LinkedIn activity – to sign up to the 
Armed Forces Covenant.

This achievement reinforces our ongoing 
dedication to being a supportive, inclusive 
and responsible employer for the Armed 
Forces community.
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Over the past five years, nearly 200 people have taken part in our leadership talent programmes 
across all levels. A key focus has been increasing gender diversity in leadership, with 44% of 
participants identifying as female and 56% as male. This intentional approach is helping us open more 
pathways for women into leadership roles and build a more balanced and inclusive leadership pipeline.

Developing our talent pipeline

We believe every person brings unique 
talents. That’s why managing talent means 
understanding our people – so we can attract, 
grow and keep the best. We’ve created a 
playbook, to help everyone take charge of 
meaningful, high-performing careers, whether 
shaping their own path or supporting others.  
Our focus is clear: we take a company-wide  
view of the skills, knowledge and behaviours  
that drive our success.

Our blended onboarding experience, delivered 
both digitally and in person, provides new joiners 
with the tools, connections and inspiration they 
need to thrive from day one. By engaging both 
heart and mind, we create a meaningful first 
experience that supports retention and 
long-term success.

This year, we’ve refreshed our in-role 
development and talent programmes, to better 
support our current and future leaders, at every 
level. By embracing a blended learning approach, 
we’ve created a more engaging, flexible 
experience that empowers individuals to grow 
and perform at their best.

Our Aspiring Leaders programme is all about 
growing confident, capable leaders. By focusing 
on leading self, leading others and leading the 
business, it gives individuals the clarity, support 
and skills they need to take the next step and 
thrive in future leadership roles.

Anglian Water Force

Anglian Water Force (AWF) is the 
community of people across our business 
who support us to resolve incidents and 
minimise impact to our customers.

Employee engagement continues to be 
strong, with AWF helping to respond to 15 
incidents throughout 2024/25 and also 
providing full standby cover, to support 
our Water Recycling colleagues during the 
maintenance and treatment cutover and 
Christmas period cover. 
  
Throughout the year, we held over 
50 training and exercise sessions for 
the community, as well as adding an 
increased line of resilience to AWF. 
Critical incident roles have been trained to 
resources who are on standby 24/7. This 
has seen a vast improvement to response 
times for getting incident teams in place.

A fresh approach to developing our people

Core offer: In-role development Talent programmes*

• Essentials for Leaders

• Transforming our  
leadership essentials

• Make Today Great**

• Senior Talent  
Development Programme

Senior Leaders

Middle Managers

Front Line Managers

Team members

• Rising Stars Programme

• Aspiring Leaders Programme

Open access 
for all:

Life Orientation | eLearning | Values and behaviours self assessment | Mentoring

* For those who have been identified as having the potential and performance to move to a more senior role in the business. All programmes 
are through an application/selection process.

** Customer facing roles.

Leader talent programmes | Programme overview

Our Rising Stars and  
Senior Talent Development 
Programmes equip 
individuals for their next 
leadership move. 

Rising Stars focuses on 
high-potential talent 
preparing for major 
leadership roles. 

Senior Talent Programme  
is for experienced 
professionals, ready to 
step into business wide 
influence and external 
partnerships.

01

02

03

04

05

360 Feedback: Gain a comprehensive 
evaluation of personal performance 
from different perspectives.  
Report will then be fed back.  
by an accredited coach.

Masterclasses: Quarterly 
workshops, themed on key topics 
linked to business priorities and 
current challenges.

Coaching: Assigned a coach 
for 4-6 sessions, to support 
growth and development 
related to personal goals.

Business project:  
A Board-sponsored project 
on a strategic business 
issue, which will allow the 
group to collaborate and 
practically apply what  
they are learning. 

External collaboration*: 
Challenge24 is an exclusive 
collaborative leadership 
learning programme. It has 
been created, designed 
and developed for and with 
a network of partnering 
organisations.

* Specific to Senior Talent Development Programme to foster collaboration across industries
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Inclusion

Our inclusion strategy covers three strands: Key actions undertaken in 2024/25

1. Developing awareness  
and education

 Raising awareness of key topics, recognising 
and celebrating diversity and educating  
our people.

•  Speaker events including Olympian Susannah Townsend for Pride Month and Benjy Kusi  
for Black History month. 

•  Lunch and learns on epilepsy and microaggressions.

•  Blogs about ADHD, Chanukkah, Day of the Dead, having a premature baby, Easter, Eid.

•  Presentations at new apprentice and graduate induction sessions regarding inclusion.

2. Build and grow our  
Inclusion community

 Together, we will continue to grow the 
community as a safe place to share,  
engage and be allies, fully supported  
by our management board.

• Inclusion Week 2024 and monthly inclusion events.

• Ensuring we’re an attractive employer for women and minority genders, offering enhanced maternity, 
paternity and adoption leave, shared parental leave, flexible and part-time working. We have supportive 
policies, including pregnancy loss, transgender and transition and domestic abuse.

• We have active Employee Resource Groups (ERGs) for women, minority genders and allies including  
Women Inspiring, Connecting and Advocating community, Menopause group and The Balancing Act,  
a network for parents of all genders managing work and busy home lives with children.

3.  Making changes to move  
our organisation forward

 Together, we will embed inclusion within 
our policies and practices and we will create 
interventions to remove barriers

• Evacuation Chair training, to support colleagues with mobility issues.

• Updated mandatory eLearning and dignity at work policy, following changes to equality  
act regarding sexual harassment.

• Published our first joint Ethnicity and Gender Pay Gap Report. 

• Launched three new employee-led groups. 

• Maternity, paternity and adoption policies updated, to increase our enhanced offering.

We want to ensure Anglian Water is a safe, welcoming environment for everyone.  
We continue to implement our Inclusion Strategy, which is now in its fifth year.

Ethnicity 

This year, we reported on our Ethnicity Pay Gap 
for the third year in a row. Recording ethnicity 
is voluntary. Since 2019 we have asked our 
workforce to do this, to help us understand  
and support people from all ethnic  
backgrounds appropriately. 

The proportion of employees who record their 
ethnicity has risen from 32% in 2020 to 73% in 
2024. As a result of this improvement in data 
capture, the number of eligible employees in the 
overall reporting population for the ethnicity pay 
gap for Anglian Water has increased from  
62.8% to 65.3% (2.5%).

In line with our predictions in previous years, our 
Ethnicity Pay Gap has risen as we’ve gained more 
visibility of our Ethnically Diverse Community 
(EDC) population. We are continuing to build 
on our recruitment efforts, to encourage more 
people from EDC to join Anglian Water at  
all levels and to improve representation,  
progression opportunities and inclusion  
for our EDC employees. 

To read more about how we are working 
to improve the gender and ethnicity 
composition of our workforce, see  
our Remuneration Committee report, 
pages 147-165.
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Progress made on inclusion since 2020
Growing our Inclusion Community

We’ve grown our internal inclusion community 
from 40 members (at its inception in May 
2020), to more than 450 members in 2024. 
The community meets regularly and members 
are encouraged to share updates with their 
colleagues. We also hold regular guest speaker 
and panel events. Members of our community 
have been instrumental in our Inclusion Weeks. 

Awareness and education

• Launched our mandatory Inclusion training 
in 2021 – to date 91% of employees have 
completed the training. We have recently 
refreshed this training and relaunched  
in April 2025.

• Launched Neurodiversity training for 
managers and team members and dedicated 
internal information pages in 2023.

• From 2021, we started regularly sharing stories 
and information about the main festivals of the 
major religions through our internal channels.

• Sponsored Lincoln Pride in 2022, 2023 and 
2024 and the first East Coast Pride in 2024. 

Specific interventions

• Launched our Holiday Swap Policy in 
2021 (shortlisted at 2022 Water Industry 
Awards), allowing people of faiths (other than 
Christianity) to swap the Christmas and Easter 
holidays for their own festivals.

• In response to employee feedback, we  
updated signage on accessible toilets 
throughout our offices, to highlight not  
all disabilities are visible.

• Creation of reflection rooms in  
our main offices in 2023.

• Working in collaboration with employees, we 
undertook accessibility audits of our sites in 
2023, leading to improvements for disabled 
colleagues and customers, including automatic 
doors, levelling car parks and repositioning 
disabled spaces.

• Achieved Disability Confident Employer  
Status in November 2023.

• Introduced new policies such as our Transition 
and Transgender policy, Bereavement policy 
and Domestic Violence policy.

• Made a number of improvements to our 
maternity and paternity offering, enhancing 
our paid maternity leave offer in 2023, and 
introducing family-friendly policies such 
as Pregnancy Loss, Shared Parental Leave, 
Adoption Leave and Time off for Dependants.

As we head into AMP8, we have updated our 
strategy, building on what we learnt from 
AMP7, with much closer links to our values. 
This includes improving our data, so we can 
understand how best to support our people and 
track our progress, building the diversity of our 
workforce, to attract talent and reflect the region 
we serve and supporting and celebrating our 
people through our values-led culture.

Together we: 

Build 
trust

Are always 
expl   ring

Together we

• Embed inclusive hiring practices.

• Support our managers to lead  
high performing inclusive teams.  

Build 
trust

Are always 
expl   ring

Together we

• Build belonging through our  
employee led communities.

• Celebrate colleagues who  
role model our values.

Build 
trust

Are always 
expl   ring

Together we

• Track progress through accurate  
data reported consistently.  

• Embed inclusion into innovation  
and new ways of working.  
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National and local government
Strong relationships with our political 
and Government stakeholders enable 
us to best serve communities and 
economies within the region. 

The General Election in July 2024 brought about 
significant changes in Government. Across the 
77 parliamentary constituencies that we serve in 
the region, 42 new Members of Parliament  
were elected. 

We have worked hard to build relationships with 
new MPs, engaging parliamentary candidates 
in the run up to the election. We established 
relationships through hosting site visits, one-to-
one meetings and attending key summits  
and conferences. 

This year we attended 237 meetings andsite 
visits, with more than 900 political stakeholders 
– from MPs, to County and Parish Councillors – 
and with prospective parliamentary candidates, 
during the approach to the General Election. 
Through these meetings, we engaged with over 
1,000 regional stakeholders; from businesses and 
environmental groups, to NGOs and residents. 

We regularly engage with political stakeholders 
in the region, particularly during operational 
incidents. Other proactive communications 
covered topics such as investment, infrastructure 
improvement, environmental protection, support 
with the cost of living, our Purpose and the 
supply and demand challenges. 

Wide-ranging reforms

The change in UK Government also brought a 
renewed focus on the water industry, leading  
to a three-stage approach for sector reform. 

Shortly after taking up his role as Secretary of 
State for Environment, Food and Rural Affairs, 
Steve Reed announced initial policy changes, 
including asking water companies to change 
their Articles of Association, to embed customer 
and environmental outcomes in their decision 
making. This was a step that Anglian Water  
took in 2019. We shared our experience of 
embedding a purpose-led approach, to help 
inform the Government’s policy approach.  
We’ve continued sharing insights and have 
gathered feedback from officials on our 
upcoming ‘Purpose Impact Assessment’, ahead 
of publication. More in ‘Measuring our Purpose 
performance’, pages 27-29.

The second stage of reform was the Water 
(Special Measures) Act. This covered 
transparency, monitoring, penalties and executive 
bonuses, giving regulatory bodies new powers 
across a range of areas. Throughout the passage 
of the Bill, we responded to consultations 
designed to shape implementation of the  
new powers. 

The third-stage of reform is an independent 
commission on the future of the water industry, 
being led by Sir Jon Cunliffe. In December 2024, 
we responded to a detailed initial consultation, 
which helped to shape the Commission’s 
call for evidence in February 2025. The 
recommendations from the Commission are 
expected to result in legislation in 2026, which 

will shape the 2029 Price Review and beyond.  
We continue working with the Commission to 
ensure that the proposed reforms deliver  
a regulatory system that is fit for purpose.

Building relationships with the  
new Government

As the Government works through significant 
policy changes, we’ve worked to support their 
thinking, by hosting a series of visits that 
demonstrate our work in action. 

In January 2025, Defra Parliamentary Under-
Secretary of State Baroness Hayman, visited 
a number of our Emergency Overflow sites in 
Essex. The visit followed a similar structure 
to one we hosted in November 2024 for Defra 
officials in Norfolk. Our hosting coincided with 
the Water (Special Measures) Act being navigated 
through Parliament, which included new 
requirements for the monitoring of Emergency 
Overflows. This helped Ministers and officials 
understand the context in which we manage 
Emergency Overflows, as well as the challenges 
with monitoring and operating these assets. 

In February 2025, we welcomed Defra 
Parliamentary Under-Secretary of State, Emma 
Hardy MP to a meeting with our Board, followed 
by a site tour at Grafham Water Treatment Works. 
The meeting was the first of a series across all 
water company boards, designed for the Minister 
to discuss Government priorities, alongside 
hearing about the industry’s efforts to improve 
performance and attract investment. 

In March 2025, we held our third Ministerial visit 
of the year. Our Strategic Pipeline Alliance (SPA) 

welcomed Steve Reed MP, to our site in Rede, 
near Bury St Edmunds, where a new storage 
reservoir and water pumping station are  
under construction. 

During the visit, Reed saw firsthand how 
the construction of the storage reservoir is 
progressing. When operating, the reservoir is 
expected to hold 20 million litres of water and 
support the existing network and the flow of 
water, to parts of the region where it is needed 
most. The Secretary of State referred to the site 
as "incredible new infrastructure", adding, "we 
have to make sure there is enough water for 
domestic use and the economy to grow and  
for this region to prosper in the future.”

Work started on site in 2024 and is due  
to complete late 2026. It will be fully  
commissioned in 2027.

Steve Reed MP and our Chief Executive, Mark Thurston, 
visit Rede, where we are constructing a new reservoir 
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Regulators
As a regulated business, we strive 
for open and constructive working 
relationships with our regulators.

Ofwat

Over the past year, we have actively engaged 
with Ofwat through in-person meetings, industry 
forums, collaborative working groups and  
formal written submissions.

We hosted many Ofwat visits throughout the 
year, including at Rutland Water and Great Billing 
Water Recycling Centre and Sludge Treatment 
Works. In September, we welcomed Ofwat and 
the team at RAPID to our Fens reservoir site, to 
see how plans are unfolding. The development 
process for the Fens reservoir means we have 
many discussions with RAPID, Ofwat and Defra, 
as part of the formal regulatory process. 

Our Chair, Dr Ros Rivaz and Chief Executive Mark 
Thurston, have periodic meetings with their 
counterparts at Ofwat – Iain Coucher and David  
Black – respectively.  

Our executive leadership team regularly 
engages with Ofwat. In response to our ‘lagging’ 
categorisation in Ofwat’s Annual Performance 
Report, we submit progress reports against 
our targets every quarter, alongside attending 
quarterly meetings, chaired by Helen Campbell  
– with Defra and the Environment Agency  
also in attendance. 

In July 2024, Ofwat’s Draft Determinations were 
published, outlining the proposed pricing and 
investment plans for water companies for AMP8. 
We submitted our formal responses in August. 

In December, Ofwat published its final 
methodology for PR24 and, following a detailed 
review, we have requested a referral to the CMA.

Environment Agency

We work with the Environment Agency regularly, 
with recent consultations demonstrating the 
breadth of the legislatory framework we operate 
within. Topics varied from strategic objectives 
and funding allocations, through to monitoring 
river health and when events, such as  
spills occur.

Our Chair and Chief Executive have periodic 
meetings with Alan Lovell and Philip Duffy, 
respectively.  Our executive leadership team 
has built strong relationships with senior 
stakeholders over many years, and we have taken 
forward partnership working on projects, such 
as flooding preparedness and nature-based 
solutions. 

In July 2025, the Environment Agency will 
publish its Environmental Performance Report 
for 2024, assessing water companies' adherence 
to environmental standards. As a result of this 
report, we are putting plans in place to meet 
stricter regulatory standards and  
reduce environmental risk.

Our 2024 Annual Performance Report, published 
separately, outlines our ongoing efforts to 
improve environmental outcomes, reflecting 
our commitment to collaboration with the 
Environment Agency, to enhance  
environmental performance.

Drinking Water Inspectorate (DWI)

To ensure all our customers can access safe, 
clean drinking water, both now and in the future, 
we regularly meet the DWI to review issues that 
could impact water quality in our region. This 
includes the Materials in Contact prosecution, 
where we reported failures to the DWI. We 
continue to work with the DWI, to ensure best 
practice is followed at all times.

Our meetings with the DWI ensure there is 
an open and transparent flow of information, 
with meetings ranging from monthly calls, to 
liaison meetings with our Principal Inspector 
and their team. Together, we review progress on 
recommendations from the DWI, including those 
from the Clean Water Committee. 

We report annually to the Inspectorate on our 
performance. Scores across the whole sector 
are published in the Chief Inspector’s report 
in the summer. Alongside our industry peers, 
we attend an annual summer event, where the 
report is presented. These meetings, and our 
engagement at various levels within the DWI, 
ensure we are providing them with the most up-
to-date information on the quality of the water, 
any issues we have encountered and how we’re 
tackling them, alongside our plans for the future.

Consumer Council for Water (CCW)
We continue to engage and consult with the CCW 
across the full spectrum of customer services 
and hold regular meetings with them, to discuss 
ongoing initiatives and provide proactive updates 
on areas such as emerging service concerns.

In September, we discussed our Indicative 
Wholesale Charges Schedule with the CCW, 
reviewing proposed charges and their impact 
on customers. This followed our interactions in 
August, where the CCW provided feedback on 
Ofwat’s Draft Determination, reflecting ongoing 
engagement between our organisations, to 
address consumer concerns. This engagement 
continued in October when the CCW, in 
collaboration with Ofwat, conducted research on 
the Draft Determination, focusing on customer 
perspectives and financial challenges. 

In addition, we have been actively involved in the 
industry-wide complaints working group and 
undertook a complaint audit, after which we held 
a session to provide feedback to CCW on the 
actions and changes implemented in response 
to their recommendations. To ensure continual 
learning and improvement, we have internally 
replicated the audit process. 

These ongoing interactions demonstrate our 
commitment to working with the CCW, to address 
customer needs and ensure fair pricing and 
service standards.

Natural England

Natural England is an executive non-
departmental public body, sponsored by Defra, 
which we have worked with since 1999. We work 
collaboratively with Natural England, to agree  
and implement management across our SSSIs  
to ensure they remain in favourable condition.
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Committed shareholders, engaged 
debt investors and a more accessible 
digital platform are driving 
transparency and resilience  
across Anglian Water.

Strong, supportive shareholders

Our shareholders have been a consistent source 
of support over the years, with some having been 
part of Anglian Water since AMP4 (2006). Their 
long-term commitment has provided stability 
and continuity, allowing us to focus on delivering 
sustainable outcomes for our customers  
and the environment.

We maintain an open and regular dialogue with 
our shareholders, ensuring they are fully engaged 
in our strategies and progress. Their input has 
been invaluable in shaping our plans for AMP8, 
ensuring that our goals are aligned with both 
business priorities and the needs of  
the communities we serve.

Having also been with us through the CMA 
referral process at the start of AMP7, our 
shareholders are well-informed about the 
challenges we may face and are committed to 
supporting the business through this process. 
Their ongoing guidance, understanding and 
steadfast backing continue to be crucial, as we 
navigate the complexities of the coming years.

Further information on Anglian Water Services 
Directors can be found in ‘Board of Directors’, 
pages 123-126.

Strong shareholder and investor relationships
Debt investor engagement

At Anglian Water, maintaining strong and 
transparent relationships with our debt investors 
is key to ensuring long-term financial stability 
and success. Over the past year, we’ve held 
four investor engagement events, two of which 
offered both in-person and online attendance 
options. These events attracted over 250 
attendees, demonstrating the level of interest  
and engagement from this community.

Our ongoing and active engagement programme 
ensures our debt investors remain well-informed 
about our financial performance, strategic 
direction and key developments across the 
business. This open dialogue helps to strengthen 
relationships and provides our investors with the 
insights they need to make informed decisions.

Since April 2024, we have successfully raised 
significant capital in the private investment 
market, further solidifying our financial 
foundation. This reflects the confidence 
the investment community has in our long-
term strategy and operational resilience. Our 
efforts in securing this funding are integral to 
supporting our business objectives, including our 
commitment to environmental sustainability and 
delivering essential services to our customers.

Read more about our sustainable investment 
programme on our website.

In December 2024, Anglian  
Water Group (AWG) launched 
its newly redesigned website, 
to provide a more intuitive and 
streamlined experience for its 
stakeholders — particularly the 
investor community. Developed 
with feedback from users, the  
new site reflects their priorities  
and enhances access to  
key information.

The new website makes it easier for 
users to find updates on financial 
performance, regulatory filings, 
sustainability initiatives and corporate 
governance. Built with direct investor 
feedback, the new platform is a valuable 
resource that enhances transparency 
and strengthens engagement. The 
launch marks a significant step 
forward in how Anglian Water Group 
communicates with its investors, 
reinforcing the commitment to delivering 
a best-in-class digital experience.

Stills from the new Anglian Water Group website

Launch of the new Anglian Water Group website
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Section 172 
statement
In July 2019, with the approval of our 
Board and shareholders, we became 
the first major utility company to 
enshrine our Purpose into how the 
business operates, by amending 
our Articles of Association. This 
amendment means that the Company 
has enshrined, for the long-term, the 
principles set out in section 172 of 
the Companies Act 2006 – making 
us accountable for delivering on our 
long-standing commitment to working 
in the public interest (see page 27).

Section 172(2) states that, where the purposes 
of a company consist of purposes other than, 
or in addition to, benefiting the company’s 
shareholders, the section 172 duties will take 
effect, as if the reference to promoting the 
success of the company for the benefit of 
shareholders were a reference to achieving 
those alternative purposes. The purpose of 
the Company (our Purpose) is to conduct its 
business and operations for the benefit of 
members, while delivering long-term value for 
its customers, the region and the communities 
it serves, seeking positive outcomes for the 
environment and society. It follows that the 
directors of the Company have a duty to act in 
a way that can be considered as most likely to 
promote our Purpose. 

The following disclosures demonstrate how the 
Anglian Water Limited Services Board has regard 
to the matters set out in section 172(1) (a) to (f) 
and includes cross-references to other sections 
of the report for further information.

S.172(1)(a) The likely consequences  
of any decision in the long term
Anglian Water’s long-term strategy is driven by 
our 25-year Strategic Direction Statement (SDS). 
Since the SDS was first published in 2007 it has 
been refreshed, with Board support, in both 2017 
and 2023 and now covers the period to 2050.  
The four key strategic priorities set out in our 
SDS are shown in our business model on page 
8. The SDS sets out what we want to achieve, in 
terms of outcomes for our region, and our Long-
Term Delivery Strategy (LTDS) refines this further, 
determining how we will get there through a 
core pathway of investments and interventions 
across the business through to 2050. The LTDS 
draws information from our other long-term 
plans such as the Water Resources Management 
Plan (WRMP) and the Drainage and Wastewater 
Management Plan (DWMP). The Board has been 
closely engaged with each of these strategic 
plans and has provided assurance  
where required.

Much of the Board’s focus over the prior and 
current financial year was the PR24 Business 
Plan for the period 2025-2030, with the Board’s 
engagement in the development of the PR24 
Business Plan stretching back to March 2021. 
See the case study on page 72 for further details. 

A key element to securing the long-term 
future water supplies is the development of 
two new reservoirs in the East of England, 
one in the Cambridgeshire Fens and another 
in Lincolnshire. The Board is already closely 
engaged in the development of these projects. 
During the year, a number of directors visited the 
proposed sites of both reservoirs. Additionally, 
the Board has considered a number of updates 
on the reservoirs, as well as attending events 
with employees. To ensure appropriate Board 
oversight of this key strategic initiative, Ian 
Funnell, an Independent Non-Executive Director, 
has joined the Reservoirs Programme Board. 

In the year, the Board considered the updates made to the UK Corporate Governance Code and 
approved the new Anglian Water Services Corporate Governance Code 2025 (AWS Code 2025).  
To ensure that Anglian Water will be compliant with the AWS Code 2025, the Board considered 
the Financial Reporting Council (FRC) Corporate Governance Code Guidance (FRC Guidance) and 
associated questions over the course of the year. These questions focus on areas such as our 
Purpose and strategy, decision making and stakeholder engagement.  

The Board has also approved Anglian Water’s long-term viability statement (see pages 117-120), 
within which the directors have assessed the Company’s prospects over the next ten years.

S.172(1)(b) The interests  
of the Company’s employees

The welfare and development of our employees 
and of the Company’s culture, values and 
behaviours, are key areas of focus for the Board 
and its committees, with employee-related 
issues covered at every Board meeting. Areas 
considered by the Board and committees range 
from health, safety and wellbeing to inclusion, 
employee engagement and succession planning. 

The Board meets the Head of Safety on a 
quarterly basis, which enables the monitoring of 
key safety trends and challenges to performance, 

Board decisions

When making decisions, the Board takes into consideration the interests of all relevant 
stakeholders. To enable the Board to make well-informed decisions, high-quality and detailed 
Board papers are provided in advance of meetings through a secure Board portal, allowing 
directors plenty of time for thorough review and consideration prior to Board meetings. Board 
paper templates specifically include the stakeholders impacted by each paper, ensuring 
directors consider the views of each relevant stakeholder in their decisions. Additionally,  
the Company maintains a forward planner that outlines the standard agenda items for each 
Board meeting, along with additional topics that need to be addressed in the year. 

The Board includes an appropriate combination of executive and non-executive (and in 
particular independent non-executive) directors. During Board meetings there are open 
discussions, where the non-executive directors constructively challenge, provide strategic 
guidance and offer specialist advice, while holding management to account. The Board 
benefits from the diverse skills, knowledge and experience of all directors, all of whom 
understand the importance of their section 172 duty to act in good faith to promote the 
success of the Company.

where appropriate. During the year, Anglian 
Water employees were required to complete 
mandatory health and safety training, to ensure 
readiness for AMP8, reinforcing the importance 
of safety and ensuring it remained a strong 
focus for all employees. We also introduced 
our new commitment to health, safety and 
wellbeing through Safer Every Day, our initiative 
to ensure the safety of our colleagues, customers 
and partners across Anglian Water. Further 
information can be found on pages 57-59.  
The launch event in March 2025 was attended  
by both the Chair and Ian Funnell, Independent 
Non-Executive Director.

Section 172 statement
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In line with the Anglian Water Services Corporate 
Governance Code 2020, the Board has appointed 
John Barry as the non-executive director 
responsible for engaging with the workforce. 
During the year, John met with Anglian Water 
graduates, apprentices, first line leaders in the 
Aspire programme and senior talent development 
delegates to gain additional insight and feedback 
from those participating in Anglian Water 
programmes, as well as building relationships 
with employees.

In February 2025, the annual Love to Listen 
survey was undertaken, with the aim of seeking 
and acting on the views of our employees. The 
survey was deferred from October 2024 to 
February 2025 to enable employees to express 
an informed view on the impact of the changes 
underway in the business to drive performance. 
The results of the survey, together with plans 
to address its findings, were considered by the 
Board at its meeting in March 2025, and can be 
found on page 61. 

During the year four events were held, which 
gave directors and employees the opportunity 
to engage with each other and discuss in 
detail a variety of important matters affecting 
the Company. Areas considered included the 
proposed Fens and Lincolnshire reservoirs and 
people matters.

Employees are kept informed of changes in the 
business and general financial and economic 
factors influencing the Company. This is achieved 
through a systematic approach to employee 
communication, which includes regular briefings, 
presentations and electronic newsletters and 
emails. Weekly Newstream bulletins provide 
employees with a round-up of important news 
across the Company. The Company’s intranet 
is also an extensive source of information. The 
Company’s regular virtual all staff meetings are 
a chance for employees to hear directly from 
members of the Executive Committee and senior 

leaders about the business; receive progress updates; and ask any questions. The sessions take place 
regularly throughout the year and are recorded, so employees can watch them at a later date. 

As part of the Company induction process, new employees are invited to join ‘Meet the Chief 
Executive’ calls with Mark Thurston. This provides a valuable opportunity for them to be personally 
welcomed into the business by Mark and share how they’ve been settling in. Mark also holds monthly 
calls with the senior leadership team to provide an update on key business matters.

Further information on how the Board and management engage with employees, and the impact  
of that engagement, can be found on pages 56-66.

S.172(1)(c) The need to foster business relationships with suppliers,  
customers and others

Our most important supply chain relationships are with our alliance partners, who play a crucial role 
in the delivery of our infrastructure and services. The Board receives an update on the progress of the 
capital investment programme at each Board meeting. This update provides an opportunity for the 
directors to review and challenge progress across the different delivery routes. As referred to above, 
as part of the implementation of the AWS Code 2025, the Board considered the FRC’s Guidance and 
associated questions regarding the Company’s approach to managing suppliers.  

Board engagement with stakeholders

Our Board has set out to define discrete stakeholder groups, but it recognises that, in many 
cases, they have complementary interests and shared priorities. On occasion, their concerns 
may even conflict with one another. The Board’s duty in reviewing, challenging and shaping 
plans and setting strategic direction, is to consider and balance the impact of its decisions  
on a wide range of stakeholders. 

We have an annual stakeholder engagement strategy, which is approved by the Board.  
This is designed to demonstrate how Anglian Water is delivering on its Purpose and to  
increase the breadth and depth of understanding of the value that Anglian Water delivers.  
The Board regularly engages in the delivery of the stakeholder strategy. 

There are some key issues, of such strategic importance, that the Board judges it should 
engage directly with relevant stakeholders. However, much of our engagement happens at 
an operational level. Where the Board has not engaged directly with stakeholders, it receives 
regular reports from management, so the directors can understand and take account of the  
key issues to which they must have regard.

More information on our business model, including how we use Six Capitals thinking to  
shape decisions and measure outcomes, can be found on pages 8 and 27. Information on  
our key stakeholders can be found throughout this Strategic report.

Under Anglian Water’s Scheme of Delegation, the 
Board must approve the procurement approach 
prior to the award of contracts with suppliers, 
where the anticipated spend exceeds a certain 
value. This ensures there is an appropriate level 
of oversight of these key contracts. During the 
year, the Board approved procurement strategies 
for; sewer network monitors; tanks and liquid 
storage; and pump hire services. Each year, the 
Board also approves Anglian Water’s Modern 
Slavery and Human Trafficking Statement, which 
details the steps we have undertaken to ensure 
that slavery and human trafficking are not taking 
place in any part of the business, or within 
Anglian Water’s supply chain.

The Board also engages with our different 
regulators including Ofwat, the Environment 
Agency (EA) and the Drinking Water Inspectorate 
(DWI). During the year, both the Chair and Chief 
Executive regularly engaged with their respective 
counterparts. Part of this engagement took the 
form of regular calls and meetings between our 
Chair, Dr Ros Rivaz, and the Chairs of Ofwat 
and the EA. As well as these meetings, Dr Ros 
Rivaz hosted several site visits; with Alan Lovell 
(Chair of the EA), visiting Ardleigh Reservoir and 
Chelmsford Water Recycling Centre; and with Iain 
Coucher (Chair of Ofwat) visiting both Rutland 
Water and the Benfleet Mycelium Mushroom 
Wetland construction site. Dr Ros Rivaz also 
met with the Chair of the Consumer Council for 
Water (CCW) during the year. Further information 
regarding engagement with our regulators can be 
found on page 68.  

During the year, the Board considered and 
supported the Company’s Service Commitment 
Plan (SCP), which was the Company’s response 
to Ofwat’s Water Company Performance Report 
for 2023/24. The SCP provides context for the 
Company’s performance and the actions it is 
taking to make improvements. 
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Business Plan for 2025-2030 

Throughout the Price Review 2024, the 
Company sought to deliver a Business Plan 
for AMP8 that addresses the current and 
future needs of our region. As a long term, 
purpose-driven business, we are planning 
sustained investment over decades, to 
build resilience against a changing climate, 
deliver essential investment in water and 
sewerage infrastructure and protect and 
enhance the environment – all of which will 
create jobs and bolster the local economy. 
The Government has made clear that driving 
growth to stimulate the economy is a priority 
and has already highlighted the critical role 
water plays in this. In the East of England, 
with four of the fastest growing cities in the 
UK, as well as the Cambridge-Oxford Arc, the 
levels of investment needed are significant. 

This resulted in the Company’s largest 
ever Business Plan, which commits us 
to spending £11 billion* with one of the 
lowest corresponding bills increases (29% 
in real terms, over the five years to 2030), 
accompanied by one of the largest packages 
of customer support. It was created in 
collaboration with our customers and other 
stakeholders, who recognised the need for 
greater investment in this five-year period, 
but also in the decades following. 

The Board was engaged throughout the Price 
Review 2024 process. The Board-approved 
the PR24 Business Plan that was submitted 
to Ofwat in October 2023 and rigorously 
scrutinised Ofwat’s Draft Determination 
(published in July 2024), over the course of a 
number of meetings. The Board collectively 
agreed that, while some aspects of the Draft 
Determination were positive, there were 

also limitations which, if not satisfactorily 
addressed, would impact both the Company 
and wider economic growth in the East of 
England. The Board’s concerns regarding 
certain aspects of the Draft Determination 
were highlighted to Ofwat in the Company’s 
Draft Determination representations. 

In December 2024, Ofwat published its  
Final Determination, which once again  
was closely scrutinised by the Board over  
the course of the following two months. 
During its deliberations, as to whether or  
not to accept the Final Determination, 
the Board considered its impact on key 
stakeholder groups, including customers,  
the environment, shareholders and  
debt investors. 

Ofwat’s stated aims for its AMP8 settlement 
were to align the interests of companies 
and investors to those of customers, by 
setting the appropriate balance of risk 
and return. Ultimately, however, the Board 
decided that the overall level of risk inherent 
in Ofwat’s Final Determination, such as the 
underfunding for asset maintenance, was  
not acceptable, particularly given the returns 
on offer to investors. 

After extremely careful consideration,  
the Anglian Water’s Group Limited Board 
concluded that Ofwat’s Final Determination 
fell short of its stated aims. Therefore, the 
Board decided, unanimously, to request that 
Ofwat refer the Final Determination to the 
Competition and Markets Authority (CMA)  
for a redetermination, so the CMA can 
consider whether the right balance  
between investment and affordability  
has been achieved.

Another important stakeholder group are 
debt investors, banks and rating agencies. 
Engagement is key to understanding their 
requirements, demonstrating our long-
term, sustainable vision and helping them to 
understand what makes Anglian Water a sound 
investment. Further information regarding 
engagement with our debt investors can  
be found on page 69.

S.172(1)(d) The impact of the 
Company’s operations on the 
community and environment

The environment is at the heart of our 
Purpose and our SDS is fully aligned with the 
Government’s 25-year Environment Plan. In 
July 2021, we published our Net Zero Strategy 
to 2030. This route map, which was fully 
supported by the Board, sets out how we aim to 
reach net zero carbon emissions by 2030. The 
Board regularly considers matters that impact 
both the environment and communities. Over 
recent years, the Board has recognised that — 
as a business with a stated purpose to bring 
environmental and social prosperity to the region 
we serve — pollution performance has been 
disappointing for all stakeholders. In January 
2024, shareholders agreed to invest £100 million 
to tackle pollutions and storm spills. Therefore, 
during the year, the Board has closely tracked 
pollution reduction activity, receiving a quarterly 
update from Emily Timmins, Director of  
Water Recycling. It has also monitored  
the progress of both Ofwat’s and the  
Environment Agency’s investigations into  
sewage-treatment-works compliance.

Some of the Company’s environmental work 
also has a wider benefit to communities. The 
Board was interested to receive an update on the 
environmental and societal benefits achieved 
by Get River Positive since its inception in 2022. 
To read more about our Get River Positive 
commitments, please see pages 44-47.

S172(1)(e) The desirability of the 
Company maintaining a reputation for 
high standards of business conduct

We seek to maintain high standards in all that 
we do as a business. We have robust risk-
management and internal control processes, 
which are reviewed by the Board, or the relevant 
Board committee. Our code of conduct, ‘Doing 
the Right Thing’, applies to all employees and 
sets out what is expected from our people in 
different situations.

Anglian Water also holds itself to account against 
a set of Responsible Business Principles, which 
are approved by the Board. See ‘Measuring Our 
Purpose performance’, pages 27-29.

S.172(1)(f) The need to act fairly 
between members of the Company

The Anglian Water Group is owned by a 
consortium of five, long-term investors, 
representing millions of long-term pension 
holders in the UK and overseas. These 
shareholders are represented on the Board of 
our ultimate parent company, Anglian Water 
Group Limited. There are also shareholder 
representatives on the Board of the Company. In 
this way, we ensure that we treat all shareholders 
fairly and that their views are heard when making 
key decisions. These directors bring with them 
a broad range of skills and experience. This is 
extremely valuable during Board discussions. 
Our shareholders have made a long-term 
commitment to our organisation and have a 
shared interest in, and responsibility for, its 
success. As the ultimate shareholders are the 
source of equity investment, so, it’s vital that we 
engage them in strategic planning and share our 
progress and results with them.

Further information on our Company structure 
and ownership can be found on pages 18-19  
and in Board biographies on pages 123-126. * Correct at time of publication, however subject to change following CMA referral
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The statements below reflect our commitment to and management of employees, communities, the environment, human rights and anti-bribery  
and anti-corruption in the last 12 months, as required by sections 414CA and 414CB of the Companies Act 2006.

We integrate this information throughout this report. The information is designed to help you find key elements on non-financial matters. Our website contains further information about our current activities, 
alongside our policies, standards and relevant documents: anglianwater.co.uk.

Relevant policies, documents or reports that govern  
our approach:

• Articles of Association

• Strategic Direction Statement

• Integrated Management System Framework Policy

• Water Resources Management Plan

• Drought Plan

• Water Recycling Long-Term Plan

• Drainage and Wastewater Management Plan 

• Pollution Incident Reduction Plan

• Climate Change Adaptation Report

• Net Zero Strategy 2030

Sections within the Annual Integrated Report where  
you can read more about our current activities and  
risk management:

• Chair’s Welcome: pages 4-5

• Chief Executive Officer’s Statement: page 6

• The year in context: pages 10-17

• Our strategic ambitions: page 9

• Measuring our Purpose performance: pages 27-29

• Responsible financing: sustainable finance: pages 22-23

• Climate-related (CR) financial disclosures: pages 75-101

Environmental and climate matters

Our commitment to protecting and enhancing the environment is enshrined in the Articles of 
Association of Anglian Water, through our stated Purpose: To bring environmental and social 
prosperity to the region we serve, through our commitment to Love Every Drop.

 (a) governance arrangements: pages 77-79

 (b) how climate-related risks and opportunities are 
identified, assessed and managed: pages 97-98

 (c) how processes for identifying, assessing and 
managing climate-related risks are integrated within the 
Company’s overall risk-management framework: pages 
97-98

 (d) description of: (i) principal climate-related risks and 
opportunities: pages 81-83; (ii) time periods to which 
these are assessed: pages 81-83

 (e) actual and potential impacts of the principal CR risks 
and opportunities on the business model and strategy: 
pages 84-87

 (f) resilience of the business model and strategy, taking 
into consideration different climate-related scenarios: 
pages 80-96

 (g) targets used to manage climate-related risks and 
realise opportunities and performance against targets: 
pages 99-101

 (h) KPIs used to assess targets above and calculations on 
which these are based: pages 99-101

• Our stakeholders: Environment: pages 37-47

• Section 172 statement: pages 70-72

• Climate-related financial disclosures: pages 75-101

• Principal risks: pages 107-115

Employees Human rights

Our approach to our employees is guided 
by the values that drive our continued 
progress: Together we: build trust; do the 
right thing; are always exploring.

Our policies and processes are 
underpinned by our values, in particular: 
‘do the right thing’.

Relevant policies, documents or reports that govern 
our approach:

• Values Framework

• Doing the Right Thing – Code of Conduct

• Inclusion Plan

• Health and Safety Policy

• Dignity at Work Policy and Procedure

• Personal Relationships at Work Policy

• Gender Pay Gap Report

• Whistleblowing Policy and Procedure

• Ethnicity Pay Gap Report

• Board Diversity Policy

Sections within the Annual Integrated Report where 
you can read more about our current activities and  
risk management:

• Chair’s welcome: pages 4-5

• Chief Executive’s statement: page 6

• Our stakeholders: People: pages 56-66

• Section 172 statement: pages 70-72

• Corporate Governance report: pages 127-135

• Nomination Committee report: pages 143-146

• Remuneration Committee report: pages 147-165

Relevant policies, documents or reports that govern 
our approach:

• Doing the Right Thing – Code of Conduct

• Dignity at Work Code of Conduct

• Data Protection Policy

• Data Retention Policy

• Customer Privacy Notice

• Modern Slavery and Human Trafficking Statement

• Human Rights Policy

Sections within the Annual Integrated Report where 
you can read more about our current activities and  
risk management:

• Our stakeholders: pages 37-69

• Nomination Committee report: pages 147-165

Non-financial and sustainability information statement
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Social matters

Our commitment to serving our customers 
and our communities is enshrined in the 
Articles of Association of Anglian Water 
through our stated Purpose: To bring 
environmental and social prosperity to the 
region we serve, through our commitment 
to Love Every Drop.

Relevant policies, documents or reports that govern 
our approach:

•  Articles of Association

• Strategic Direction Statement

• Social Contract

• Employee Volunteering Guidelines – Love to Help

Sections within the Annual Integrated Report where 
you can read more about our current activities and risk 
management:

• Chair’s welcome: pages 4-5

• Chief Executive’s statement: page 6

• The year in context: pages 10-17

• Our strategic ambitions: page 9

• Measuring our Purpose performance: pages 27-29

• Our Stakeholders: Customers and communities:  
pages 48-55

• Section 172 statement: pages 70-72

Anti-corruption and bribery

Our policies and processes are 
underpinned by our values, in particular: 
we do the right thing.

Relevant policies, documents or reports that govern 
our approach:

• Doing the Right Thing – Code of Conduct

• Anti-Bribery Policy

• Anti-Fraud Policy

• Corporate Hospitality Policy

• Whistleblowing Policy

• Board protocol for dealing with conflicts of interest

• Tax and Transparency Policy

Sections within the Annual Integrated Report where 
you can read more about our current activities and risk 
management:

• Principal Risks: Legal: page 115

• Audit and Risk Committee report: pages 136-142

Description of the business model

Sections within the Annual Integrated Report where 
you can read more about our current activities and risk 
management:

• Our business model: page 8

• Board statement of company direction and 
performance, Annual Performance Report (available  
at anglianwater.co.uk/corporate/reports/our-reports/)

Non-financial key performance indicators

Relevant policies, documents or reports that govern  
our approach:

• Non-financial performance, measured against a set of commitments agreed with Ofwat

• Health and Safety measures and targets

• Environmental Performance Assessment

Sections within the Annual Integrated Report where you can read more about our current activities and risk management:

• Performance Commitment outcomes: pages 30-36

• Our Stakeholders: People: pages 56-66

Description of principal risks and impact of business activity 

Sections within the Annual Integrated Report where you can read more about our current activities and risk management:

• The year in context: pages 10-17

• Risk management: pages 102-116

• Risk management: pages 102-116

• Principal risks: pages 107-115

• Business long-term viability statement: pages 117-120

A copy of our code of conduct  
(‘Doing the Right Thing’), together  
with our Whistleblowing policy, our 
Anti-bribery policy and our current 
Modern Slavery and Human Trafficking 
statement, can be found on our website at 
anglianwater.co.uk. Our customer privacy 
notice can be found at anglianwater.
co.uk/about-us/legal/privacy-notice.
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Strategy

Risk and impact management

Metrics and targets

77

80

97

99

Section contents

TNFD –  
Nature related

TCFD –  
Climate related

CFD —  
Climate related (mandatory)

Key:

Our approach to the climate and nature crises
In this report, we cover our approach via two reporting frameworks: the Task Force on Climate-related Financial Disclosures (TCFD) and 
the Companies Act 2006. We have reported against the TCFD since 2017. Our approach is consistent with all 11 TCFD recommendations 
and is compliant with the requirement of LR 9.8.6R, by including climate-related financial disclosures. This disclosure also complies with 
the requirements of the Companies Act 2006, as amended by the Companies (Strategic report) (Climate-related Financial Disclosure) 
Regulations 2022 (CFD). Additionally, this disclosure also includes reporting that follows the principles of the Task Force on  
Nature-related Financial Disclosures (TNFD). We will continue to develop our disclosures as our approach matures. 

As a water company, we have 
an intrinsic relationship with the 
environment. The health of the which 
both influences and is impacted by our 
operations. We must also consider the 
changing nature of our environment, 
as a result of climate change. Around 
the world, we are witnessing increased 
risk of drought, paired with extreme 
storms and rising sea levels. In recent 
years, in the UK, we have experienced 
more flooding and some of the highest 
temperatures ever recorded. 

We have long known about these challenges. 
When we published our Strategic Direction 
Statement in 2007, we set out what we believed 
to be our main challenges to 2035; the most 
significant being climate change and population 
growth. This relationship has driven a range of  
climate-related commitments and targets. 

Climate change is a global issue. Our work is 
influenced by global aspirations and policies, 
such as the United Nations Sustainable 
Development Goals. During COP29, water was 
a key focus, with the Global Commission on the 

Economics of Water presenting a strong case 
for integrating water into national climate plans, 
arguing that the world is at risk of entering an  
era of “chronic water scarcity.” A key takeaway 
was the growing recognition of water security  
as foundational to global economic stability  
and climate resilience. 

This global sentiment is echoed in the region 
we serve. The East of England has experienced 
significant change over the past few decades; 
more customers; more products that cause 
blockages going into our sewers; and less green 
space to absorb rainfall. Couple this with growth 
ambitions, and it is clear that water plays a 
fundamental role in: supporting environmental 
prosperity, economic growth, new agricultural 
practices, unlocking opportunities in hydrogen 
and renewable energy and closing the green 
skills gap. Our long-term ambitions to 2050 show 
our aspirations, as a water company, to help 
realise these greater ambitions. 

Furthermore, we have always taken a long-term 
approach to building resilience, but increasingly, 
climate-related conditions will impact our  
ability to supply safe, clean drinking water  
and take away used water and return it  
safely to the environment. 

Our Climate Change Adaptation Report, updated 
in 2024, outlines the key climate-related risks we 
face. Since we last published our Climate Change 
Adaptation Report in 2020, we have observed 
increased risks related to raw water quality and 
sewer flooding. Raw water quality relates to the 
quality of the water we clean and put into supply. 
Sewer flooding risks have increased in response 
to the heavy rainfall and stormy weather 
experienced in recent years, and we have  
seen the damaging impact on both our  
assets and performance. 

Our changing climate is also impacting nature. 
For example, changing cropping patterns are 
impacting the types of crops being grown and 
sold, the use of different pesticides and changes 
to the chemical run-off into waterways, alongside 
biodiversity impacts. Furthermore, warmer water 
and transferring water resources across the 
region, such as through our Strategic Pipeline, 
could put us at greater risk of invasive  
non-native species. 

We must find ways to work with our changing 
climate, in a way that doesn’t detriment nature, 
but works harmoniously with it – and that means 
our approach needs to be flexible too. Our view 
is that adapting to climate change is a long, 
continual journey. 
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B for Climate and A- for Water 
Security for our 2024 CDP 
disclosure, demonstrating 
that our actions are aligned 
with good environmental 
management.

Recent highlights:

£0.9 billion raised in green 
bonds in the year and a total 
of £4.7 billion of sustainable 
financing since 2017.

Delivering a 66.1%* 
reduction in capital carbon, 
in line with our ambition set 
out in our Net Zero Carbon 
2030 Strategy.

Platinum certified by 
Achilles Carbon Reduce, 
signalling 10+ consecutive 
years of carbon reductions.

Fourth Climate Change 
Adaptation Report 
submitted to Defra.

99% of Sites of Special 
Scientific Interest (SSSIs) 
in favourable condition.

107% of Biodiversity Net Gain 
delivered across our capital 
delivery programme.

£5.3 million invested into  
65 multi-agency projects via 
Get River Positive.

Over the next five years, 
we will be delivering 23 
treatment wetlands, using 
nature-based solutions to 
further clean water before it is 
returned to the environment.

To prepare for the future, we have led and 
supported a wide breadth of projects, using 
integrated, partnership approaches and nature-
based solutions. Increasing flood prevention, 
coastal protection and improving water quality 
in rivers and waterways are complex issues that 
cannot be solved alone. We have championed 
joint approaches for many years and we will build 
on our portfolio of work in AMP8.

We have several strategies and plans that cover 
different areas of our business and the ways in 
which we are building resilience and adapting to 
the climate and nature crises. 

In this report, we cover our approach via two 
reporting frameworks: the Task Force on 
Climate-related Financial Disclosures (TCFD), 
and the Companies Act 2006 as amended by 
the Companies (Strategic report) (Climate-
related Financial Disclosure) Regulations 2022 
(CFD).This disclosure also includes reporting 
that follows the principles of the Task Force on 
Nature-related Financial Disclosures (TNFD). 

Our upcoming Net Zero Carbon Transition Plan 
will be published separately. Our Net Zero 2030 
Strategy is published here.

In December 2024, we submitted our 
Climate Change Adaptation Report to 
the Department for the Environment, 
Food and Rural Affairs (Defra), under 
the Adaptation Reporting Power of the 
UK Climate Change Act (2008). This is 
the fourth submission we have made. 
Its purpose is to outline progress we 
have made in adapting to our climate 
change risks since 2021, contribute to the 
Government’s understanding of the UK’s 
level of preparedness to climate change 
and inform other ongoing work on climate 
adaptation, including the national Climate 
Change Risk Assessment and National 
Adaptation Programme.

To understand what future climate 
scenarios could mean for us, we have 
undertaken modelling in the preparation 
of our many strategies (which we cite 
throughout this report), including our 
Long-Term Delivery Strategy (LTDS), 
Water Resources Management Plan 
(WRMP) and Drainage and Wastewater 
Management Plan (DWMP).  
More on page 89.

We work in the spirit of all 17 of the UN Sustainable 
Development Goals and we have mapped our work to the 10 
where we have the most material impact. See more in our 
Sustainable Finance Impact Report on our AWG website. 

* At the time of reporting, these figures are subject to audit. 
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Climate-related governance

a. Describe the Company’s governance arrangements, in relation to 
assessing and managing climate-related risks and opportunities.

a. Describe the Board’s oversight of climate-related risks and opportunities.

Board oversight 
The Anglian Water Services Limited (AWS) 
Board retains overall oversight of climate and 
nature-related risks and opportunities. The Board 
discusses climate and nature-related issues 
through many aspects of our strategic planning, 
for example in reviewing our Water Resources 
Management Plan, updated in 2024. Climate 
and nature-related risks are also included within 
the Company’s top-tier risk register, which is 
reviewed twice a year by the Board and managed 
through risk management and internal  
control systems. 

The Board meets between eight and 10 times 
per year, where climate and nature-related 
matters are discussed — covering topics such as 
abstraction, compliance against the Environment 
Agency’s Environmental Performance 
Assessment (EPA), progress on our Water 
Industry National Environmental Programme 
(WINEP), our water resource position and 
pollution reduction schemes.

The Board receives monthly performance 
reports, containing a number of measures 
relating to progress against some of our 
climate- and nature-related commitments and 
targets, including our EPA performance and 
Ofwat-related Outcome Delivery Incentives 
(ODIs) – such as pollutions, WINEP delivery and 

leakage. The Board has embedded accountability 
for delivery against our Purpose and receives 
quarterly reports showing performance against 
several measures, framed around our Six 
Capitals approach. This scorecard helps us to 
understand how well we are delivering against 
our Purpose and includes performance against 
our capital carbon and operational carbon 
reduction targets. Our operational carbon 
performance is used to monitor progress  
against our Net Zero 2030 Strategy. 

In 2017, the Board led the business to become 
one of the first utilities to raise finance through  
a Green Bond, due to the governance structure 
we have in place. 

The Board drives and oversees our climate and 
nature-related commitments including: 

• Anglian Water’s commitment to achieve net 
zero carbon by 2030: our Chief Executive 
at the time was co-sponsor of the sector-
wide Water UK commitment. Our net zero 
2030 commitment covers our Scope 1 and 
2 emissions, together with those Scope 3 
emissions we’re required to report on.  
The Board monitors progress.

• Our commitment to reducing our capital 
carbon emissions: Scope 3 emissions  

(that arise as a consequence of building  
and maintaining our assets) by 70%,  
against a 2010 baseline by 2030.

• Our five Get River Positive pledges, launched in 
2022. This initiative is part of our commitment 
to protect and revitalise rivers. 

Leadership 

The Company’s Board offers a diverse set of 
skills and backgrounds, including experience 
in environment and sustainability. Our Chief 
Executive, Mark Thurston, is a Visiting Professor 
at the Bartlett school of Sustainable Construction 
at UCL and the School of Complex Project 
and Programme Leadership at Loughborough 
University. He is also a Fellow of the Institution  
of Civil Engineers.

Our Chair, Dr Ros Rivaz is Chair of Anthropy 
East of England Alliance, a regional sub-group 
of Anthropy, which is a national membership 
network for leaders to convene to foster a 
stronger, fairer and more sustainable future 
for Britain. The group’s current focus is around 
building regional collaboration on green skills,  
to tackle climate change and social mobility.  
An overview of our Board members’ experience, 
with regards to the environment, can be found  
in the Board skills matrix on page 133. 

The role of the Audit and Risk 
Committee  

The Audit and Risk Committee plays a key role 
in monitoring the Company’s financial reporting, 
reviewing the material financial judgements 
and assessing the internal control environment; 
ensuring information is accurate, timely,  
reliable and compliant. 

The Committee provides effective oversight of 
both financial and non-financial disclosures, 
including climate-related financial disclosures. 
Climate change is an area of focus as  
described on page 138. 

The Committee approves our annual internal 
audit plan, which this year included an audit 
of our non-financial climate reporting to drive 
areas of focus. The Committee also bi-annually 
reviews the top-tier risk register. More in ‘Risk 
Management’, pages 102-116.

The role of the  
Remuneration Committee

The Remuneration Committee plays a key 
role in ensuring that climate change and our 
impact on the environment — along with other 
Environmental, Social and Governance issues 
— are considered at the top of the organisation. 
A portion of variable executive remuneration 
is already aligned to our Purpose and selected 
ESG measures. These measures include our 
performance as a business in operational  
and capital carbon, pollutions, leakage, 
biodiversity net gain and WINEP delivery. 

Performance metrics are agreed by the 
Committee at the start of the financial year,  
or performance period, with performance being 
reviewed at the November Committee meeting. 
See the Remuneration Committee report,  
pages 147-165, for more detail.

The role of the Nomination Committee

The Nomination Committee’s primary function 
is to advise the Board, in relation to the 
appointment of executive and non-executive 
directors. The Committee is responsible for 
monitoring that the Board has the right balance 
of skills, experience, and knowledge and makes 
recommendations to the Board accordingly.  
Prior to commencing the search for new 
directors, the committee reviews the Board 
skills matrix, which covers Environment and 
Sustainability including climate change, which 
informs the recruitment process for new 
independent non-executive directors.

a. Describe the Board’s oversight of nature-related dependencies, impacts, 
risks and opportunities.
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b. Describe management’s role in assessing and managing climate-related risks and 
opportunities and nature-related dependencies, impacts, risks and opportunities. 

The Anglian Water Services Limited (AWS) Board 

Oversight of climate and nature-related risks

Audit and Risk Committee Remuneration Committee Nomination Committee

Sub-committees led by Executive Committee members

Environment and 
Sustainability

Operations – Water Capital Delivery

Risk, Assurance  
and Disclosure

Operations – Water 
Recycling

Strategic Change

Operations – Customer 
and Wholesale

People
Health, safety 
and wellbeing

Executive Committee

Climate Change  
and Carbon  

Steering Group

Water Quality  
and Environmental 
Compliance Group

Sustainability  
Centre of  

Excellence

Remuneration policy 
linked to ESG

Review the Company’s 
top-tier risks

Balance of skills, knowledge, 
experience and diversity on the Board

Diagram 1: Climate and nature-related governance at Anglian Water

Six Capitals framework

Our Board is committed to using 
the Six Capitals framework for 
decision making, an approach we 
first introduced back in 2015. This 
framework, which is embedded in 
our business model, helps us balance 
natural capital, alongside social, people, 
intellectual, manufactured and financial 
capital, to shape investment decisions.  

Executive Committee
In 2024, we reset our governance structures 
to enhance focus on key issues and create a 
clear line of governance from the frontline to the 
Executive Committee and into the AWS board. 
These changes were driven by our new Chair  
– Dr Ros Rivaz – and new Chief Executive – 
Mark Thurston. 

In monthly Executive Committee meetings, 
issues related to climate and nature-related 
impacts and dependencies are discussed.  
These meetings are often shaped by the agendas 
and outcomes of the groups specified below. 
The Executive Committee consists of our Chief 
Executive, along with key decision makers,  
who chair many of the groups below.

The Executive Committee plays a key role 
in ensuring the delivery of our performance 
commitments, which include climate and 
nature-related targets such as those relating 
to operational and capital carbon, pollution 
incidents, WINEP delivery, and natural capital.

The Executive Committee reviews the top-tier 
risk register a minimum of twice a year. Climate 
and nature-related impacts and dependencies 
are key elements of this review. Due to the 
nature of our business, our Executive Committee 
is collectively responsible for the delivery of 
environmental prosperity for the region. 

Environment and Sustainability  
Executive sub-Committee
Our Director of Quality and Environment, Dr Robin 
Price, is responsible for leading Anglian Water’s 
Environment Strategy and associated ambitions 
and targets. Robin chairs the Environment and 
Sustainability Committee, a sub-committee 
of the Executive Committee, which meets 
quarterly and governs matters relating to our 
Purpose, environmental impact, sustainability, 
climate change – including net zero – and 
related matters. A summary of the discussion 
and actions is shared with the full Executive 
Committee, with an update shared onwards to 
Board. A number of groups report up into the 
Environment and Sustainability Committee 
including the Climate and Carbon Steering  
Group, which Robin also chairs.

The Climate and Carbon Steering Group
The Climate and Carbon Steering Group is 
responsible for progress against climate change 
mitigation and adaptation. The group meets 
monthly to discuss specific themes, including 
our proposed AMP8 net zero investment plans, 
which include a focus on reducing Nitrous 
Oxide emissions at 17 of our largest sites and 
moving towards lower carbon HGVs. The group 
also monitors our plans to develop renewable 
energy generation and consumption. Updates are 
provided to the Environment and Sustainability 
Committee when required, for example on 
our net zero carbon trajectory. This group has 
been integral to the development of our climate 
adaptation investment plans for 2025-2030, our 
Climate Change Adaptation Report and progress 
against our 2030 carbon commitments.

Natural 

Social

People

Financial

Intellectual

Manufactured

Together we:
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Water Quality and Environmental 
Compliance Group
This group meets weekly and monitors tactical 
and short-term operational strategies. It receives 
and reviews reports on matters relating to 
environmental issues, such as water recycling 
performance, supply/demand, biosolids and the 
quality of drinking water. The group is responsible 
for commissioning work, providing assurance 
to the business and external stakeholders, 
identifying lessons learned and ensuring  
they are communicated.

Sustainability Community

Anglian Water’s Sustainability Community allows 
Anglian Water employees and alliance partners 
to engage with sustainability-related activities. 
This ensures that input into the climate change, 
carbon and sustainability agenda is open to all. 
This Community aims to harness these ideas and 
the widespread commitment to sustainability 
across Anglian Water and our partners.  

Stakeholder considerations  
and engagement 

Our Articles of Association require Anglian Water 
to conduct its business and operations for the 
benefit of shareholders, while delivering long-
term value for the Company’s customers, the 
region and the communities it serves, alongside 
seeking positive outcomes for the environment 
and society. More in ‘Measuring our Purpose 
performance’ pages 27-29.

Engagement with stakeholders is central to 
shaping, informing and challenging our strategic 
plans. We have set out, in detail, how we have 
engaged with our customers and community  
in the Section 172 Statement, pages 70-72. 

In the development of our Drainage and 
Wastewater Management Plan (DWMP), 
we worked in collaboration with a range of 
stakeholders, including county and district 
councils, the Environment Agency, the River  
and Wildlife Trusts and Natural England, to 
identify catchment risks and any partnership 
working opportunities. 

Our Water Resources Management Plan (WRMP), 
updated in September 2024, has been guided 
by the water needs of our region — taking into 
consideration customer and stakeholder views 
to develop an affordable, sustainable pathway 
that will benefit our customers, society and the 
environment. We also work with key partners in 
our region to contribute to the Water Resources 
East Regional Plan.

Ongoing engagement 

We encourage and gather views of our 
communities through our online community 
forum, Customer Board and Community 
Ambassador Programme. We carried out 
almost 35,000 in-depth engagements with 
our household customers and over 2,500 
engagements with our non-household 
customers, specifically on our AMP8 plans. 

External scrutiny

We work with other stakeholders outside of 
the business to challenge us on our plans. For 
example, our Independent Challenge Group 
(ICG) is made up of a group of independent 
subject experts and regulators. The Chair of the 
group is Craig Bennett, Chief Executive of The 
Wildlife Trusts. Craig is an Honorary Fellow of the 
Chartered Institute of Water and Environmental 
Management (CIWEM). As Chair, Craig has 
committed to attending a full Anglian Water 
Board meeting once a year and Dr Ros Rivaz, 
Anglian Water Chair, has committed to attending 
one ICG meeting. Our Chief Executive, Mark 
Thurston, also attends quarterly ICG meetings. 
Board engagement is critical to the success  
of the ICG. 

Our independent River Health Panel was 
established in 2023, to provide challenge  
and hold us accountable on our river  
health initiatives. 

Human rights  
Through the Anglian Water Group Human Rights 
Policy, (which draws upon the International Bill 
of Human Rights and the International Labour 
Organisation (ILO) Declaration on Fundamental 
Principles and Rights at Work), we seek to 
prevent or mitigate adverse human rights’ 
impacts and continue to look for ways to  
support the promotion of human rights  
within our operations.  

Our Whistleblowing Policy and Procedure is there 
for when an employee or someone working on 
our behalf wishes to raise a concern on a range 
of matters, including damage to the environment.

See our Non-financial and sustainability 
information statement, page 73-74, for more  
on the relevant policies, documents and reports 
that govern our approach to human rights.

Nature-related advocacy 

We are keen to input, influence and shape the 
external political and regulatory environment, 
to enable us to deliver environmental benefits. 
For example, we argued strongly in favour of 
government action to enable water companies 
to make more ambitious use of nature-based 
solutions, in our submissions to the work of the 
Independent Water Commission. Find out more 
about how we engage with local and national 
government on page 67. 

c. Describe the organisation’s human rights policies and engagement activities, and oversight by the Board and management, 
with respect to indigenous peoples, local communities, affected and other stakeholders, in the organisation’s assessment of — 
and response to — nature-related dependencies, impacts, risks and opportunities. 
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Strategy

d. Describe the principal climate-related risks and opportunities arising 
in connection with the Company’s operations and the time periods, by 
reference, to which risks and opportunities are assessed.

a. Describe the climate-related risks and opportunities the organisation has 
identified over the short, medium, and long term.

Globally, research from the Institute and Faculty 
of Actuaries has shown that the economy could 
face a 50% loss in GDP between 2070 and 209010, 
unless immediate policy action on risks posed 
by the climate crisis is taken. These risks include 
food system shocks, water insecurity, heat stress 
and infectious disease, which (without action), 
could lead to mass mortality, involuntary mass 
migration, severe economic contraction  
and conflict. 

More immediately in the UK, a Deloitte 
report11 has shown that property insurance 
payouts in 2024 are set to hit their highest 
level since the 2007 torrential summer floods. 
While there are many factors at play, climate 
change is prominent, with claims relating to 
weather, including floods, storms and freezing 
temperatures, expected to reach £1.2 billion. 

We are feeling these impacts in our region, 
demonstrated by weather events in successive 
years, with significant flooding in 2021, drought 
in 2022 and storms and flooding throughout the 
winter of 2023. These are all indicative of our 
changing climate, which will lead to greater risks 
across our operations that impact both climate 
and nature, to include:

• A hotter, drier climate will reduce  
water available for abstraction.

• Saltwater intrusion, due to sea level rises, will 
put an increased number of water sources at 
risk — such as the impact of estuary water on 
natural ground water — alongside a loss of 
assets due to coastal erosion.

• Increasingly intense rainfalls will  
put pressure on sewer systems.

• Wetter winters will lead to rising  
groundwater levels, which could also  
impact water quality and increase  
infiltration into our sewer network.

We have aggregated our climate risks into  
five key headline themes, as shown in the  
table below.

Our five-year investment periods and associated 
Ofwat Performance Commitment Levels 
(PCLs) are set in the context of a much longer 
timeframe, in line with our Purpose and Strategic 
Direction Statement (2050). In the table, the 
metrics cited are our Ofwat PCLs. These are 
a subset of a wider range of performance 
measures, which ladder up to our long-term 
ambitions. More on page 9. 

10   Current climate policies risk catastrophic societal and economic impacts

11   Deloitte: 2024 property insurance payouts expected to hit highest level in almost two decades
Aerial shot of Grafham Water during the 2022 drought
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short-term (0-5 years)S M Lmedium-term (5-10 years) long-term (10-25 years)Table 1: Key physical risks

Key risk Drivers Potential impact Response to risk Related metrics and targets Cost of response to risk

Security of public 
water supply

S M L

Hotter, drier summers, 
increasing drought  
severity and frequency, 
combined with forecast  
population growth.

On customers:

• Increase in interruptions  
to supply.

• Low water pressure issues.

• Drought restrictions more 
commonplace.

On business:

• Impact on our financial 
penalty/reward position.

• Increase in operating costs, 
to deal with periods of 
drought.

• Increase in capital 
investment required.

We maintain a 25-year Water Resources Management Plan (WRMP), 
which quantifies the need and recommends investment to maintain 
supply-demand balance, to avoid water shortages in the context of 
drought and population growth. This 25-year plan is refreshed every 
five years, to incorporate short, medium and long-term actions. 

The most relevant Ofwat PCLs  
for this key risk are:  

•  Leakage 

•  Per Capita Consumption 

•  Unplanned Outage 

•  Percentage of population supplied  
by a single supply 

•  Abstraction Incentive Mechanism 

•  Properties at risk of persistent low 
pressure 

•  Smart metering delivery 

•  Internal interconnector delivery 

•  Risk of severe restrictions in a drought 

•  Natural capital impact

Our WRMP shows that by 2050, as a result of climate change 
and changes to abstraction licensing and drought, there will be 
an 80Ml/d reduction in the water available to us. This is part of 
the total deficit of 593Ml/d in the region. Our AMP8 Business 
Plan contained proposed investments of over £1 billion* to meet 
the total shortfall in water availability. 

As part of this, we will deliver two new reservoirs to achieve 
resilience to a 1-in-500 year drought. With no new reservoirs 
being constructed since the 1990s, our proposed new 
reservoirs have been identified as a large-scale investment 
in new water resources that we need. They will play a critical 
role in securing water supply, long into the future alongside 
protecting and restoring the environment. Our Lincolnshire 
reservoir will improve our resilience to drought, while the Fens 
reservoir will allow us to leave more water in chalk streams.

Risks to our assets 
from flooding

S M L

Increased frequency of 
periods of heavy rainfall, 
combined with wetter, 
warmer winters.

On customers:   

•  Increase in interruptions  
to supply.  

On business:  

•  Impact on our financial 
penalty/reward position 
as well as environmental 
penalties.  

•  Increase in operating costs, 
to deal with heavy rainfall 
and associated flooding.  

•  Increase in capital 
investment required.

•  Reputational damage.

As set out in our Drainage and Wastewater Management Plan 
(DWMP), the next 25 years will increase flood risk in many 
catchments in the East of England, due to more intense rainfall, 
resulting from climate change. The risk is particularly acute for 
coastal areas, considering 28% of our region is low-lying. 

Our long-term approach to addressing hydraulic flooding is outlined 
in our DWMP strategic planning framework. The DWMP presents 
a catchment-level long-term strategy for addressing flooding over 
a 25-year horizon and recognises that hydraulic flood risk is the 
collective responsibility of a wide number of stakeholders, including 
the water sector. This approach delivers over a short, medium and 
long-term timeframe. 

The most relevant Ofwat PCLs for this 
key risk are: 

•  Water supply interruptions 

•  Unplanned outage 

•  Pollution incidents 

•  Treatment works compliance 

•  Bathing waters attaining excellent 
status 

•  WINEP 

•  Partnership working on pluvial  
and fluvial flood risk 

Our AMP8 Business Plan contained proposed investments 
of £17 million* to increase pluvial and fluvial flood resilience. 
Climate change will increase the frequency and severity of 
heavy rainfall events. With two significant wet weather events 
and unprecedented groundwater levels in the space of three 
years — and with warmer wetter winters predicted — a new, 
more holistic catchment-based approach is essential, to make 
communities more climate resilient. See more in the footnote, 
section 912.

Our plan also included investments to improve water resilience, 
to mitigate against the impacts of surface water flooding at key 
water production assets, including boreholes, which are highly 
susceptible to flooding. This is to ensure that the impacts of 
heavy rainfall and sea level rises, both attributed to climate 
change, will be mitigated in the medium to long term.  
See more within footnote 12, section 8.

12 Our PR24 Enhancement Strategies - Resilient to Flooding * Correct at time of publication, however subject to change following CMA referral
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Key risk Drivers Potential impact Response to risk Related metrics and targets Cost of response to risk

Risks to sewer 
flooding from 
extreme rainfall

S M L

Increased frequency of 
periods of heavy rainfall, 
combined with wetter, 
warmer winters.

On customers:  

•  Internal and external sewer 
flooding and impact on 
customers’ homes.  

On business:  

•  Impact on our financial 
penalty/reward position 
as well as environmental 
penalties.  

•  Increase in operating costs 
to deal with heavy rainfall 
and associated flooding.  

• Increase in capital 
investment required. 

• Reputational damage.

As set out in our DWMP, the next 25 years will increase flood risk in 
many catchments in the East of England, due to more intense rainfall, 
resulting from climate change.

The most relevant Ofwat PCLs for this 
key risk are:  

•  Internal sewer flooding 

•  Pollution incidents 

•  Treatment works compliance 

•  External sewer flooding 

•  Bathing waters attaining  
excellent status 

•  WINEP 

•  Risk of sewer flooding in a storm 

Our AMP8 Business Plan included proposed capital investment 
of c.£108 million* over the next five years to help mitigate the 
risk of flooding of properties. This investment is required to 
enhance our sewerage system, to reduce the risk to properties 
and external areas of flooding from sewers. For more detailed 
information, see footnote 12, section 7.

Risks to raw water 
treatment from 
reduced water 
quality

S M L

High intensity rainfall events 
are accelerating soil erosion, 
leading to increasing 
concentrations of nutrients 
in raw water supplies.

High temperatures lead to 
increased algal blooms, 
which can result in 
treatment challenges and 
reduce the efficiency of our 
treatment.

On customers:  

•  No impact on water quality 
delivered to customers.  

On business:  

•  Impact on our operating 
costs due to increased 
treatment costs. 

• Reputational damage.

Wet weather can negatively impact the quality of water we take out 
of rivers, reservoirs and our groundwater, due to higher turbidity 
and sediment-bound pollutants. To tackle this in the short-term, we 
have instigated a programme to use weather station data to plan our 
abstraction regimes. Catchment management provides a longer-
term solution. We are sharing local data with other water users  
and land managers, to make informed decisions to protect our  
water resources.

The most relevant Ofwat PCLs for this 
key risk are:   

•  Percentage of population supplied by 
a single supply

•  Water supply interruptions 

•  Abstraction Incentive Mechanism 

• Event Risk Index 

• Compliance Risk Index

Our AMP8 Business Plan contained significant proposed 
investments to improve water quality — although climate 
change is not the primary driver; the impacts will be worse into 
the future if left unmanaged. See footnote 12, section 11. 

Our plans proposed investment of c.£1 million* to combat 
invasive non-native species, which pose a greater risk for us as 
a result of a warming climate and our water transfer schemes. 

Risk of service 
interruptions and 
interdependent 
risks

S M L

Hotter drier summers and 
warmer wetter winters 
could lead to prolonged 
drought and wetter periods, 
impacting the performance 
of our assets and those 
other infrastructure assets 
(e.g. power infrastructure), 
on which we rely.

On customers: 

• Increase in interruptions  
to supply. 

On business:  

•  Impact on our financial 
penalty/reward position, 
as well as environmental 
penalties.  

•  Increase in operating costs 
to deal with heavy rainfall 
and associated flooding.  

•  Increase in capital 
investment required.

• Reputational damage.

We have moved from a reactive to a coordinated and proactive 
incident management system, embedded across our whole 
business, to manage and mitigate the impact of any disruptive event, 
including those from prolonged and extreme weather events.

We are active participants in the Climate Resilience Demonstrator 
(CReDo) project, which aims to prevent cascade failure with the 
interconnected infrastructure network. 

We have recently completed a study into climate vulnerable mains. 
This covers mains that are vulnerable to bursts, as a consequence of 
drought-induced soil shrinkage. This study highlights the pressing 
need to make vital assets resilient and fit for the future. A tool has 
been developed to assess the potential failure of assets due to 
extreme high temperatures – likely to be more common in the future. 

The most relevant Ofwat PCLs for this 
key risk are:  

•  Water supply interruptions 

•  Unplanned outage 

•  Pollution incidents 

•  Partnership working on pluvial and 
fluvial flood risk 

•  Internal sewer flooding 

•  Treatment works compliance 

•  External sewer flooding 

•  Risk of sewer flooding in a storm 

Our Long-Term Delivery Strategy (LTDS) sets out how we 
will achieve our future vision, with our core pathway outlining 
the investments we expect to make to 2050. We have used 
Ofwat’s common reference scenarios — technology, demand, 
climate change and abstraction reduction — to test our future 
plans. And we have looked to the future through a variety of 
lenses including; digital, innovation, partnership-working and 
place-based approaches, to ensure we have considered every 
possible solution. This enables us to create a core pathway and 
a set of alternative routes, in the event circumstances change. 

Our LTDS proposes to invest £1.64 billion by 2060, as part of 
a multi-AMP programme to remove 75% of our 8,241km of 
climate vulnerable mains by 2060.13 

Proposed investments within the ‘Risks to our assets from 
flooding’ are relevant here. These investments will make  
the network more resilient and reduce the risk of  
interruptions to supply.

13 Our Long Term Delivery Strategy * Correct at time of publication, however subject to change following CMA referral
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Key risks Drivers Potential impact Response to risk Related metrics and targets Cost of response to risk

The pace of grid 
decarbonisation

S M

Future energy policy 
direction, impacting future 
electricity markets.

Premiums for green 
electricity.

Grid pricing mechanisms.

Planning challenges for 
onshore wind and solar PV.

Changes in the pace of 
grid decarbonisation will 
impact the magnitude of our 
residual emissions, as well 
as the cost effectiveness 
of future energy-efficiency 
measures.

Uncertainty in the future 
financial balance between 
the cost of investing in 
energy efficiency and the 
cost of low-carbon energy.

Continued wider market engagement to better understand future 
grid electricity tariff scenarios, in particular, green electricity and 
energy sleeving, to have a more informed electricity procurement 
strategy.

Continued engagement with our solar investors, EPC contractors 
and distribution network operators, to ensure solar portfolios are 
delivered.

Engagement with Government consultations on the future of 
electricity generation, supply and markets.

Monitoring of planned solar investments in our region (outside of our 
own land), to identify and benefit from annual solar generation by 
2030 and beyond.

Continued engagement with local authorities, to monitor planning 
risks for onshore wind in our region.

Encouraging employees to challenge and report areas where energy 
efficiency can be improved.

The most relevant Ofwat PCLs for this 
key risk are: 

•  Operational carbon

•  Capital carbon

Demand for green energy has been rising in recent years, 
with both domestic and non-domestic customers driving this 
increase. For companies to report on the amount of green 
energy they have procured and used from the grid, they need 
to demonstrate that the energy used has been generated from 
renewable sources. Renewable Energy Guarantees of Origin 
(REGO) certificates are obtained to show this. 

As more companies choose to procure green energy from the 
grid, the increase in demand is reflected in the price of REGOs. 
Spot trading prices increased from c.£0.20-£0.30 per REGO 
in the late 2010s, to a peak of c.£25 per REGO in September 
2023. Market prices for Compliance Period 23 (CP23), covering 
financial year 2024/25, have fallen considerably from this level 
to around £3-£5 per REGO — however, prices are still prone to 
volatility, which is expected to continue into the future. 

During the year, we have signed two corporate purchase 
power agreements to procure renewable energy, directly 
from generators, via the grid and to reduce our reliance upon 
standard ‘brown’ grid energy, where the generation mix is 
dominated by fossil fuels.

Societal and 
legislative views 
on environment 
and net zero 
carbon

S M L

Increased media interest and 
changing public attitudes to 
environmental issues may 
increase focus on improved 
environmental policies.

Changing Government tax 
income may lead to a focus 
on carbon as a mechanism 
to raise tax income.

Potential for increased 
investment in environmental 
protection schemes.

As an energy-intensive 
sector and with GHG 
emissions associated with 
water treatment, potential for 
increased costs.

The delivery of infrastructure affords the opportunity to deliver 
other positive environmental outcomes – for example nature-based 
solutions and through our partnership work, such as Future Fens. 

Strong relationship with delivery partners to deliver low-carbon 
solutions, as seen through our historic and ongoing commitment to 
reducing the capital carbon in our assets. 

Regular engagement with the UK Government, regulators and other 
stakeholders to shape policy outcomes.

The most relevant Ofwat PCLs for this 
key risk are: 

•  Operational carbon

•  Capital carbon

Following consultation with our customers and other key 
stakeholders, our AMP8 Business Plan contains proposed 
investments towards net zero carbon. At Final Determination, 
Ofwat confirmed £296 million.* 

Our LTDS contained proposed investments over the longer 
term. This reflects wider societal priorities and identification of 
the need to invest in the environment for long-term prosperity.

Customers want us to ensure a sensible balance between 
ambition, affordability and intergenerational fairness.  
While necessary increases to investment will raise bills in  
the long-term, we have tested our proposals with customers 
and stakeholders, to make sure they reflect the things that 
matter most to them and that they represent the best value  
for our region. 

For customers who are struggling to pay, we have a wide  
range of support available. Read more in ‘Our customers  
and communities’ pages 48-55.

Investment levels 
required

S M L

Higher levels of investment 
required to meet more 
stringent environmental 
standards, improve 
resilience, adapt to  
climate change and meet 
long-term targets.

The current regulatory 
model means that such 
investment will ultimately 
be funded through  
customer bills.

Increase to how much 
customers will have to pay, 
has the potential to affect 
affordability for those 
struggling financially.

Taking affordability into account, as part of the planning and 
investment process — through customer consultation and  
macro-economic analysis.

Assisting the most vulnerable customers, through a range  
of packages.

Carefully planning investments, to deliver optimum outcomes,  
while keeping costs to a minimum.

The most relevant Ofwat PCLs for this 
key risk are: 

•  Abstraction Incentive Mechanism

•  Bathing waters attaining 
excellent status

•  Smart metering delivery

•  Internal interconnector delivery

•  Partnership working

•  Priority services register

•  Value for money 

Nitrous Oxide 
emissions

S M L

Uncertainty over the 
emissions factor for Nitrous 
Oxide emissions.

Potential increase in 
reported Nitrous Oxide 
emissions, resulting in an 
increase in overall reported 
CO2e emissions.

The historic mechanism for calculating Nitrous Oxide emissions 
from wastewater treatment is under review in the UK and 
internationally. Monitoring is underway in Anglian Water and the 
wider UK water sector, to understand the robustness of the current 
emissions calculation methodology. Following the completion of this 
research, a decision will be taken as to the accuracy of the current 
methodology and if the current emissions factor should change. 
Our PR24 Business Plan contains proposed investments in various 
Nitrous Oxide reduction approaches, which will deliver over 5,000 in 
tCO2e savings by 2030.

The most relevant Ofwat PCL for this 
key risk is:

•  Operational carbon

Our AMP8 Business Plan contained proposed enhancement 
investments in various Nitrous Oxide reduction approaches, see 
section 2.314. At Final Determination, Ofwat confirmed £75.5 
million* for the delivery of Nitrous Oxide reduction projects. Our 
aim is to reduce emissions and provide valuable understanding 
that can be applied to our various sites, if reductions can be 
achieved in a cost effective way. If the Nitrous Oxide emissions 
factor increases, the investment improves in tonnes CO2e 
saved/£ invested, but the size of reported emissions increases. 
Our LTDS contains more details on the levels of future 
investment required, see footnote 13.

Table 2: Key transitional risks

14 Our PR24 Enhancement Strategies – A carbon neutral business * Correct at time of publication, however subject to change following CMA referral
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Table 3: Key opportunities

Key opportunity Drivers Impact on business Strategy to realise opportunity Related metrics and targets

Spend to save 
programme

S M

Increased cost of energy. •  Reduction in operating costs. 

•  Reduction in operational and capital carbon. 

•  Reduction in energy consumption. 

•  Reduction in reliance on grid power, increasing 
grid resilience.

We have a dedicated initiative to identify opportunities to reduce energy, carbon and cost. Funding 
is made available for this initiative, providing it pays back in five years or less. We also consider 
investments that may pay back over a longer period of time.

The most relevant Ofwat PCL  
for this key opportunity is  
Operational Carbon.

Correlation of 
reducing,  
carbon reduces 
cost

S M

Need to reduce carbon 
footprint and align with  
our net zero target.

•  Reduction in capital investment required on projects. 

•  Reduction in operational and capital carbon.

Our strategy is consistent with the international standard for capital carbon management, PAS 2080, 
which we assisted BSI to develop. The PAS 2080 standard aims to achieve a systematic process for 
infrastructure delivery, in which carbon management — under the direct control of the value chain — 
is the main focus.

The introduction of electricity and gas smart meters at many of our sites is giving us a better 
understanding of consumption, allowing us to optimise energy reduction solutions. 

The most relevant Ofwat PCL for this key 
opportunity is Capital Carbon.

Uptake of 
renewable energy

S M L

The rising cost of grid power 
and the increasing appetite 
for renewable power.

•  Reduction in operating costs. 

•  Increase in green-energy consumption. 

•  Reduction in the energy required to be imported and  
opportunities to export.

Investment in the optimisation of our combined heat and power (CHP) programme,  
biomethane programme and solar photovoltaic installations on and adjacent to our sites. 

Long-term renewable energy procurement. 

The most relevant Ofwat PCL  
for this key opportunity is  
Operational Carbon.

Residual risk 

Our aim is to mitigate risk, as much as possible, in the short, medium and long term. However, we 
will not eliminate risks entirely. Our robust, risk-based approach will ensure we focus on areas that 
are most pervasive and material, in line with our long-term ambitions. Our Business Plan submission 
details the nature of the investments to both adapt and mitigate against these risks. In practice, this 
is our adaptive response, which allows us to remain flexible to changing circumstances, alongside 
ensuring we limit bill impacts by only investing in solutions that will be needed.

As part of our vision for 2050, outlined on page 9, our future aspirations will ensure that; all customers 
have at least two sources of water supply (in the face of more frequent drought); our customers never 
experience internal or external flooding; and our region will be regarded as an international exemplar 
for the use of nature-based solutions, to solve water security issues. 

Key opportunities 

Our governance structure enables us to identify climate and nature-related opportunities. This has 
allowed us to develop strategies for success, for example, through the green/sustainable financing 
that we undertake as discussed in the section below. 

In line with our value ‘always exploring’, we are encouraged to innovate and seek sustainable 
solutions that deliver environmental and societal benefits. We collaborate with many organisations, 
including: working with the aviation industry to understand the role of biosolids in the development 
of sustainable aviation fuels; recovering waste heat from our sludge treatment processes in line with 
circular principles; hosting battery boxes on our sites to deliver increased renewable electricity to the  
grid and improve network resilience; and leading the development of a framework, to increase  
uptake of green steel. 

Our key opportunities are centralised and reviewed within the Climate and Carbon Steering Group  
and outlined below:
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Key opportunity Drivers Impact on business Strategy to realise opportunity Related metrics and targets

Uptake of 
catchment and 
nature-based 
solutions

S M L

The need to protect and 
restore natural ecosystems, 
while minimising our carbon 
footprint.

The need to maintain water 
quality and availability.

• Supports net zero commitment, by reducing the need for carbon 
intensive infrastructure and offsetting opportunities.

• Potential cost savings over transitional infrastructure solutions, 
particularly through reduced operational expenditure.

• Improves resilience of water treatment assets.

• Investment in more treatment wetlands, to reduce the need for expensive, carbon-intensive 
infrastructure and the chemical dosing that is conventionally used.

• As part of our spill reduction programme, we will be delivering 17 storm lagoons  
and 44 Sustainable Drainage Schemes (SuDS) in AMP8*.

The most relevant Ofwat PCLs for 
this key opportunity are WINEP and 
Natural capital.

Multi-partnership 
approach and 
use of digital 
innovation 
to improve 
ecological quality

S M L

The need for a catchment 
approach, to tackle 
environmental challenges in 
the region.

Development of digital 
innovation as a solution 
to concerns around 
environmental quality.

• Supports two of our four strategic ambitions: enable sustainable 
economic and housing growth and work with others to achieve 
significant improvements in ecological quality of catchments.

• Drives more efficient environmental outcomes.

• Use of digital innovation through working with partners unlocks 
new opportunities to monitor, understand and improve river 
water quality.

• Partnership working on pluvial and fluvial flood risk, e.g., our multi-agency approach. 

• Working with Government and nutrient dischargers in catchment, to develop plans to reduce 
nutrient loads to unlock opportunities to enable sustainable economic and housing growth, while 
improving ecological quality. 

• Continue to explore partnerships for innovation e.g., ecological digital twin, remote sensing  
and in-river sensors.

The most relevant Ofwat PCLs for 
this key opportunity are Regional 
collaboration and Partnership 
working on pluvial and fluvial  
flood risk.

Diversify revenue 
streams, utilising 
by-products 
of water and 
wastewater 
treatment
S M L

The need for resource 
efficiency and a  
circular transition.

• More efficient use of resources, producing environmental 
benefits.

• Revenue generation, through utilising by-products of  
wastewater treatment.

• Continue to explore opportunities and innovate with partners to utilise by-products of water 
treatment and water recycling e.g., through our Bioresources Strategy. This includes an exciting 
opportunity to use sewage sludge as a feedstock, for production of sustainable aviation fuel to help 
the UK meet targets to decarbonise the aviation industry. 

• Our award winning Triple Carbon Reduction Project is creating a circular system to reduce carbon 
and recover resources through an alternative wastewater treatment process.

As part of our zero waste to landfill 
ambition, we aim to ensure that 
100% of our biosolids are recycled, 
meaning zero end up in landfill.

e. Describe the actual and potential impacts of the principal climate-related 
risks and opportunities on the company’s business model and strategy.

b. Describe the impact of climate-related risks and opportunities on the 
organisation’s businesses, strategy and financial planning.

b. Describe the effect nature-related dependencies, impacts, risks and 
opportunities have had on the organisation’s business model, value chain, strategy 
and financial planning, as well as any transition plans or analysis in place.      

Our dependencies and impacts on climate and nature lie at the core of our business. Our business 
model is structured to create long-term value for customers, investors, business partners and the 
wider community. Our strategic priorities are linked to our impact and dependence upon natural 
capital and underpin all our plans. An overview of key plans can be found on page 87.

Financial impact

Our sector is facing unparalleled demand for investment in both the near and long-term future.  
We continue to ring-fence an element of the OPEX budget centrally, to ensure this is available when  
we incur additional costs as a result of weather events. 

Our region experienced one of the wettest winters in 2023/24, which resulted in high levels of 
groundwater carrying into 2025. To minimise disruption to customers and the environment, we spent 
c.£8.4 million to mitigate extreme weather-related impacts. The increased spend covered activities, 
such as hiring vehicles and tankers to manage flooding. Furthermore, we have not reached our 
regulatory targets on some key measures. As a result, we are in a penalty. Read more in our  
‘Ofwat-related Performance Commitments’, pages 30-37. 

The impact of climate change is incorporated into our key assumptions and significant judgements 
in table 1. This discusses the risks in relation to our water mains network, in conjunction with the 
investment required for climate vulnerable mains.

* Correct at time of publication, however subject to change following CMA referral.
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Sustainable finance

In 2017, the Board led the business to become 
one of the first utilities to raise sustainable 
finance through a Green Bond. Sustainable/
green finance covers investments that meet ESG 
standards and ensures funds are used to pay  
for projects that drive sustainable growth,  
protect or enhance the environment, or  
help us deliver against our Purpose.

The sustainable investment programme at 
Anglian Water is rapidly expanding, in line with 
the uptick in our capital programme. We are 
always seeking new opportunities to ensure 
as many of our investments as possible are 
sustainable. The investments we’ve financed 
using our former framework for Green Bonds 
contribute to five environmental objectives: 
climate change mitigation; climate change 
adaptation; biodiversity conservation;  
pollution prevention and control; and  
natural resources conservation.

Green Bonds financed in line with our  
latest framework, updated in February  
2024, will contribute to four new, eligible 
sustainable categories:

• sustainable water and wastewater 
management;

• terrestrial and aquatic biodiversity;

• renewable energy; and,

• affordable basic infrastructure.

The sustainable debt we have raised, to  
date includes both use of proceeds debt and 
sustainability-linked financing. The sustainability 
performance targets are summarised below. 
For more information on how the proceeds have 
been allocated and our progress against these 
targets, please refer to the Sustainable  
Finance Impact Report. 

Sustainability key performance indicator Actual Target Target met

Capital Carbon: Percentage reduction in carbon emissions from construction activity, 
measured in tonnes of CO2 equivalent, compared to a 2010 baseline.

66.1%* 65% We have achieved our 65% capital carbon reduction target.

Water quality Compliance Risk Index: This is the key measure used by the Drinking 
Water Inspectorate (DWI), to determine our overall compliance with stringent regulatory 
drinking water standards.

Not published 
yet

1.5 
(deadband)

The DWI will publish the water industry’s CRI figures in July 2025. At 
the time of reporting, our internal forecast indicates 2024 will be an 
improvement on 2023. We are unlikely to meet Ofwat’s target.

Water leakage: A percentage reduction in the amount of water lost to leakage across the 
region, in megalitres per day (Ml/d), measured on a three-year average. 

3.9% 
reduction

16.4% 
reduction

We missed our three-year leakage reduction target. However, our 
performance remains industry-leading. More on how we manage  
supply and demand on page 42. 

Supporting vulnerable customers: Number of domestic households on Priority Services 
Register (PSR) – as % of the number of households (connected properties).

14.7% 12.8% We met our target, with 14.7% of customers signed up to the PSR, against  
a national industry average of 10.2%.

Pollution incidents: Number of pollution incidents, due to escapes from our water 
recycling network, per 10,000km of sewer network.

57.17* 19.50 We missed our pollutions target. We have a substantial programme of work 
to rectify our performance, more on page 38.

Net operational carbon: Reduction in carbon emissions from operational activity, 
measured in tonnes of CO2 equivalent, compared to a 2018/19 baseline.

26.6% 10% This year we met our target through an investment programme that 
prioritises green energy and sustainable projects.

Water abstraction: Average daily amount of water abstracted directly from rivers, 
reservoirs and groundwater, for household use per capita in a year. This measurement is 
based on litres per person, per day (l/h/d).

181.9* l/h/d 193.0 l/h/d The volume of water consumed by household customers slightly increased 
this year, alongside leakage. However, the increase in population meant  
a slight decrease in abstraction per capita. We met our target. 

Transition to net zero
By 2030, we aim to be a net zero carbon business. 
This is defined as net zero emissions, where we 
have operational control, as set out in our Net 
Zero 2030 Strategy. In 2030, we will likely have 
residual emissions, for example: fossil fuel use in 
Heavy Goods Vehicles (HGVs) and from process 
emissions from wastewater treatment — which 
we will look to offset. As set out in our strategy, 
regarding process emissions, we recognise this 
is a considerable challenge and are reducing 
uncertainty, by monitoring and collaborating  
with other global organisations.

Our strategy contains more detail on the risks 
associated with transitioning to a net zero carbon 
business. Overall, we have a comprehensive 
approach to climate change, of which our 
transition risks form a key part. 

In our AMP8 Business Plan, we will be  
instigating a number of carbon reduction 
approaches, including:

Table 4: Sustainability key performance indicators

• Nitrous Oxide (N2O) reduction technologies.  
Under the Net Zero challenge fund we have 
secured c.£75 million of investment, to introduce 
17 N2O reduction projects at 16 sites across 
four technology types – liquor recovery, 
containment and treatment, real time control 
and Membrane Aerated Biofilm Reactor (MABR). 
These approaches will deliver CO2e savings, while 
providing valuable insights and learnings as to 
the most appropriate technologies for the various 
wastewater treatment contexts. This learning will 
be shared with the wider water sector, to inform 
post 2030 N2O reduction approaches.

• Electric HGVs. We will be introducing a number 
of electric HGVs and associated charging 
infrastructure across our operations in 2025-2030. 
These vehicles afford large scale CO2 reductions, 
compared to traditional diesel vehicles. In 2021, 
when our Net Zero 2030 Carbon Routemap was 
published, we did not envisage the introduction 
of electric HGVs, instead believing that Hydrogen 
HGVs would be available post-2030. However, 
electric vehicle technology has moved forward 

more quickly than planned. This is a small 
example of retaining flexibility in our net zero 
approaches – adopting unforeseen technologies 
when they arise.

• Methane (CH4) capture. We will be developing a 
number of projects to capture further CH4 at our 
sludge treatment centres. CH4 has a much higher 
Global Warming Potential (GWP) than CO2 and 
capturing this CH4 will have a large benefit on our 
overall emissions.

• Gas to Grid. Currently, at our sludge treatment 
centres, biomethane generated from the 
sludge treatment process is processed through 
Combined Heat and Power (CHP) engines, 
which generate heat for the treatment process 
and renewable electricity that is either used 
on site or exported to the electricity grid. As 
these CHP engines reach the end of their life, 
we plan to develop gas-to-grid schemes, where 
the biomethane generated is injected into the 
gas grid. This approach delivers greater carbon 
savings than the current CHP approach.

* At the time of reporting, these figures are subject to audit. 
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f. Analyse the resilience of the Company’s business model and strategy, 
taking into consideration different climate-related scenarios.

c. Describe the resilience of the organisation’s strategy, taking into consideration 
different climate-related scenarios, including a 2°C or lower scenario.

Anglian Water’s overall resilience to climate and nature-related risk is addressed through various strategies and plans, including our Strategic Direction Statement, Long Term Delivery Strategy, PR24 Business 
Plan, Water Resources Management Plan, Drought Plan, Drainage and Wastewater Management Plan, Bioresources Strategy our Pollution Incident Reduction Plan and Climate Change Adaptation Report.  
An overview of the three key reports can be found below.  

Drainage and Wastewater Management Plan Water Resources Management Plan and Drought Plan Long-Term Delivery Strategy

Overview Our Drainage and Wastewater Management Plan (DWMP) sets out 
our plans to manage and recycle water in our region and includes 
the scale of investment needed to reduce the risks and impacts of 
sewer flooding over the next 25 years.  

In our DWMP, we address the triple challenge we face from our 
rapidly changing climate, a fast-growing population and the need 
to protect our region’s environment. Based on analysis tools, such 
as hydraulic modelling, we set out interventions that are needed 
across water recycling catchments, to ensure our infrastructure 
is fit for the future. In our plan we highlight how we have assessed 
risk and carefully balanced the needs of our customers and the 
environment — for example, additional storm storage and nature-
based solutions, to reduce the risk of hydraulic overload. 

Our DWMP is updated every five years, with the second cycle under 
preparation for publication in 2028. Our second DWMP is now 
a statutory requirement and must meet guidance issued by the 
Government. Our technical approaches will be refined further and 
seek to continue to use an adaptive planning approach, to test our 
plans against a range of climate scenarios. In addition, the new plan 
will be subject to an annual review, to understand material changes 
that could impact on the effectiveness of our interventions. Should 
the review reveal substantial changes (e.g. higher population and 
housing development), large parts of the plan will be reviewed. 

Through taking this approach, our strategy will continue to track 
and respond to changes in risks and highlight opportunities to 
make progress quicker. The impact of any financial implications 
of climate change will be assessed as part of the monitoring and 
review process.

Our long-standing statutory Water Resources Management Plan 
(WRMP) and Drought Plan set out how we will manage water supply 
and demand in our region. Both plans provide a comprehensive 
framework for modelling and assessing uncertainties, including 
climate change, to plan future water supplies.

Our WRMP24 accounts for new challenges, such as increased 
resilience to enhanced drought. It also provides a long-term 
strategy for environmental improvement, focusing on the 
abstraction reductions needed to improve river flows. Our adaptive 
plans recognise that certain supply-side options take significant 
amounts of development time and will allow us to develop our 
understanding of water reuse, desalination and aquifer storage  
and recovery. 

Our WRMP will be updated every five years, setting out our plan 
for the next 25 years. This review will be undertaken using climate 
scenario modelling. In addition, the existing plan will be subject to 
annual review, which will include reference to the climate  
scenario analysis.

As a consequence, the strategy may change to address identified 
risks and opportunities, as a consequence of the five-yearly (or 
sooner) revision. The impact of any changes related to climate 
change will be assessed as to the financial implications

Assessing our environmental impact 
The environmental assessments undertaken, alongside the 
development of our WRMP24, are Strategic Environmental 
Assessment (SEA), Habitats Regulation Assessment (HRA), 
Water Framework Directive (WFD) assessment, Invasive Non-
Native Species (INNS) assessment, Biodiversity Net Gain (BNG) 
assessment and the Natural Capital Approach via Ecosystem 
Services Assessment (NCA via ESS).

Our Strategic Direction Statement (SDS) was developed in 2007 to 
set a clear, sustained direction for the following 25 years. Our SDS 
was refreshed in 2017 and reviewed in 2021. 

Our 25-year Strategic Direction Statement states what we want to 
achieve — in terms of outcomes for the region — and our Long-
Term Delivery Strategy (LTDS) refines this further, to determine 
how we will get there through a ‘core pathway’ of investments and 
interventions across the business. It draws in information from our 
other long-term plans such as WRMP and DWMP.  

Our LTDS identifies key internal and external factors that could 
slow or advance reaching our ambition. The LTDS also considers 
the impactions of uncertainty and extreme projections (such as a 
changing climate) through a series of ‘alternative pathways’, which 
we may need to switch to, should trigger points be reached. 

The completion of our LTDS was an Ofwat requirement for the PR24 
process. It is unclear whether a similar submission will be required 
by Ofwat at PR29, but we are currently establishing a programme 
for the creation of a second long-term strategy and plan that builds 
on the knowledge gained in our LTDS.  

We are required to monitor our current LTDS at least every five 
years. We expect our understanding of the risks — particularly over 
the long term — to continue to improve, including on the financial 
implications of challenges like climate change and growth. 

c. Describe the resilience of the organisation’s strategy to nature-related risks  
and opportunities, taking into consideration different scenarios.

Table 5: Key strategies and plans
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Drainage and Wastewater Management Plan Water Resources Management Plan and Drought Plan Long-Term Delivery Strategy

Modelling 
assumptions

Climate scenario

A range of climate change scenarios, including UKCP18 RCP2.6 and  
RCP 8.5, plus six storm return periods (1:30, 1:75, 1:100, 1:250, 1:500  
and 1:1,000).

Climate scenario

Based on UKCP18, through 12 bias-corrected Regional Climate 
Model (RCM) factors for RCP8.5. This modelling was carried out  
for each Water Resources Zone (WRZ) within our system.

We have developed six alternative pathways, using Ofwat’s 
common reference scenarios (climate change, demand, abstraction 
and technology) and our wider scenarios (water for energy and 
landbank availability), to identify higher-regret investment, not 
included in our core pathway.

They are split into ‘high’ and ‘low’ assumptions about the future. 

Climate scenario

For climate change, Ofwat expects companies to use UKCP18 
projections for RCP2.6 and RCP8.5, to explore how these different 
climate futures affect their strategies – including their potential 
impacts on water resources, wastewater loads, flooding, and 
biodiversity – and to ensure the strategy is appropriate given these 
alternative climate assumptions.

Ofwat considers that using the 50th percentile probability level 
for each projection offers plausible high and low assumptions for 
setting common reference scenarios.

Timeframe Four time horizons: 2025, 2030, 2035 and 2050. To meet current and future needs over a 25-year  
period (2025-2050).

Aligned with our existing strategic frameworks and the 
Government’s long-term objectives to 2050 (2025-2050).

Key findings from 
modelling

The results clearly show the impact of climate change, as we look 
ahead to 2050. Using the RCP8.5 scenario (broadly equivalent to a 4 
degree C temperature rise), we can see that fluvial flood risk (when 
a river bursts its banks) reduces slightly, while pluvial flooding 
(when heavy rainfall overwhelms the ability of the ground to absorb 
or drain water) increases slightly.

The results of the climate change scenario analysis identified that 
two of our 27 WRZs are particularly vulnerable to climate change 
and that there would be a material impact on the supply demand 
balance in another five WRZs. Climate change impacts were 
combined with other factors, such as growth, to understand the 
total impact on the supply/demand balance in each WRZ. This has 
helped inform better resilience strategies for the WRZs (as shown in 
the diagram below).

Our LTDS represents the best value plan for our region and we 
have extensively tested it, to ensure our core pathway is efficient, 
affordable and fair in both the short- and longer-term, setting us 
up for a range of plausible futures. We have considered numerous 
solutions to create value across all components of the plan and we 
are clear how we will use base maintenance provision, alongside 
enhancement funding, in the long term.
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Risk to security of public water supply

By 2050, we are projected to 
have 38% less water available for 
abstraction, while over 700,000 
more people will live in the region. 
As the driest region in the UK — 
combined with limited capacity to 
store increasing winter rainfalls 
— less water will be available. 
Increased demand for water 
from households, agriculture and 
businesses is also likely in a drier, 
warmer climate. Left unmanaged, 
this results in one of our most-
significant, climate-related risks. 
Without action, this will negatively 
impact the environment. 

Guided by the water needs of our region  
and our customer and stakeholder views,  
we have developed a three-tiered strategy,  
to ensure safe and secure water resources 
into the future. 

We recognise that driving down water 
consumption in our region is critical to 
long-term resilience. Demand management 
is a key element and our goal remains to 
offset the demand requirements needed to 
serve new housing and population growth, 
through effective demand-side measures — 
including leakage reduction and educating 
our customers to be waterwise. 

Through our long-standing engagement 
work, we have one of the industry’s lowest 
levels of water usage per person. Our 
reductions are underpinned by our consistent 
work to encourage water efficient behaviours, 
coupled with smart metering and our 
framework to encourage behaviour change. 

In April 2024, we launched our smart 
seasonal tariff trial for household customers 
in two areas — Lincoln and Norwich. With 
water companies being challenged to 
innovate around progressive tariff structures, 
we worked with the Centre for Competition 
Policy, to understand how tariffs and different 
communications can reduce demand and 
improve affordability. 

We developed a methodology and created 
a summer and winter structure, testing if 
paying a higher price for water between 
May and August would make a difference to 
usage, or if digital communications could 
also influence behaviour change. Around 
30,000 customers are taking part in the 
trial, which is the largest trial in the industry. 
This will be extended into Northampton and 
Colchester from April 2025.

We are working with the Centre for Climate 
Change and Social Transformation, based 
at Bath University, to measure attitudes and 
behavioural response of customers within 
the trial. More on the trial on page 50. 

Diagram 2: Taken from our Water Resources Management Plan, 
this shows the scale of our region’s water needs by 2050
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Whole Life Carbon

We’re focused on reducing the 
carbon associated with the 
materials used to build our assets. 
Our Ofwat-funded research 
project works to better understand 
Whole Life Carbon – the carbon 
associated with constructing, 
operating, maintaining and 
managing the end of life  
of our assets.

Aligned to PAS2080, the project provides 
a proof-of-concept visualisation tool that 
can identify carbon and cost hotspots; 
supporting decisions to reduce carbon and 
cost during the design phase. It provides 
the detail on the processes, systems, 
behaviours and culture needed to ensure 
Whole Life Carbon and cost information can 
be used by engineers and decision makers. 

Over AMP8, we have an Ofwat performance 
commitment, which incentivises the delivery 
of reduced carbon emissions associated 
with the concrete used to construct our 
assets. Concrete can be a carbon intensive 
material and it is one of the main sources 
of emissions from our construction 
programme. The concrete supply chain is 
complex and the product itself is relatively 
low in value, making the delivery of  
savings a challenge. 

Design teams will work with material 
suppliers and procurement experts to design 
out concrete, using alternative materials and 
low-carbon concrete mixes. While this ODI is 
specific to carbon emissions associated with 
concrete, reductions in these emissions will 
contribute to our overall carbon reductions. 

Across Europe, forecasts from the 
UK Steel and Green Alliance suggest 
demand for steel will increase from 
2030 to 2050, mostly driven by new 
infrastructure to meet net zero goals. 
We support the advent of green steel. The 
water industry uses steel in a variety of 
applications (e.g. sewer pumping stations, 
water mains and tanks). However, at present, 
steel production relies on a carbon intensive 
blast furnace production process. We are 
seeing new methods to create green steel 
emerge. This generic term refers to steel 
produced with less carbon emissions than 
existing blast furnace steel. Most green steel 
projects are in the pilot stage, yet production 
is set to grow rapidly in the next five years. 

There are a host of issues to overcome in 
the pursuit of greener steel – and we have 
submitted a bid to the Ofwat Innovation 
fund to develop a strategic procurement 
methodology and framework for greener 
steel, to drive demand . 

Our work in the Cambridgeshire 
Fens makes the case for 
integrated, landscape-scale 
approaches to mitigate climate 
change impacts. 

We recently contributed to the Fens 
Climate Change Risk Assessment, 
which examines how climate change 
is impacting the Fens — an area that 
is home to the UK’s largest coastal 
lowland and which is a vital hub for food 
production. The Fens face pressures 
from rising sea levels, extreme weather 
and other challenges. Authored 
independently, by the Tyndall Centre for 
Climate Change Research, this localised 
assessment offers evidence-based 
insights beyond national studies, with 
scenario modelling showing the impact 
of global warming on the area, if high 
CO2 emissions continue as predicted

Our AMP8 plans make the case for 
further integrated approaches, working 
in partnership to develop solutions to 
our changing climate, collectively.  
Read more here. 

Addressing climate-related challenges 
in our supply chain and wider sector

We work closely with our supply chain to deliver 
our capital programme. It is fundamental 
that we work together to reduce emissions. 
We began engaging with our supply chain on 
climate change in 2007, when we invited our 
key partners to HRH The Prince of Wales’ first 
Mayday Summit. Since then, we’ve worked with 
our design and construction partners to reduce 
capital carbon by more than 66.1%*, against  
a 2010 baseline. 

We engage with our supply chain throughout 
the year on a range of topics. In January 
2025, members from our Sustainability and 
Commercial Procurement teams presented at 
the Supply Chain Sustainability School AMP 8 
and Beyond: Making Water More Sustainable 
event. The event, which was hosted online, 
attracted 662 attendees. Insights were shared 
on sustainability and sustainable procurement 
for the upcoming AMP8 period, from the 
perspectives of both the water industry and 
individual organisations. Around 100 questions 
were raised by attendees, reflecting a strong 
desire to understand and address the 
sustainability challenges and opportunities 
facing the water industry.

In 2016 we became the first organisation to 
be verified against PAS 2080, the world’s first 
standard for managing carbon in infrastructure. 
In 2024, we were verified against the updated 
PAS2080, which in its update, incorporates more 
issues around working with supply chains to 
reduce carbon. 

More widely, our Head of Carbon Neutrality co-
chairs the Water UK Carbon Network. This group 
meets monthly to share best practice, knowledge 
and developments to shape net zero policy and 
strategy, from a water sector perspective.  

Integrated approaches  
to mitigate  
climate change

Working in partnershipCase study Case study

* At the time of reporting, these figures are subject to audit. 
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The challenge  
Our assets operate in an interrelated 
infrastructure system. We are reliant on the 
power network for electricity, the telecoms 
networks for communications and the 
transport system for access. These assets 
are connected in a host of ways – and a 
failure in any one of these can have cascade 
effects and lead to failures elsewhere. This 
issue has become more acute in the face  
of more frequent, extreme weather events, 
due to climate change.  

Increasingly, high-temperature events are 
testing the resilience of our infrastructure. 
We are beginning to experience 
temperatures that have never been seen 
in the UK, such as the 2022 heatwave – 
where temperatures broke records and 
reached 40.3°C in the Anglian Water region. 
Across the UK, a significant number of 
water assets were impacted, due to heat 
or required emergency cooling actions to 
maintain normal operation. 

Infrastructure owners are only just 
beginning to understand the effect of 
extreme heat on asset failure and the 
failure cascade of critical connected utility 
infrastructure is even more unknown. 

Our climate change adaptation  
Since 2021, we’ve partnered with BT and UK 
Power Networks on a project – led by the 
National Digital Twin programme and Connected 
Places Catapult – known as the Climate 
Resilience Demonstrator (CReDo). Initially funded 
by BEIS and Innovate UK – and now developed 
further with funding from both Ofwat Innovation 
Fund and Ofgem – CReDo is combining datasets 
from Anglian Water, BT and UK Power Networks 
into one system model, to develop a cross-sector 
picture of the interconnectedness of networks. 

The working digital twin has been used to 
examine the potential impacts of extreme high 
temperature events on the wider infrastructure 
network. We have produced an extreme heat  
application – which enables users to understand 
asset risk and when assets could fail under 
climate-change driven, extreme heat scenarios – 
to inform strategic planning, emergency planning 
and infrastructure design. 

Next steps 
As we look to the next stage of the project, we 
will be scaling the working digital twin model to 
become UK-wide. We are also considering other 
future scenarios – including extreme wind and 
storm events – and involving more asset owners,  
to cover infrastructure such as roads. This 
project has showcased how we can collaborate 
on a national network of connected digital  
twins, to create resilient infrastructure. 

Using a pioneering cross-sector climate adaptation digital twin to share data from the water, energy and telecoms sectors we are providing a practical 
example of how connected data can improve climate adaptation and resilience across a system of systems. This has provided us with improved 
understanding of asset failure, system interdependencies and cascade failures, under extreme heat scenarios. 

The image shows how Anglian Water’s assets, UK Power Networks’ electricity distribution 
assets and British Telecom’s communications assets are interconnected. 

In January, Anglian Water’s Head of Asset Management, Matthew Humphrey, joined a 
panel to discuss resilience across Critical National Infrastructure – along with energy, 
transport and telecoms stakeholders – at the National Preparedness Commission in 
Westminster. Discussions centred on the future role of regulation in Critical National 
Infrastructure resilience. A report by the National Preparedness Commission, titled 
‘Regulating for Resilience’, argues that current regulatory frameworks are ill-equipped for 
the uncertainties and pace of risks in an increasingly interconnected, interdependent world 
– outlining opportunities for regulatory innovation that could unlock significant economic 
and societal benefits. 

Case study Working in partnership
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a. Describe the nature-related dependencies, impacts, risks and opportunities  
the organisation has identified over the short, medium and long term.  

Our relationship with nature  

We address the ways in which we rely on and 
have an impact on natural capital and ecosystem 
services, through our plans. Our nature-related 
dependencies and impacts are summarised 
below. We will continue to evaluate and assess 
our exposure to accelerating environmental 
change, exploring our value chain, to develop  
our understanding and inform our management 
of nature-related issues.   

Our dependencies 
We rely upon several ecosystem services to 
provide water and water recycling services to the 
region we serve. Most materially, these are the 
provision of surface water and ground water for a 
safe and resilient supply of drinking water, which 
is also enabled by the maintenance of water and 
soil quality and water flow (i.e. the hydrological 
cycle). In addition, ecosystem services can help 
mitigate the impact of these operations, for 
example through bioremediation (i.e. the ability 
of living organisms to degrade, reduce/detoxify 
contaminants) and filtration (i.e. the filtration, 
sequestration, storage and accumulation  
of pollutants).   

Healthy soil is important. Its ability to hold 
onto water (slow the flow) and provide an 
aerobic environment for microbiology to thrive 
in (releasing nutrients for crops to uptake 
and degrading pesticides) reduces losses to 
watercourses and contributes to healthy water. 
Healthy soils lead to healthy crops, which require 
less inputs (pesticides and nutrients), which 
leads to better water quality. The link between 
soil health and land use is clear and in the East of 
England the agricultural economic contribution is 
roughly twice the national average. This is  
why we work closely with farmers and 
landowners in the region.

Nature also has the ability to provide climate 
regulation and flood and storm protection. 
However, the region we serve has just 7% of 
woodland cover, below the national average of 
over 10%. Low levels of tree cover contribute 
to a range of challenges: less shading and 
cooling, increased thermal heating and 
evapotranspiration from soils and plants,  
less biodiversity and increased flood risk.  
We use partnership working to manage  
surface water and flooding more effectively. 
We will be investing further in upstream 
management of surface water, through the 
provision of sustainable drainage systems, 
regulation and flood and storm protection. 

Our impacts  

We are permitted to abstract water from the 
environment and to return used water once it has 
been treated, through permit conditions imposed 
by our environmental regulator. These permits 
ensure that environmental impacts are either 
eliminated or are reduced over time.

Abstraction  
We recognise that the water we take from the 
environment must be abstracted sustainably. 
Abstraction can have associated impacts on 
sensitive habitats and ecosystems, such as 
chalk streams, if levels exceed a sustainable 
threshold. One of the best ways we can protect 
watercourses in our region, is by reducing the 
amount of water we take from the environment. 
More on abstraction in ‘Our Environment’,  
pages 38-47.

Environmental destinations  
The concept of an environmental destination 
is a long-term vision for the environment, 
most notably for reducing the impact of 
abstraction on water flow and restoring, 
protecting and enhancing waterbodies. As a 
water company — and the largest abstractor in 
the region — we have worked closely with other 
abstractors and environmental regulators as 
part of Water Resources East (WRE), to define 
a set of regional-specific and locally-verified 
environmental destination scenarios, included 
in our WRMP. Having a set of environmental 
destination scenarios enables water companies, 
regulators and stakeholders to understand the 
types of interventions required to achieve  
sustainable abstractions. 

Reasons for poor river health  
River health is determined by many different 
factors and we work in partnership to address 
this issue collectively. More in ‘Our Environment’, 
pages 38-47. 

Permitted discharges  
Permitted discharges can contain high nutrient 
levels. By the end of 2025, our phosphorus 
programme has improved river health across 104 
waterbodies, including 165 confirmed, probable, 
or suspected Reasons for Not Achieving Good 
Status (RNAGs). At water recycling centres with 
new or existing permit limits for phosphorus, 
we have reduced levels entering rivers and 
streams in our region by 53%, compared to 2020 
levels. We have recently installed an I-Phyc 
Algal Biological Reactor at a WRC in Bedford, 
leveraging natural processes, to improve the 
efficiency and sustainability of our water 
recycling process. The reactor is designed to 
reduce phosphorous levels to below or equal 
to 0.5mg/l. This innovative initiative not only 
reduces the need for chemicals, but also lowers 
sludge production, reducing carbon emissions 
and enhancing safety on site.

Invasive species  
Invasive Non-Native Species (INNS) can cause 
significant impacts. Recreation at our Water 
Parks and how we operate flows in our reservoirs 
can increase the spread of INNS. In our region, 
these species include Quagga Mussel, Killer 
Shrimp and Himalayan Balsam. The risk is likely 
to increase with warmer conditions and with 
increased raw water transfers between regions, 
as a solution to drought.

To prepare, we have trained our operational 
teams, rolling out guidance on how to maintain 
biosecurity through a network of Biodiversity 
Champions across the region. We also provided 
grants to support projects that seek to control or 
eradicate INNS from specific aquatic and wetland 
environments across the region. Our grants have 
funded a range of projects around the region, to 
address the spread of New Zealand pigmyweed, 
mink and water fern. We provided grants of 
around £40,000 during the year. Find out  
more in our Climate Change Adaptation Report.

Our impacts and dependencies  
on nature  

In preparing this disclosure, we ran a series of 
workshops with subject matter experts from 
across the business. These were informed by 
the LEAP (Locate, Evaluate, Assess and Prepare) 
approach, outputs from the ENCORE tool and 
our strategic planning, to identify our nature-
related impacts and dependencies, and the risks 
and opportunities that these present. We have 
summarised them in the diagram on the next 
page. We will continue to use the LEAP  
approach to inform our future assessments. 

Our integrated climate and nature-related 
risks and opportunities can be found on 
pages 81-85.
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Raw water  
is collected

Raw water is 
cleaned at water 
treatment works

Potable water  
is distributed

Water is used  
by our customers

Used water  
is collected

Used water is 
cleaned at water 
recycling centres

Water is returned to 
the environment and 
biosolids recycled  
to land
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Table 6: Our impacts and dependencies on nature

We depend on plentiful 
water to abstract and 
leave enough in the 
environment.

Healthy soils hold and 
slowly release water and 
keep soil on land and out 
of the river.

Habitats in the right place 
and condition improve 
water quality and water 
resource availability.

Where pollutions occur, there 
is a risk of species or habitat 
loss from chlorine, sludge  
or brine.

Building infrastructure  
also has the potential  
to cause habitat loss.

Leakage has the 
potential to cause 
habitat and species loss, 
e.g., from soil erosion 
into water bodies.

Habitats, alongside 
well-designed urban 
environments, reduce 
flooding and ensure 
enough capacity in the 
system to respond to 
extreme weather events.

Where pollutions or storm 
overflows occur, there is 
the potential for species 
and habitat degradation. 

We depend on biological 
processes to undertake 
part of the water 
recycling process. 

Where pollutions or 
storm overflows occur 
there is the potential 
for species and habitat 
degradation.

Building infrastructure 
also has the potential to 
cause habitat loss.

Rivers with better  
water quality and  
flow are more effective  
at bioremediation  
and filtration.

Soil condition and climate 
change may affect the area 
of agricultural land over 
which our bioresources 
products can be recycled.

Our dependency on global and local climate regulation services that contribute to and regulate atmospheric conditions span our value chain

Emissions to air across our value chain — particularly CO2 and NOx — contribute to climate change

Surface and groundwater 
abstraction has the potential 
to create ecological impacts 
for rivers and groundwater-
dependent ecosystems.

 
There is a risk of invasive 
species through recreation at  
our sites and through the 
water treatment process.

Note: The materiality ratings are derived from the materiality ratings in ENCORE (encorenature.org) and informed by expert internal insights. In ENCORE, ‘material’ is interpreted as synonymous to significant  
or important to consider in the decision-making process. We will continue to review materiality in future years. 

Biome key:              Land               Freshwater               AtmosphereH MHigh impact:               Medium impact:

High intensity rainfall events 
accelerate soil erosion 
and lead to increasing 
concentrations of nutrients 
and emerging contaminants 
in raw water supplies. 
Without adaptation, 
treatment costs, energy use 
and carbon emissions will 
increase, to maintain high 
drinking water standards.

Extreme temperatures 
and prolonged drought 
can lead to soil  
shrinkage, causing 
ground movement,  
which can increase 
bursts in water pipes.

Water usage is sensitive 
to weather conditions, 
with demand for water 
increasing in the 
summer if the weather 
is hot and dry. More 
frequent and intense 
heatwaves, as a result 
of climate change, will 
exacerbate this.

River habitats may not be 
rehabilitated effectively, if 
discharge quality is not high 
enough for the river to be in 
good ecological health . 

Return of nutrients and 
organic matter to land 
improves soil and plant health 
and supports reduced use  
of artificial fertilisers. 

Research is ongoing into the 
impacts of pollutants, such 
as heavy metals, forever 
chemicals (such as PFAS)  
and microplastics. 

The inability to manage 
supply-demand balance 
effectively has the 
potential to lead to 
negative ecological 
impacts in affected 
catchments. 

Customer water use 
contributes to household 
energy use and carbon 
emissions.
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Pollutions  
Addressing pollutions, which typically occur as a 
result of an escape of untreated wastewater, is a 
huge area of focus. Alongside this, we’re working 
hard to ensure we comply with our obligations 
on storm overflows. Significant work has been 
undertaken across our Water Recycling network, 
to address our pollutions performance. Most 
recently, the actions outlined in our Pollution 
Incident Reduction Plan and £100 million capital 
investment have all resulted in improvements, 
through tangible risk reduction measures, in 
addition to enhanced mitigation measures, 
through increasing our operational response. 

These measures have been implemented and 
will set a strong foundation to underpin future 
performance improvements. We have received 
external assurance – with Roland Berger, 
validating our plans – and believe AMP8 will be a 
period where we re-set our performance, putting 
ourselves on a stronger footing for AMP9 and 
beyond. We report progress annually.

Potable water pollutions caused by failure of our 
assets can also impact the environment. The 
speed and flow of clean water from a burst can 
wash additional sediment into watercourses 
and increase the turbidity. The settling of this 
sediment can disrupt natural processes and 
disturb important habitats. 

Embracing nature-based solutions  
In 2018, we unveiled our flagship treatment 
wetland in Ingoldisthorpe, created in partnership 
with the Norfolk River’s Trust. The first of its kind 
in England, the site naturally cleans 1.4 million 
litres of water a day and has served as a blueprint 
for further treatment wetlands in our region. 
Treated water passes from our Water Recycling 
Centre to the wetland, to be filtered further by 
plants, before it is returned to the River Ingol. 
Wetlands are a low-carbon method of treating 
used water and also act as a natural flood 
defense, by slowing the flow of water  
re-entering rivers and supporting biodiversity. 

We’re also supporting Cranfield University’s 
research into how treatment wetlands can play  
a role in reducing levels of PFAS entering the 
wider environment. 

Over the next five years, we will be 
delivering 11 treatment wetlands 
(designed in AMP7) and a further  
12 are currently going through 
feasibility assessments. These will  
be delivered via our WINEP.  
Our AMP8 Business Plan sets out a nature-first 
approach to development. Keeping rainwater 
out of our sewers, using nature-based solutions, 
is one way we are reducing the risk of flooding 
and reducing storm overflow spills. We work 
in partnership to deliver Sustainable Drainage 
Systems (SuDS), combining drainage materials, 
plants and soil, to help retain water and allow it  
to soak away naturally.  

We are also funding an increasing number 
of other nature-based solutions, including 
beaver releases in partnership with the Wildlife 
Trust for Bedfordshire, Cambridgeshire, and 
Northamptonshire. The reintroduction of beavers 
helps to manage and restore wetland habitats,  
by reshaping waterways, reducing scrub growth 
and enhancing reed bed areas. More in  
‘Our Environment’, pages 38-47.

Biodiversity Net Gain  
The construction and upgrade of our assets can 
lead to habitat loss and disturb ecosystems, 
which is why we implement our Six Capitals 
framework to account for the full impact of 
our activities in our decision-making. While 
some habitat losses are unavoidable, we are 
committed to applying the mitigation hierarchy 
in our delivery of Biodiversity Net Gain (BNG), 
a framework embedded in planning and best 
practice, that seeks to avoid and reduce any 
impacts on biodiversity in the first place,  
before compensating for any residual losses.  

We made a commitment to deliver BNG well 
before the introduction of the Environment Bill 
(which puts a legal requirement on developments 
to deliver 10% BNG). Our AMP7 commitment 
went further than the legal requirement, to ensure 
a BNG of 10% against the measured losses of 
habitats by area on all Anglian Water-owned land. 
This applied across all capital schemes and land 
management activities, where there is a material 
impact upon biodiversity between 2020-2025. 
See page 41 for BNG delivered in 2024/25. 

Access to green and blue spaces  

We manage 49 Sites of Special Scientific Interest 
(SSSI) and we are proud that 99% are considered 
to be in favourable condition by Natural England. 
Some of these sites are at our seven waterparks, 
which play an important role in conserving and 
enhancing our region’s wildlife. Our five largest 
parks hold Green Flag status – the benchmark 
standard for the management of recreational 
outdoor spaces. We are also working with 
Beyond Swim to ensure all our parks can be 
certified as safe-swim locations.   

There are currently 54 designated 
bathing sites across the Anglian Water 
region: 48 coastal sites, two estuarine 
sites, two reservoir sites and two river 
sites. 17 sites have Blue Flags and 
a further 26 have Seaside Awards, 
supporting the tourism economies  
of coastal towns.

Our nature-related commitments  

Our Get River Positive pledges are reflected 
across our planning framework. The Kunming-
Montreal Global Biodiversity Framework has 23 
action-oriented global targets for action, over the 
decade to 2030. Our Get River Positive pledges 
are in the spirit of all these targets, however there 
are some which have the most material impact.  

Ensure storm 
overflows, sewage 
treatment works 
and abstraction 
do not harm rivers

Create more
opportunities
for everyone
to enjoy our
region’s rivers

Support others
to improve and
care for rivers

Enhance our 
rivers and create
new habitats
so wildlife
can thrive

Be open and
transparent
about our
performance
and our plans

Commitment 1 Commitment 2 Commitment 3 Commitment 4 Commitment 5

1. Ensure storm overflows, sewage 
treatment works and abstraction do  
not harm rivers

GBF Target 7: Reduce pollution  
to levels that are not harmful  
to biodiversity

Ensure storm 
overflows, sewage 
treatment works 
and abstraction 
do not harm rivers

Create more
opportunities
for everyone
to enjoy our
region’s rivers

Support others
to improve and
care for rivers

Enhance our 
rivers and create
new habitats
so wildlife
can thrive

Be open and
transparent
about our
performance
and our plans

Commitment 1 Commitment 2 Commitment 3 Commitment 4 Commitment 5

2. Create more opportunities for 
everyone to enjoy our rivers

GBF Target 11: Restore, maintain  
and enhance nature’s contributions 
to people

GBF Target 12: Enhance green spaces 
and urban planning for human 
wellbeing and biodiversity

Ensure storm 
overflows, sewage 
treatment works 
and abstraction 
do not harm rivers

Create more
opportunities
for everyone
to enjoy our
region’s rivers

Support others
to improve and
care for rivers

Enhance our 
rivers and create
new habitats
so wildlife
can thrive

Be open and
transparent
about our
performance
and our plans

Commitment 1 Commitment 2 Commitment 3 Commitment 4 Commitment 5

3. Support others to improve  
and care for rivers

GBF Target 16: Enable sustainable 
consumption choices to reduce  
waste and overconsumption

Ensure storm 
overflows, sewage 
treatment works 
and abstraction 
do not harm rivers

Create more
opportunities
for everyone
to enjoy our
region’s rivers

Support others
to improve and
care for rivers

Enhance our 
rivers and create
new habitats
so wildlife
can thrive

Be open and
transparent
about our
performance
and our plans

Commitment 1 Commitment 2 Commitment 3 Commitment 4 Commitment 5

4. Enhance our rivers and create  
new habitats so wildlife can thrive 

GBF Target 2: Restore 30% of all 
degraded ecosystems

Ensure storm 
overflows, sewage 
treatment works 
and abstraction 
do not harm rivers

Create more
opportunities
for everyone
to enjoy our
region’s rivers

Support others
to improve and
care for rivers

Enhance our 
rivers and create
new habitats
so wildlife
can thrive

Be open and
transparent
about our
performance
and our plans

Commitment 1 Commitment 2 Commitment 3 Commitment 4 Commitment 5

5. Be open and transparent about  
our performance and our plans

GBF Target 15: Business assess, 
disclose and reduce biodiversity-
related risks and negative impacts

GBF Target 21: Ensure that knowledge 
is available and accessible to guide 
biodiversity action

Table 7: Get River Positive commitments and Global 
Biodiversity Framework (GBF) 2023 targets
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d. Disclose the locations of assets/activities in the organisation’s direct operations 
and (where possible) upstream and downstream value chain(s) that meet the 
criteria for priority locations.

Locations of operations important for nature-related impacts and dependencies   

Anglian Water operates over an area of 2,750,000 hectares (ha) and owns approximately 7,000ha  
of land. A range of assets reside on our owned land and we have some land with no defined use.  
The land is under various ownership types, including leases e.g., for livestock grazing.  

Areas important for biodiversity, owned by Anglian Water

Our estate covers diverse habitat types. We work hard to ensure, where possible, we are managing our 
land to benefit habitats and species, as well as supporting broader environmental objectives. We have 
many areas important for biodiversity in the region, including the National Site Network, which covers 
Special Areas of Conservation (SAC) and Special Areas of Protection (SPA). Based on the Task Force 
on Nature-related Financial Disclosures definition, we would consider these to be sensitive locations.

Hectares Type of land

2,846 hectares of SSSIs A site of special scientific interest (SSSI) is land notified under the 
Wildlife and Countryside Act (1981). They are sites rich in wildlife 
and natural features in England, supporting many characteristic, rare 
and endangered species, habitats and natural features. Our patch 
includes significant areas, if not all, of Foxcote Reservoir and Wood, 
Grafham Water, Newbourne Springs, Pitsford Reservoir, Rutland 
Water and Tetney Blow Wells.

1,575 hectares of Special Protection 
Areas (SPAs)

These are protected areas for birds in the UK. Rutland Water  
accounts for a significant proportion of the SPAs we own. SPAs, 
together with Special Areas of Conservation (SACs), form the UK's 
national site network. 

1,366 hectares of Ramsar land This is wetland of international importance, designated under 
the criteria of the Ramsar Convention on Wetlands for containing 
representative, rare or unique wetland types, or for their importance 
in conserving biological diversity.

890 hectares of priority habitat Priority habitats, identified in the UK Biodiversity Action Plan, are 
considered as being of principal importance for the purpose of 
conserving or enhancing biodiversity, under Section 41 of the Natural 
Environment and Rural Communities Act (2006). 

755 hectares of local wildlife sites, 
local geodiversity sites and roadside 
nature reserves/verges

Areas of land with substantive nature conservation value. They 
support both locally and nationally threatened wildlife, with many 
supporting important Section 41 habitats and species.

50 hectares of ancient woodland Natural England has mapped 50 hectares of our estate as ancient 
woodland, this data still requires ground-truthing. Ancient woodlands 
are often very diverse and provide important habitats for wildlife.

12 hectares of Special Areas of 
Conservation (SACs)

We own a small amount of SACs. These are protected areas for 
habitats and species (fauna and flora), in the Habitats Directive. 
SACs, together with SPAs, form part of the UK's national site network.

Table 8: Areas important for biodiversity owned by Anglian Water

The information on this map is based on data currently recorded, but the position must be regarded as  
approximate. The plan is produced by Anglian Water Services Ltd from Ordnance Survey Crown Copyright.
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Drinking water safeguard zones and source protection zones  

Groundwater Source Protection Zones (SPZs) and Drinking Water Safeguard Zones (SgZs) are  
defined by the Environment Agency. SPZs show the level of risk from contamination to a ground  
water source used to supply drinking water. This could be from any activity that might cause pollution 
in the area. SgZs are established around public water supplies, where additional pollution control 
measures are needed.  

Drinking water safeguard zones (surface water)  

Drinking Water Safeguard Zones (Surface Water) are catchment areas that influence the water  
quality for their respective Drinking Water Protection Area (Surface Water). They are identified  
where the protected area has been assigned as being “at risk” of failing the drinking water protection 
objectives of the Water Environment (Water Framework Directive) (England & Wales) Regulations 2017.  

The information on these maps is based on data currently recorded, but the position must be regarded as  
approximate. The plan is produced by Anglian Water Services Ltd from Ordnance Survey Crown Copyright.
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Risk and impact management
This section describes the Company’s processes to identify, assess, monitor, manage and prioritise climate and nature-related risks, dependencies, impacts and 
opportunities. It covers how we identify risks and opportunities, the management of these risks and their integration into the Company’s overall risk management 
process. (This answers a.b.c across the risk management pillar in CFD, TCFD and TNFD).

We outline our 13 principal risks in ‘Risk 
Management’ on pages 102-116. Climate change 
and our impacts and dependencies on nature 
are a consideration in each. Identification of 
current and emerging climate and nature-related 
risks is undertaken as part of our embedded 
risk processes. Our process utilises expert 
judgement, historical data, external data and 
forward-looking analysis. The consequences  
and likelihood of these risks are determined  
and ranked using a scoring matrix, aligned  
to our risk appetite. We use scenarios to  
inform our future direction.

The assessment and management of climate 
and nature-related risks is consistent with the 
approach used to manage risk throughout the 
business. Climate-related risks were identified 
and assessed during the production of our 
latest Climate Change Adaptation Report. This 
discusses 40 risks in relation to climate change 
adaptation and aggregates these into five key 
headline themes — as shown in table 1. 

Each of these can be linked to our top-tier risk 
register and they are integrated into our corporate  
risk register and business planning processes. 
Although we have made adaptation progress 
in all areas, we have observed increased 
risks related to raw water quality and sewer 
flooding. These risks are inherently linked to our 
dependencies on nature. Our strong adaptation 
progress has reduced our risk related to 
interruptions to supply from extreme  
weather events. 

Across these headline risks, we observe 
cross-cutting impacts and external influences. 
Understanding the impacts of multiple hazards, 
compound and cascading risks are all essential 
to maintaining services to our customers and to 
meet our environmental objectives.  

Climate and nature-related risks are also 
identified and managed through the preparation 
of long-term plans — covered in table 5 — and 
the delivery of individual investments. We review 
the current risk level, as well as how our controls 
provide confidence and assurance around our 
management of that risk. 

Identifying, assessing and prioritising climate and nature-related risks 

We are developing a Net Zero Transition Plan,  
which will contain transitional risks.

Being a regulated business, not all the categories 
of example risks and opportunities identified 
within the TCFD guidance (tables A1.1 and A1.2 
(pages 75-76 of TCFD guidance) are relevant  
to us. We have considered them as necessary 
and disclosed as appropriate.

Our approach to climate and nature-related risks 
is fully integrated within our overall risk strategy.
Within this system, we define what constitutes 
substantial financial and strategic impact to the 
business. A critical impact at Anglian Water is 
defined in the risk register as being greater  
than £25 million, while a significant impact  
is between £10 million and £25 million.

Diagram 3: The assessment and management of climate and nature-related risks

01

02

03

13 principle risks (pages xx)
Climate and nature-related risks 
are considered within each risk.

Top-tier risk register
Risks associated with the impacts of climate change 
and on nature are on the top-tier risk register. These 
are summarised in the �ve key headline risk areas as 
disclosed in the table on page [x].

Risks as identi�ed in the Climate Change Adaptation Report

Transition risks (the risks associated with reaching Net Zero)

Business stream risk registers

Emerging risks

Extreme weather

Climate action failure

01
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03

13 principal risks 
Climate and nature-related risks are considered within each risk.

Top-tier risk register
Risks associated with the impacts of climate change 
and on nature are on the top-tier risk register.

Risks as identified in the Climate 
Change Adaptation Report

Transition risks (the risks associated 
with reaching net zero)

Business stream risk registers

Emerging risks

Extreme weather

Climate action failure
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Double materiality 

In 2023, we completed a double materiality 
assessment of Anglian Water, which was  
shared in our 2024 Annual Integrated Report 
and shown in diagram 4. We plan to undertake a 
formal review of this matrix in the coming years, 
in line with our AMP8 Business Plan priorities. 

The landscape in which we operate in is evolving 
at pace. Most of the areas referenced have 
increased in their impact since our formal  
review in 2023. Many are covered in depth 
throughout this report. 

These include: 

Sustainable growth

The Government has made clear its priority to 
drive growth to stimulate the economy and has 
already highlighted the critical role water plays 
in this. This has resulted in our largest ever 
Business Plan, which includes the development 
of two reservoirs, completion of our Strategic 
Pipeline and the relocation of the existing 
Cambridge Waste Water Treatment Plant.

Supply chain management

AMP8 signals transformation across the sector, 
as water companies across England and Wales 
gear up to deliver significantly more. This will 
increase the pressure on shared supply chains. 
More on page 15.

Circularity/waste management

We treat in excess of 150,000 dry tonnes of 
sludge through our sludge treatment processes, 
across 10 sites, each year. As part of our 
Bioresources Strategy for 2025-2050, we are 
exploring additional recycling options for our 
biosolids, which will increase our resilience, 
ensure that options are available for recycling 
biosolids in the future and add value to other 
sectors. More on page 32. 

a. ii. Describe the organisation’s processes for identifying, assessing and 
prioritising nature-related dependencies, impacts, risks and opportunities  
in its upstream and downstream value chain(s).

Diagram 4: Anglian Water’s materiality matrix (2023)

Our Commercial Procurement team has developed materiality heatmaps, which provide a holistic  
view of the identified ESG risks and opportunities for each sub-category of spend.

The heatmaps are integrated within sourcing strategies and discussed, to enable inclusion of relevant 
ESG assessment questions for suppliers, ensuring consideration is given to relevant areas of the 
framework or contract for the goods or services being procured. By engaging with our suppliers 
around these topics early and by sharing and encouraging environmentally positive and ethical 
behaviour in line with Anglian Water’s Supply Chain Code of Conduct, we aim to drive sustainability 
best practice.

We work closely with our capital delivery alliances, for example, involving them in our Climate and 
Carbon Steering group, to ensure we can identify and address environmental challenges as one team. 
Our alliances have played a key role in the delivery of our BNG target over AMP7, through our capital 
delivery programme. We measure the impact and performance of our biodiversity assets through an 
organisation-wide tool. By utilising an Alliance-wide approach, our key partners can view BNG assets 
spatially, visually map, track and report activities, to support decision-making across our capital 
schemes and land management activities.

Corporate Governance and business ethics

Regulatory reviews will reset the framework that 
determines how the water industry delivers for 
customers and the environment over the next 
few decades. More on page 13.

Cyber security and data protection

Anglian Water is considered to be part of UK 
Critical National Infrastructure. This year, we have 
seen increased risk of cyber and physical threats 
targeting critical infrastructure. More on page 17 
and in ‘Risk Management’ pages 102-116.

Labour and human rights

Ongoing legislative changes combined with the 
increase in National Insurance have increased 
impact in this area. More in ‘Risk Management’ 
pages 102-116.
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Metrics and targets

h. Describe the key performance indicators used to assess progress against targets 
used to manage climate-related risks and realise climate-related opportunities — 
and the calculations on which those key performance indicators are based.

a. Disclose the metrics used by the organisation to assess climate-related risks  
and opportunities, in line with its strategy and risk management process.

a. Disclose the metrics used by the organisation to assess and manage  
material nature-related risks and opportunities, in line with its strategy and  
risk management process.  

b. Disclose the metrics used by the organisation to assess and manage  
dependencies and impacts on nature.  

c. Describe the targets and goals used by the organisation to manage nature-related 
dependencies, impacts, risks and opportunities and its performance against these.  

Performance Commitments

Our Ofwat-related Performance Commitments 
track our progress. Due to the nature of 
our business, many of these commitments 
are inherently linked to our impacts and 
dependencies on climate and nature. These 
Performance Commitments – along with 
information on how we monitor our progress and 
how we’ve performed against our targets during 
the reporting year – can be found in ‘Ofwat-
related Performance Commitments’,  
pages 30-37.    

We’ve developed a process to assess and 
manage the climate resilience of our investments 
– via our Six Capitals framework – and integrate 
our LTDS with our water and wastewater 
strategic planning frameworks, to inform efficient 
investment decisions against long-term need. 

Senior leader remuneration

Since 2022/23, a proportion of senior leader 
remuneration has been linked to performance 
against these climate-related targets. For 
2024/25, 2% of the senior leader bonus is 
linked to the achievement of our operational 
carbon performance target and 2% is linked to 
the achievement of our annual capital carbon 
performance target. 

In total, measures relating to our delivery for the 
environment make up 42% of this performance 
contract, which also contains metrics for 
Combined Sewer Overflow (CSO) spills, 
pollutions, leakage, biodiversity net gain and 
WINEP delivery. From 2025/26 onwards, 50% 
of the performance contract will relate to our 
environmental performance.

See more in our ‘Remuneration Committee 
report’, pages 147-165.

Scope 1, Scope 2 and relevant Scope 3 Greenhouse gas emissions (GHG)

This table meets requirements of the Streamlined Energy and Carbon Reporting  
(SECR) regulations and b. of the CDP disclosure.

Units 2023/24 2024/25 Inclusions 
Energy consumption 
used to calculate 
emissions kWh 

kWh 1,069,978,529 1,100,697,958 Electricity, gas, fuels combusted 
on site (fossil fuels and biogas), 
transport (company cars, fleet 
vehicles, personal and hire cars  
on business use) plus liquid  
fuels consumed on site 

Scope 1 – Gas and  
fuel oil consumption 

Tonnes CO2e 10,945 17,988 Fossil fuel combusted,  
natural gas and biogas 

Scope 1 – Process  
and fugitive emissions 

Tonnes CO2e 84,780 85,250 Water and wastewater  
treatment, biogas 

Scope 1 – Owned 
transport 

Tonnes CO2e 21,759 22,216 Fleet vehicles and company cars

Scope 1 – Total Tonnes CO2e 117,483 125,454  

Scope 2 – Purchased 
electricity 

Tonnes CO2e 134,597 133,989 Grid electricity – location-based 
electric for vehicles 

Scope 2 – Total Tonnes CO2e 134,597 133,989  

Scope 3 – Business 
travel 

Tonnes CO2e 740 809 Private cars, public transport 

Scope 3 – Outsourced 
transport 

Tonnes CO2e 18,434 25,074 Outsourced tankers 

Scope 3 – Purchased 
electricity 

Tonnes CO2e 11,632 11,828 Transmission and distribution 

Scope 3 – Total 
significant 

Tonnes CO2e 30,806 37,712 We have not included commuting, 
capital carbon and emissions  
from use of water in  
customers’ homes

Total annual gross 
emissions

Tonnes CO2e 282,886 297,156  

Exported renewables Tonnes CO2e -6,549 -8,739 Exported renewables  
REGO certified

Green tariff Tonnes CO2e  

Total annual net 
emissions

Tonnes CO2e 276,337 288,417  

Intensity ratio –  
water treated 

Kg CO2e per Ml 191.99 186.7  

Intensity ratio – 
recycled water 

Kg CO2e per Ml 454.7 461.1  

Intensity ratio – 
recycled water 

Kg CO2e per Ml 236.1 212.5 Full flow to treatment 

Table 9: SECR 
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Methodology: Emissions have been calculated 
using Carbon Accounting Workbook v.18 (2024), 
an industry standard reporting tool. We have 
followed the 2020 UK Government environmental 
reporting guidance. We have used the GHG 
Protocol Corporate Accounting and Reporting 
standard (revised edition) and emission factors 
from the UK Government’s GHG Conversion 
Factors for Company Reporting 2023, to 
calculate the above disclosures. There have been 
no methodological changes in the way emissions 
have been calculated in financial year 2023/24 
against 2022/23.

The reporting boundary covers the emissions 
within the regulated activity of Anglian Water 
Services Limited, where we have operational 
control, i.e., all Scope 1 emissions, all Scope 2 
emissions and Scope 3 emissions of outsourced 
transport, business travel and transmission and 
distribution losses.

We aim to be a net zero carbon business by 
2030. This is defined as net zero emissions, 
where we have operational control, as set out in 
our Net Zero Carbon 2030 Strategy.

Energy consumption has increased slightly in 
2023/24 over 2022/23, primarily because of the 

very wet weather and the subsequent increased 
pumping required to pump higher volumes of 
wastewater. This was somewhat offset by lower 
water demand and pumping requirements for 
water supply, including abstracting raw water 
from rivers into impounding reservoirs.

Where relevant, we have also aligned 
with industry best practice for emissions 
measurement and reporting. Since 2010, this 
approach has been verified by CEMARS, as being 
measured, managed and reduced in accordance 
with ISO 14064. Our strategy for operational 
carbon reduction has been verified against ISO 
14064 since 2010. And in 2021, we were awarded 
Platinum status on Achilles Carbon Reduce.

g. Describe the targets used by the company to manage climate-related risks and 
to realise climate-related opportunities, and performance against those targets.

c. Describe the targets used by the organisation to manage climate-related risks  
and opportunities and performance against targets.

Six Capitals framework

Our Six Capitals framework, as shown in our Business Model (page 8), is used to consider the 
broadest value we can create through investment decisions. These metrics have been incorporated 
into our value framework – which attributes a notional financial value to elements within each of the 
Six Capitals – and into our risk, opportunity and value tools and process. Within Natural Capital, we  
have measures such as environmental quality, carbon and emissions, pollutions, water resources  
and permit failures. Investments are then assessed for climate resilience, operational carbon  
performance and capital carbon performance.

Target 2024/2515 2023/24

On the pathway to our 2030 target,  
by 2025, achieve a 34% reduction 
against our net zero 2018/19 baseline 
(aligned to our Net Zero strategy)

32% Not applicable (target only 
relevant from 2025) 

Deliver a 65% reduction in  
capital carbon by 2025, against  
our 2010 baseline;

66.1%* 64.2%

Deliver a 10% reduction in operational 
carbon16 by 2025, against a 2020 
baseline; and

26.6% -1.6%

Between 2020 and 2025, ensure that a 
climate change resilience assessment 
is completed for all relevant 
investments.

99.5% 99.5%

15 Our 2024/25 performance covers our cumulative performance between 2020-2025.

16 Capital carbon is the carbon emitted as consequence of the manufacture and installation of assets we construct, for example,  
our new Strategic Pipeline or a new treatment facility.

* At the time of reporting, these figures are subject to audit.

Organisational targets to manage climate-related risks and opportunities

Our key short- to medium-term, climate-related targets are as set out below. We frequently monitor 
and forecast our position towards our net zero commitments, which are to be a net zero carbon 
business by 2030 (emissions where we have operational control and as set out in our Net Zero Carbon 
2030 Routemap). We also have a target to deliver a 70% reduction in capital carbon by 2030, against 
our 2010 baseline. The below targets are in addition to our Performance Commitments.

• Maximising energy efficiency  
and renewable energy generation 
and storage.

• Procuring green electricity.

• Decarbonising our fleet.

• Maximising the value of our biogas.

• Managing our process emissions.

• Opting for alternative fuels.

• Developing our offsetting strategy.

Our longer-term, climate-related targets are in  
line with our Purpose and Strategic Direction 
Statement to 2050. And we are currently  
developing our approach to delivering further 
reductions post-2030, including our approach  
to increased uptake of low carbon concretes.  
We will publish our approach over the coming years. 

Table 10: Anglian Water’s net zero carbon targets and performance

Our Net Zero 2030 Strategy sets out in detail how we will achieve these reductions.  
They will be achieved by:

The numbers reported have been verified 
by Achilles Carbon Reduce (powered 
by Toitū) Scheme (formerly CEMARS) 
as being measured, 
managed and reduced 
in accordance with ISO 
14064-1. This verification 
process has been 
followed since 2011.
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Additional nature-related metrics

These are pulled from the Environment Agency’s Environmental Performance Assessment (EPA) 
and other obligations and commitments. 

Description of metric 2023/24 2024/25 Related targets and progress 

Biodiversity Net Gain  

The % change in the number of biodiversity units is based upon 
condition and extent of biodiversity, as a result of construction  
and land management activities on the company’s land. 

O 92%  107% We have a responsibility to protect the precious habitats and species in our region and support biodiversity. 
Biodiversity Net Gain is one way we are enhancing natural capital in the region. It encompasses our 
approach to development and land management, which aims to leave the natural environment in a 
measurably better state than beforehand. During AMP7 we had a target to deliver a 10% net gain across 
capital schemes and land management activities, where we may have a material impact on biodiversity.  

SSSIs managed in favourable condition  

Percentage of SSSIs (Sites of Scientific Special Interest) we manage, by 
area, which are considered in favourable condition by Natural England. 

P 99%  99% 99% of the 49 SSSIs we manage by area were in favourable condition in 2024, compared to just 35%  
of SSSIs by area nationally.

Trees planted 

Total number of trees planted since 2018. 
P 7,300  12,139 We will continue to monitor our tree planting progress in AMP8.

Spills from storm overflows   

Sometimes referred to as Combined Sewer Overflows (CSOs), storm 
overflows are relief valves built into the combined sewer systems, to 
allow excess water into rivers, lakes, or the sea when rainfall exceeds 
capacity. This permitted discharge protects properties from flooding 
and prevents sewage backing up into streets and homes during  
heavy storms.

P 22  31 Our storm overflow average has increased this year, although it is difficult to make a year-on-year 
comparison as 2024 was the first year where we had 100% monitoring. While it is disappointing to see this 
figure increase, it reflects that nearly 50% of spills occurred in the first quarter of the year, during one of the 
wettest winters we’ve seen on record. 

Our vision for 2050 is that storm overflows are no longer required.  
See Action on Storm Overflows - Our plan to 2050.

Satisfactory sewage sludge disposal  

Percentage of sewage sludge production (overall tonnes dry solids) 
that is dispatched and used or disposed of in a satisfactory manner. 

P 99.43%  100% We achieved 100% of our targets for the satisfactory disposal of sewage sludge to agriculture and expect to 
be rated as Green again in the EPA.  

Self-reporting of pollution incidents to the EA   

Percentage of category 1 to 3 pollution incidents self-reported  
by a water company to the Environment Agency. 

T 89%  88% Our performance remained strong for self-reporting of pollution incidents, meaning we achieved  
Green in the EPA again.

Abstraction licence compliance   

Percentage compliance for our annual drinking water abstraction 
licences with the Environment Agency.  

P 99.5% 100% We achieved 100% compliance across our annual and daily licences this year.

Supply Demand Balance Index   

How the supply demand balance (water available for supply, compared 
to forecast dry-year demands) compares to what is set out in a water 
company’s Water Resources Management Plan. 

P 100% 100% The Supply Demand Balance Index is a key metric used by the Environment Agency, to determine whether 
we have sufficient resources to meet demand. It compares the amount of water we would have available in a 
severe drought, net of actual outage, with demand and target headroom. Our overall Supply Demand Balance 
Index was 100% for 2024/25.

Key
Physical Risk            Transition Risk            Opportunity  P T O

Table 11: Nature-related metrics
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Integrating resilience throughout 
our business is an integral part of 
our operational and organisational 
planning and delivery. It ensures that 
we are delivering on our Purpose and 
that we secure long-term resilience,  
in relation to water supplies and  
water recycling services. 

Resilience is the ability to cope with and recover 
from disruption and to anticipate trends and 
variability, in order to maintain services. Building 
in robust resilience allows us to quickly adapt 
to disruptions, maintain continuous business 
operations and safeguard our people,  
our customers and our assets.

At Anglian Water, resilience is considered and 
managed through three specific lenses: 

•  Corporate resilience: organisational 
governance, accountability and assurance 
processes that help the company to avoid, 
cope with and recover from disruption. These 
should also enable the anticipation of trends 
and variability in business operations. 

•  Financial resilience: the organisation’s  
ability to avoid, cope with and recover  
from disruption to its finances. 

•  Operational resilience: having organisational 
infrastructure – and the skills to run that 
infrastructure – that means the company 
can avoid, cope with and recover from any 
disruption to its ability to provide critical 
services to customers.

Our resilience framework

Maintaining a resilient business and managing our risks

Operational
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102Anglian Water Services Limited Annual Integrated Report 2025

Strategic report
G

overnance
Statutory accounts

Risk management



Over the past year, we have continued 
to face economic, geopolitical 
and environmental challenges. In 
addition to responding to nuanced 
changes – brought about by a new 
government and a new CEO – we 
continued to respond to: the impacts 
of global unrest and the Russia-
Ukraine conflict's impact on supply 
chains; potential local and national 
power outages; chemical supply chain 
disruptions; and extreme weather 
events causing widespread flooding.

Throughout 2024/25, we encountered additional 
stressors such as increased risk of cyber 
and physical threats to critical infrastructure, 
heightened geopolitical tensions affecting energy 
supplies and more frequent natural disasters  
– exacerbated by climate change. 

We also saw heightened domestic unrest, 
which has left water companies at increased 
risk of protest and sabotage-related crime – 
exacerbated by increased media coverage.  
These challenges required us to further 
strengthen our resilience strategies and  
adapt to the evolving risk landscape.

In addition to responding effectively to live 
incidents, we have conducted 45 exercises to test 
our response plans against multiple scenarios. 
This involved multi-agency collaboration with 
regulators, Local Resilience Forums, Police, 
stakeholders across other industries and other 
water companies. Our new dedicated 24/7 
Incident Response team, supported by Anglian 
Water Force (with a membership of over 3,500 
trained employees), ensures company-wide 
incident-response readiness.

Collaborating through national groups like 
Platinum Incident Management (PIM) and 
National Incident Management (NIM), we 
promote industry-wide resilience. We are proud 
of our ISO 22301 certification in business 
continuity management, which attests to  
our high level of resilience.

Security is integral to our strategy, encompassing 
personnel, cyber, information and physical 
security. We adhere to Protective Security 
Guidance under the Security and Emergency 
Measures Directions (SEMD) and maintain our 
security standards through regular audits. 

Risk management is crucial for our strategic 
priorities. We consider global mega-trends, use 
the National Risk Register and adopt an all-
hazards approach for preparedness. Engaging 
with customers helps us to understand their 
priorities and communicate our challenges. 
We also update processes in line with the 2024 
SEMD, to ensure national security and civil 
emergency mitigation and have planned further 
enhancements to protect our vulnerable sites. 

Our risk management practices are integrated 
into our governance framework, with clear 
accountabilities, authority limits and policies  
to govern employee conduct.

Incident response capability 
The way we resource our core incident roles to 
respond effectively to incidents has significantly 
changed through the delivery of the 24/7 
resilience project. Recruitment of an additional 
shift to supplement our 24/7 Tactical Operations 
team has fundamentally changed the quality  
and timeliness of our response. 

We have dedicated time to operational resilience 
training for core critical incident roles, to improve 
resilience in the business and ensure a faster 
response to operational incidents. Since the 
launch, we can now form a full incident team in 
under one hour. We have also maintained training 
for the wider community – and ensured incident 
response is evolving with the business – by 
reviewing roles, system use and structures, to 
increase consistency in incident management 
and data collection.

The implementation of our new resourcing 
strategy has already seen considerable positive 
benefit to our resilience. As an example, 
before January, we found it difficult to fill key, 
specialised roles consistently, often waiting four 
hours or more. Since introducing our new 24/7 
resilience shifts, our call-out time for resource 
has decreased to less an than an hour, with  
100% of core shifts being filled during incidents. 

To maintain operational  
resilience, we have:

• Reviewed and aligned our  
corporate governance.

• Embedded an incident management 
structure to manage company-wide 
and longer-term incidents, using 
military J-cell elements for improved 
threat visibility and clear  
command structures.

• Created a new dedicated, competent 
and confident 24/7 incident response 
capability within our Tactical 
Operations team, with support from  
key roles and a wider volunteer force. 

• Trained our Incident Community to 
handle major incidents.

• Developed emergency plans, focusing 
on service resilience.

• Reviewed Business Impact 
Assessments for resource prioritisation 
and begun to develop a minimum-
viable Company approach, to assure 
standards of resilience measures 
against criticality.

• Mapped interdependencies related  
to chemicals and supplies.

• Supported diverse customer profiles.

• Agreed a new contract to ensure 
robust and timely support to provide 
alternative supplies to our most 
vulnerable customers, in the event of  
a large-scale interruption to supply.

• Enhanced training programs  
for resilience.
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We’re an active member of the Emergency 
Planning and Security industry group, the 
Security and Emergency Planning Network 
(SEPN) and several of its sub-groups. These 
groups collaborate through identifying current 
and emerging risks, sharing best practice and 
exchanging updates with Defra and the DWI. 

We are part of the Strategic Alternative Water 
Working Group, which manages the process 
for mutual aid for alternative water for large-
scale individual company incidents, or multiple 
incidents across water companies. The group 
brings the industry together to pool all available 
alternative water and resources, to give support 
where it’s needed, to ensure customers receive 
alternative supplies.

We participate in industry emergency planning 
with our regulator, Defra, to plan for large-scale/
national incidents. 

We proactively engage with the 13 Local 
Resilience Forums (LRF) that cover our 
geographic region,  planning both in line with  
the national risk register and for incidents –  
such as storm events that lead to flooding.  

For a recent incident, which could have led 
to a loss of water supplies to a large number 
of customers in the Northampton area, we 
proactively asked the LRF to step in. We 
appraised them of the situation and risks 
and enabled other agencies (such as the fire 
and health services) to review their plans and 
response for a worst-case scenario. This initial 
call led to all agencies agreeing to stand up the 
Local Resilience Forum Tactical Coordination 
Group, with regular daily calls. The result was a 
success: no customers lost their water supply. 

Business Impact Analysis (BIA) 
application replacement

During 2024, we kickstarted a project to rebuild 
our Business Impact Analysis application.  
A ‘power application’ was created, to improve  
our existing application and its functionality.

The new app allows teams to identify, in greater 
detail, the impacts of disruption on business 
activities – improving consistency across 
business impact analysis reports. The app also 
allows business activities to be linked across 
teams, enabling critical path analysis and 
highlighting internal dependencies and  
single points of failure, to support greater 
resilience planning.

Organisational incident management

We have continued to refine our approach to 
incident management, reviewing the processes 
and structures for responding to large-scale 
operational and business continuity events and 
incidents. We have adopted the military style  
‘J Cell’ structure across these types of incidents. 
This approach allows the business to respond 
to both emerging risks and incidents in a flexible 
and agile way, ensuring that relevant areas of the 
business are sighted and involved.

Emergency planning

We continue to meet all our obligations for 
emergency planning that are defined in SEMD. In 
2024/25, we submitted a green self-assessment 
return to the Drinking Water Inspectorate (DWI) 
for the emergency planning section of SEMD. 

We maintain our extensive suite of emergency 
response plans, for current, new and emerging 
risks, critical assets, reasonable worst-case 
scenarios and vulnerable customer groups –
such as major hospitals, prisons, those on the 
Priority Services Register (PSR) and critical  
non-household/industrial customers.

These plans, along with our incident response 
processes, support vulnerable customer groups 
during incidents. For example, in the event of an 
interruption to water supply, we deliver bottled 
water to our vulnerable PSR customers. 

We continue to work with an external supplier, 
who supports us with the provision and national 
logistics framework, to enhance our emergency 
bottled water obligations. Alongside this, we 
have recently enhanced our support to our most 
vulnerable PSR customers, through an efficient 
doorstep delivery service during large-scale, 
prolonged loss-of-water supply incidents.  

In addition to maintaining our current incident 
response structures and processes, we’ve  
further developed our ability to manage  
more incidents and risks. 

Collaborating with others

We take a leading role through two national 
Water UK collaboration groups: Platinum Incident 
Management (PIM) and National Incident 
Management (NIM). These groups work together 
to plan for and respond to events and situations, 
to ensure the industry is resilient. 

Power resilience

Power outages remain a key area of focus.  
We have worked with Distribution Network 
Operators to understand the impact of demand 
control, by monitoring the impacts of voltage 
control tests across our network – using our 
power prioritisation tool to model the impacts  
of rota disconnections.

To strengthen our response during power 
outages or communications failures, satellite 
phones have been allocated across key roles. 
Following the roll out and training, three exercises 
have been carried out — allowing users both in 
and outside of Anglian Water to become familiar 
with the technology. We have also carried out  
a company-wide exercise, testing the response  
to a national power outage scenario.

Supply chain resilience

Geopolitical events continue to influence  
global supply chains. During the past year, the 
business has improved planning for critical 
supply chain disruptions, using a risk and 
impact-based methodology.
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Our management system framework policy 
Our Purpose is to bring social and environmental prosperity to the region  
we serve through our commitment to Love Every Drop.

Quality

Environment

Asset health

Resilience

Customer

Protecting water from source to source, providing 
assurance that our drinking water and recycled water  
is always safe and clean.

Water is intrinsic to a healthy environment, natural capital  
and ecosystems. We work hard to minimise environmental 
risk from our operations. 

We have a programme of work to enhance and upgrade our 
assets, so they are fit for today’s and tomorrow’s customers.

Effective planning and preparation to manage and mitigate  
the impact of any disruptive even, so we can rapidly  
respond, continue operations and recover. 

Provide an inclusive service for all our customers, delivering 
a personal, trusted and effortless experience. 

Our Integrated Management System (IMS) unifies 
our management system processes into a single 
framework, aligned with our Purpose, values and 
behaviours. The regular reviews, undertaken by 
the IMS team throughout year, are an important 
source of second-line assurance.

We recognise the importance of robust 
management systems and their role in  
the ongoing success and sustainability  
of our business.

We are committed to:  

• Executive leadership team that leads and  
is accountable for achieving intended  
business outcomes.

• Delivering excellent drinking water quality.

• Zero pollutions mindset while protecting and 
enhancing the quality of the recycled water 
that we treat and return to the environment.

• Maintaining our laboratory’s UKAS 
accreditation.

• Identifying and managing our risks. 

• Making the most of our employees’ 
knowledge and experience, by recognising the 
contribution they make.

• Continually improving the efficiency and 
effectiveness of our operating processes and 
this management system framework.

Complying with relevant legislation,  
regulations and other business needs  
including the requirements of:

• ISO 45001 and ISO 45003 Health, Safety  
and Wellbeing.

• PAS 808 Purpose Driven Organisations.

• ISO 9001 Quality Management.

• ISO 14001 Environmental Management.

• ISO 17024 & CMS (Competence  
Management Systems).

• ISO 22301 Business Resilience (Continuity).

• ISO 22458 Inclusive Service and  
Customer Vulnerability. 

• ISO 55001 Asset Management.

• PAS 2080 Carbon Management.

• MCERTS Environment Agency  
Monitoring Scheme.

We will:  

• Take account of the needs of our customers, 
stakeholders and interested parties.

• Live by our Purpose, values and behaviours.

• Create a culture of care and concern, by 
supporting team and personal resilience, 
promoting health, safety and wellbeing.

• Communicate and promote strategic priorities, 
business goals and positive outcomes 
throughout our business and the  
alliances that work with us.

• Effectively manage our assets to  
deliver optimal whole-life value.

• Assess all aspects of our operational  
activities and their potential impact  
upon the environment.

• Undertake business impact analysis, to 
determine critical products or services and 
ensure that robust controls are in place to 
manage them if disrupted.

• Maintain and protect data to meet our 
obligations and have reliable, accurate and 
complete auditable information on our assets, 
performance and business activities. 

Our Health, Safety and Wellbeing Charter 
Being Safer Every Day puts safety and 
wellbeing at the heart of every decision, 
moment by moment, choice by choice.  

In addition to our Health, Safety and Wellbeing Charter and new Environmental Charter,  
we have defined management-system arrangements for chosen standards, assessment  
schemes and specifications.
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Risk management

We manage risk across our business through a number of processes, including our three lines of 
defence model. Our risk management processes sit within our overall governance framework, which 
includes clear accountabilities, delegated authority limits and well-defined policies and procedures 
that govern employee conduct.

Managing risk in line with our strategy 

Our Executive leadership team, with oversight from the Audit and Risk Committee and the Anglian 
Water Services Limited (AWS) Board, is responsible for developing our strategy. Our strategic planning 
process aims to ensure we have developed clear objectives and targets and identified the actions 
needed to deliver on our commitments, including the management of risk.

Risk management approach

We have an established risk management process in place with defined ‘principal risk areas’ and we 
review risk appetite statements regularly. Our top-tier and business risks are aligned to our principal 
risk areas and are enabled by our risk management process and supporting activities. 

The risk management process sits within our overall governance framework, which includes clear 
accountabilities, delegated authority limits and well-defined policies and procedures that govern 
employee conduct. Our governance framework is mapped on page 107. 

Our risk management framework enables the identification, assessment and effective management 
of business risks, both individually and in aggregation. The consequences and likelihood of these risks 
are determined and ranked using a scoring matrix, aligned to our risk appetite. This ensures we take  
a consistent approach when assessing the overall impact to Anglian Water and our customers. 

Risk appetite 

Anglian Water is exposed to a variety of uncertainties that could have a material adverse effects 
or impact on our financial condition, our operational performance, programme delivery, business 
resilience and/or our reputation.

Risk appetite defines the opportunities and associated risks that Anglian Water is willing to accept,  
in pursuit of achieving its strategic objectives. These statements are used to  
drive risk-aware decision making, by key business stakeholders. 

We consider risks in relation to our strategic priorities and align these to our principal risk areas. 
Underpinning each statement is a series of risk-appetite thresholds. These assist us in providing  
a view on whether we are operating within our appetite, or whether additional risk mitigation  
may be required.

We have a structured approach to risk assessment. The Board reviews and challenges management’s 
assessment of risk and seeks assurance that appropriate mitigation measures are in place to manage 
principal and top-tier risks in the context of our obligations — to keep employees safe and provide an 
essential and efficient service to customers. The Board’s assessment of risk determines what level 
of risk it is willing to accept, which helps senior management to understand the mitigating activities 
required to control risk likelihood  
and impact to acceptable levels. 

For principal risks, we review the current risk level and how our controls provide confidence and 
assurance around our management of that risk. Where a gap exists between our current position and 
our mitigated aspiration, we instigate new or revised actions. Peer review and discussion at the Board, 
Audit and Risk Committee or at Executive Committee-level forms the basis for establishing our overall 
principal risk status. There may be occasions when a higher level of risk is acceptable, but this is only 
in cases where the risks are well understood and can be demonstrably managed. The Audit and Risk 
Committee and the Board regularly review Anglian Water’s internal controls and risk management 
processes, to support decision making.

Three lines of defence model

First line of defence Second line of defence Third line of defence

The business

• Identify, evaluate, mitigate, 
monitor and report  
business risks

• Ensure compliance

• Escalation to appropriate 
governance group

• Strategic planning

• Long term business plans 

Oversight

• Structure of oversight 
and governance groups 
to discuss, manage and 
respond to risks

Enterprise risk management

• Set risk management 
framework and policies

• Reporting

• Provide expertise and 
training to the business 

• Enterprise view of risk

• Risk deep dive 

• Horizon scanning

• Assurance activities 

Oversight

• Audit and Risk Committee

• Risk, Assurance and 
Disclosures committee

• Risk Committee

Internal Audit

• Annual audit programme

• Provide independent 
assurance to senior 
management and the Board

• Evaluate the effectiveness 
of governance, risk 
management and  
internal controls

Oversight

• Audit and Risk Committee

• Risk, Assurance and 
Disclosures committee

Anglian Water’s three lines of defence
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The Board has a responsibility to disclose 
‘significant failings and weaknesses, 
or areas of concern that have not been 
resolved by year-end’. The Board’s 
interpretation of this requirement is that 
there is a need to disclose any control failure 
or omission which, if unchecked, has the 
potential to result in significant financial, 
operational, or reputational damage  
to the business. 

We carefully assess the principal risks 
facing us. These risks centre around 
the criticality of our infrastructure, 
the importance of our customers and 
our people, climate change and the 
environment, health and safety in our 
service delivery, cyber security and our 
ability to finance our business appropriately. 
These are reported regularly to Audit  
and Risk Committee and the Board.

In addition to the principal risks, we also 
actively manage business risks, which 
feed into our principal risk areas. Principal 
risk areas are assessed by considering a 
combination of factors, including emerging 
risks and external threats. 

On each principal risk, we assess therisk 
profile and movement of this risk over 
this financial year and our prediction for 
2025/26. They are listed on the following 
pages, in no particular order. 

High risk

Risk profiles

Medium risk

Medium – Low Risk

Low risk

No change

Risk increasing

Risk decreasing

Risk movement

Risk Governance
The start of a new regulatory cycle presents a good opportunity to refresh our principal and key risks, along with material controls, to ensure we  
have effective monitoring in place to provide effective risk management in line with our Enterprise risk management processes. This work is being 
supported with external expertise and will be approved by members of the Executive Committee, Audit and Risk Committee and the Board. 

We have reset our governance structure, which provides oversight for our key risks. The introduction of the Risk, Assurance and Disclosures Committee 
and the Audit and Risk Committee will provide monitoring, response, mitigation activity and escalation routes for the business. Oversight of principal  
risk areas areas managed through the appropriate sub-committees as mapped below. 

We carry out regular horizon scanning activities to identify any emerging risks that may impact the business. The scope, speed, impact  
and interdependence of risks are growing — creating further complexity, meaning we are also having to manage multiple events at a time.

We continue to experience a level of uncertainty, with global supply chain disruptions due to the ongoing Russia-Ukraine war, the emerging trade and  
tariff disputes, regulatory uncertainty regarding future policies and regulations, plus extreme weather events. In response to our evolving risk profile,  
we have implemented additional controls and mitigating measures, to address and stabilise our risk position.

In the context of an uncertain economic and political global picture and in a traditionally uncertain period of the regulatory cycle,  
our risk profile remains similar to last year.

The Anglian Water Services (AWS) Board 

Audit and Risk Committee Remuneration Committee Nomination Committee

Executive Committee sub-committees

Environment and Sustainability Operations –  
Water

Capital Delivery

Risk, Assurance  
and Disclosure

Operations –  
Water Recycling

Strategic Change

Operations –  
Customer and  

Wholesale
People

Health, Safety  
and Wellbeing

Sub-committees led by Executive Committee members

Remuneration policy linked to Environmental,  
Social and Governance (ESG)

Review the Company’s  
top-tier risks

Balance of skills, knowledge, experience  
and diversity on the Board

Anglian Water’s risk governance framework 

1

2 3

45

68

7

911

1213

6

6

7

7

9

10

10

10

11

11

Numbering refers to each Principal Risk

Principal risks 
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Customer proposition1 Delighted customers

Strategic goal: 

“To make life better for our 
customers, every single day.” 

Risk description
The risk of being unable to improve and 
maintain the levels of customer service 
necessary to deliver what our customers tell 
us they want. Inability to support customers 
with vulnerability or affordability challenges, 
or to deliver on our Purpose.

Key driver(s) 
The requirement to meet CMeX (Customer 
Measure of Experience) and DMeX 
(Developer Measure of Experience)  
as set by Ofwat. 

The continued customer affordability 
challenges, as a result of the rising cost of 
living, which could impact our risk of failing 
to achieve financial sustainability. 

To mitigate this risk: 

•  We conduct customer satisfaction  
and experience surveys, publish the  
results and identify and act upon areas  
for improvement. 

•  We have a clear complaints process  
to identify and address expressions  
of dissatisfaction.

 •  We test the accessibility of our services 
with a wide range of demographics.

•  We are certified to the ISO 22458 Inclusive 
Service Provision Framework, to help 
identify and assist vulnerable customers.

•  We are deploying agile methodologies and 
ways of working, to focus and prioritise  
our efforts to the best of our ability and  
to deliver value – as soon as possible  
– to customers.

Opportunity
Use our customer service feedback to look 
for new ways to meet everyday challenges  
to make life better for our customers.

Environment2 Flourishing environment

Risk description
The probability and consequence of 
damaging the environment through business 
activities/incidents. This could be through 
deficiencies in waste management, waste 
transport, waste treatment and disposal, 
breaching abstraction licences, unintended 
pollutions, construction activities or an 
overall failure to reach Net Zero by 2030.   

Key driver(s) 
Extreme weather events and gradual 
changes in climate, as well as environmental 
degradation, such as air, water and land 
pollution. Water stress and biodiversity loss, 
plus other factors, including behaviours and 
use like wet wipes and fats, oils and grease 
(FOG), failing assets or control systems.   

To mitigate this risk:   

•  Our Purpose is to ‘to bring environmental 
and social prosperity to the region 
we serve through our commitment to 
Love Every Drop’. We are committed to 
protecting and enhancing our environment.   

•  Our Get River Positive initiative, launched 
in 2022 with Severn Trent contains five key 
commitments that set out the overarching 
framework for protecting and revitalising 
rivers, to ensure storm overflows and 
sewage treatment works do not harm 

rivers and to make improvements that 
result in 90% of people in our region  
living less than one hour away from  
a designated bathing site.   

•  Our investment plans are targeted, to be 
resilient to drought and flooding, e.g., the 
Strategic Pipeline Alliance (SPA) and plans 
for future reservoirs.  

 •  We have a strategy to become a Net Zero 
business by 2030, and we’re a key driver of 
the established water sector route map.

•  We tackle biodiversity loss through active 
management of biodiversity assets on our 
sites. Ninety-nine of our Sites of Special 
Scientific Interest (SSSI) are in  
favourable condition.

• We undertake ecological surveys and 
impact assessments, where required, to 
avoid and mitigate biodiversity impacts.   

• We are prioritising low-carbon, nature-
based solutions, where possible, to  
meet our needs, alongside enhancing  
the environment.   

•  We have strong management systems, 
controls and governance in place for 
managing our abstraction licence 
compliance, with a formal lessons-learnt 
process and tactical response  
groups in place.  

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26

Strategic goal: 

“To create a sustainable 
future for our region.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26
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Environment continued2
 •  We have a well-established Pollution 

Incident Reduction Plan (PIRP), which will 
be published annually in AMP8. The plan 
details all reduction and control activities 
that are underway and we provide  
regular progress updates to the 
Environment Agency.   

•  All incidents and associated response, 
mitigation and preventative actions 
are reported to, and monitored by, our 
operational performance cells and  
senior management.   

•  We have invested in new technology for 
remote monitoring of discharges, which 
have been installed at key points on the 
network, both inland and on the coast.   

•  We regularly meet our regulators to review 
performance, share best practice, set 
future environmental strategy and  
drive improvements.   

•  We work with regulators, stakeholders and 
across the industry to regularly review and 
update the Biosolids Assurance Scheme 
(BAS) — the national standard for recycling 
biosolids products to agricultural land,  
to ensure it remains appropriate  
for the future.   

•   We manage our trade effluent discharges 
in line with the Environmental Permitting 
Regulations 2016 (EPR), Urban Wastewater 
Treatment Regulations 1994 (UWWTR) 
and the Water Industry Act 1991 (WIA), to 
ensure we protect people, our assets and 
processes and the environment.

•  We work closely with our regulators and 
the rest of the sector to identify emerging 
environmental risks and put strategies 
in place to identify, monitor and manage 
them with evolving technology  
and regulation.  

•  We ensure that our activities are correctly 
permitted and operated in compliance with 
relevant regulations such as EPR,  
UWWTR and the WIA.

Opportunity
Use new learning and technical 
developments to collaborate and to be 
industry-leading in driving environmental 
change, promoting Anglian Water as a 
trusted custodian of the environment  
and public health.   

Collaborate with others at a catchment-scale, 
to deliver solutions that meet the needs of  
all stakeholders.  

Enhance our use of technology, to analyse 
performance and ensure that any mitigation 
or improvement activities and controls are 
aligned to actual cause — whether systemic 
management system changes, or locally-
driven mitigation.  

Water quality and supply3 Safe, clean water

Risk description
The risk that we are unable to provide a 
reliable source of water to customers when 
they need it, in line with quality standards. 

Key driver(s) 
The speed at which the climate changes and 
the population grows – combined with our 
region being the driest in the UK – could see 
this risk materialising sooner than we  
had planned. 

To mitigate this risk we have:   

•  Skilled and trained employees operating 
our water assets.

•  A mature planning approach for drinking 
water safety including a 25-year water 
quality strategy, which meets  
regulatory requirements.

•  Robust policies and standards  
for water supply hygiene. 

•  Regular routine testing of water quality.

•  Investment to maintain and improve  
water quality. 

•  Regular internal and external audits.

•  Detailed emergency and business 
continuity response plans.

•  A 25-year statutory Water Resource 
Management Plan (WRMP), funded and 
delivered in five-year Asset Management 
Period (AMP) plans.

 •  A five-year statutory Drought Plan.

•  Monthly monitoring in place for our  
water resources. 

•  Regular discussions with the Environment 
Agency, in relation to water supplies.

•  Regular discussion and liaison with the 
Drinking Water Inspectorate, in relation 
to near- and long-term water-quality 
provision and risk.

•  Robust asset management planning and 
investment assured ISO 55001.

•  Planned investment, from 2025, to 
improve our resilience to climate change 
by renewing our highest-risk climate 
vulnerable water mains. 

• We are investigating the risk to water 
posed from forever chemicals and we  
are participating in relevant research.

Opportunity 
Exploit new digital technologies for water 
and water recycling solutions, to enable us to 
better monitor, manage and ultimately reduce 
consumption of key inputs – such as power, 
water and chemicals – with real-time data.

Work across the industry, to deliver winning 
solutions and drive wider benefits, beyond 
cost efficiencies.

Use Ofwat’s Adaptive Planning Framework 
to help us monitor performance against a 
range of scenarios, which can be adopted 
depending on future circumstances.

Strategic goal: 

“To make life better for our 
customers, every single day.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26
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Health and safety4 Our people, healthier, happier, safer

Strategic goal: 

“To deliver our identified business priorities.” 

Risk description
The risk that we endanger the health, 
safety and physical wellbeing of our people, 
operating partners, or members of the public. 
We recognise the importance of robust 
management systems and their role in the 
ongoing success of our business. 

Key driver(s) 
Stretched resources and pressure to reduce 
costs could lead to less focus on following 
procedures, processes and maintenance. 

To mitigate this risk: 
 •  The Board reviews health and safety 

matters at each meeting. In addition, the 
Executive Committee and Health, Safety 
and Wellbeing sub-committee reviews 
health and safety performance and 
associated actions. Health and safety 
performance reports developed and 
published for business unit leadership 
teams to manage health and safety.

•  All accidents and incidents are investigated 
and remedial actions tracked.

•  We have launched a refresh of our 
approach to Health and Safety –  
Safer Every Day.

•  Health and safety is embedded in our 
culture and processes, via training and 
raising awareness. For example, the health 
and safety leadership programme for 
managers and senior leaders.

•  ISO 45001 management system monitors 
performance, with regular reviews 
undertaken by BSI as well as  
through internal audit.

•  Safety management is reviewed regularly, 
to ensure that it’s suitable and sufficient 
to manage the hazards we have in our 
undertakings. We regularly engage and 
consult with employees on health, safety 
and wellbeing. Health, behavioural safety 
and wellbeing initiatives are run throughout 
the year.

Opportunity
Work with our employees and alliances, to 
drive positive behaviours — built around 
trust — for health, safety and wellbeing. 
Collaboration with alliance partners, to 
improve safety around high-risk tasks.

Read more on our approach to health and 
safety in ‘Our People’, pages 56-66.

People5 Our people, healthier, happier, safer

Risk description
The risk that we do not have enough skilled 
or capable people to run our business and 
deliver on our goals. The engagement and 
wellbeing of our colleagues and the creation 
of an inclusive workforce are central  
to our culture. 

Key driver(s) 
The growth of the business, competition  
for scarce skills, an aging workforce –  
alongside global instability – could lead to 
failure to attract sufficiently skilled people,  
an increase in attrition and a decrease in  
the wellbeing of our people.  

To mitigate this risk, we: 
•  Have a suite of people policies in place  

that are routinely reviewed and updated  
as appropriate.   

•  Review recruitment and retention 
activities, including remuneration,  
reward and incentivisation tools.   

•  Monitor and effectively manage  
and support absence.   

•  Undertake engagement surveys,  
with improvement actions identified 
and implemented.  

 •  Identify and regularly review essential 
skills, roles and business activities.   

•  Have established business continuity 
plans, to cater for low-likelihood and  
high-impact incidents.   

•  Provide a comprehensive range of 
wellbeing benefits and activities.   

•  Continue our aspiration to be an inclusive 
workforce and representative of the 
community we serve.   

Opportunity
To engage and listen to our colleagues, 
continuously improve our skills and 
capabilities and retain our most talented 
people, to help us achieve our goals. 

To create and deliver a strategic workforce 
plan to ensure the deliverability of our  
future business priorities.  

Read more on our approach to workforce 
planning and engagement in ‘Our People’, 
pages 56-66.

Strategic goal: 

“To deliver our identified 
business priorities.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26

Strategic goal: 

“To deliver our identified 
business priorities.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26
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Technology6

Risk description
The risk to our operations of technology 
failing to be available, secure, reliable and 
performant/failure to capitalise on new  
and emerging technologies.

Key driver(s) 
The last year has seen a continued increase 
in the cyber threat to UK Critical National 
Infrastructure (CNI) sectors, driven by: a 
rapidly worsening adversarial geopolitical 
environment; the rise of state-aligned  
groups; and an increase in more  
aggressive cyber activity. 

The Russia-Ukraine war continues to 
heighten the UK asymmetric threat, 
particularly as attempts at reaching a peace 
accord are underway. While Israel and 
Hamas have agreed a peace deal, continued 
negative feelings between the two have 
not decreased the general instability in the 
Middle East, which continues to feed into 
high levels of aggressive cyber activity.

The last year has also seen an increase in 
cyber-attacks — primarily ransomware-
based — against UK utility companies. As 
cyber security measures have been improved 
throughout industry, cyber-attack levels have 
increased against the supply chain and this is 
expected to continue. 

Supply chains may also be negatively 
affected by new US Administration 
interventionist policies, particularly trade, 
forcing costs up and bringing into question 
availability of technical services. 

It has also been noted that threat actors 
are starting to make more use of Artificial 
Intelligence (AI) in the design and execution 
of their attacks. 

To mitigate this risk, we: 
•  Continue to lead the digital transformation 

of our business through the move to 
cloud-based services, reducing our legacy 
and on-premise technology footprint. As 
part of this, more best practice standards 
are being employed and governance is 
being strengthened.  

•  Have adopted the National Institute of 
Standards and Technology Cyber Security 
Framework (NIST-CSF) as our guiding 
cyber security standard. This standard is 
globally recognised and utilised across 
a wide variety of sectors. Advice and 
guidance from the National Cyber Security 
Centre aligns to NIST-CSF. 

•  Have an ongoing employee cyber 
awareness and education campaign,  
which includes regular phishing tests.

Resilient business              Investing for tomorrow

•  Have taken more internal control of cyber 
security monitoring through the use of 
cloud capabilities, such as Microsoft 
Sentinel and Defender.

Opportunity  
We will continue to take advantage of new 
technologies, as they become available  
– particularly those that are cloud-based –  
to help us become more agile and resilient. 

Governed by our Digital Operating Model, 
we will continue to invest in technology and 
cyber security to strengthen our resilience. 
Our updated Cyber Security Strategy, aligned 
with NIST-CSF best practice, will help in 
the overall improvement, recognition and 
management of technology risks. 

Strategic goal: 

“To deliver our identified 
business priorities.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26
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Financial7

Risk description
The risk that we fail to appropriately  
finance our business in either the  
short or the long term.   

Key driver(s) 
Economic conditions affecting the availability 
or pricing of funding from debt markets. 

Failure to deliver our TOTEX programme 
either through overspending or missing 
outcomes, impacting our potential for 
earning financial rewards, which allow us to 
invest for the future. 

Inability to maintain stable credit ratings.   

To mitigate this risk, we: 
•  Use revenue from our customers, together 

with the proceeds of new debt raised,  
to finance the TOTEX programme.  

•  Use a range of investment and debt 
instruments to finance our regulatory 
capital value.  

•   Ensure access to a diversified source  
of debt across a range of maturities,  
to minimise the refinancing risk.

•  Hold regular senior level meetings with 
banks, rating agencies and bond holders

•  Have robust treasury, liquidity and energy 
and covenant policies, which are internally 
monitored through our Finance, Treasury 
and Energy Policy Group.   

•   Our ultimate shareholders have committed 
to inject £500 million into Anglian Water 
Group, £300 million will be provided by 
early September. The remaining £200 
million will be provided by early June 
2026. This is part of plans to strengthen 
the capital structure ahead of regulatory 
reforms and maintain strong investment 
grade credit ratings. 

• As set out in our PR24 Business Plan, our 
extensive investment programme means 
we will look to raise c.£400 million of debt 
over the year to March 2026, with a further 
£600 million in the first half of 2026/27. 
In addition, on 11 June 2025 the Group 
received formal commitment from lenders 
for the refinancing of £950 million of RCF’s 
that were due to expire in March 2026 and 
June 2026 in the form of a new three-year 
facility totalling £900 million.

Opportunity

Maintaining a strong credit rating, liquidity 
levels and an attractive environmental, social 
and governance (ESG) profile will allow us 
access to a broad range of financial markets, 
optimising our financing costs.  

Resilient business             Fair charges, fair returns Reputation8

Risk description
The potential for negative publicity,  
public perception, or events that have  
an adverse impact on our reputation. 

To mitigate this risk, we: 
•   Have a Board-assured communications 

strategy which seeks to address (both 
internally and externally) reputational 
concerns, while driving proactive 
opportunities around growth, investment 
and good citizenship.

•   Have key risk indicators across customer, 
stakeholder and trade press to provide 
trend data on trust and reputation. This 
is reported monthly and informs our 
communications strategy.

• Constantly seek to secure lateral 
endorsement and support from 
stakeholders and other third parties, who 
become willing to advocate on our behalf.

• Have well-rehearsed contingency plans 
and accompanying communications 
strategies for when things don’t  
quite go right.   

• Have enhanced governance structures  
at Executive Committee level, which 
provide robust escalation pathways  
for reputational issues. These include  
the Risk, Assurance and Disclosures  
sub-committee and Environmental  
and Sustainability sub-committee.  
These are supplemented by a weekly 
Corporate Affairs review for acute  
issues and quarterly updates to the 
reputational risk register.

Opportunity  

We use our insight and data to make sure 
communications are relevant, effective  
and engaging for our different audiences. 

We continue to challenge bad data and 
misinformation where necessary. Ensuring 
we’re prioritising stakeholder engagement 
and strengthening relationships remains 
key, as well as actively engaging with the 
Government’s growth agenda and the 
regulatory reform process.

Delighted customers

Strategic goal: 

“To deliver our AMP7  
Final Determination.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26

Strategic goal: 

“To deliver our identified 
business priorities.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26
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Asset infrastructure9

Risk description
The risk of failing to plan, build, maintain  
and decommission assets reliably and 
efficiently to meet the service  
expectations of our customers.   

Key driver(s) 
Our significant and ageing asset base  
– which includes large tunnels, reservoirs  
and a distribution and collection network  
that serves a customer-wide base  
– and the changing regulatory and  
environmental landscape.  

To mitigate this risk, we: 
•  Have strategic alliances in place to 

deliver capital programmes, to assure 
continuation of services to our customers.

•  Established investment and corporate 
governance process, which operates for 
projects led by senior management, with 
independent assurance.  

•  Have a cross-business governance  
bodies that align to business strategy.

•  Have detailed knowledge and 
understanding of our critical assets.

•  Have detailed and defined minimum  
asset standards and proven designs  
to reduce risk.  

•  Work with industry bodies to review the 
regulatory framework in relation to asset 
health, to further address long-term risks.

•  Have built/allocated and trained a robust 
support team to ensure that, in the event 
of incidents, we have strength and depth 
within the team to reach early resolution 
and recovery. 

•  Continue to drive (into new asset solutions) 
the learning and long-term view for 
asset health and maintenance, to avoid 
unnecessary asset risk. 

•  Work with the design and operational 
communities to ensure practical feedback 
is obtained on assets to further improve 
asset knowledge and performance.

•  Have additional expertise join the  
business to head up delivery of the  
Major Infrastructure projects, as well  
as specialists to assit in understanding 
asset health and performance.

Opportunity 
Trial and implement new technologies and 
innovation, to improve our water treatment 
processes and network operations, such as 
leakage detection and pressure monitoring.  

Use efficiency gains on analytical data, 
reporting and innovation, to take advantage  
of analytical and digital capabilities and 
support a reduction in process costs,  
while reducing inefficiencies.  

Use the TOTEX outcomes framework and 
engage with the Ofwat Innovation Fund, 
to drive up performance and facilitate the 
innovation that customers need. 

Investing for tomorrow Business resilience10

Risk description
The risk of failing to embed capabilities, 
processes, behaviours and systems that 
allow us to continue to carry out the 
fundamentals of our business. A failure  
to prepare for operational risks and be 
resilient against them.

Key driver(s) 
Operational risks can arise within all areas of 
the business and can manifest themselves 
through inadequate or failed internal 
processes or systems, human error  
or from external events. 

To mitigate this risk, we: 
•  Proactively mitigate potential customer  

and environmental harm, regulatory or  
legal censure and financial and  
reputational impacts.

•  Regularly review our processes and 
systems – including prevention and 
detection processes – to ensure we can 
absorb/adapt to internal or external events.

•  Proactively carry out and review team 
specific business impact assessments 
across the company, to understand risk  
at a granular level. 

Opportunity 
Use data analytics to exploit the development 
of our smart networks and smart metering, 
to utilise an untapped level of data to help 
increase resilience and service to customers.

Resilient business

Strategic goal: 

“To create a sustainable future 
for our region.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26

Strategic goal: 

“To create a sustainable future 
for our region.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26
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Commercial and third party11

Risk description
The risk of loss, failure or over-dependency 
on one or more of our key suppliers 
(including alliances), which may interrupt  
the services that they provide.  

Key driver(s) 
The rising expectations of customers, 
increasing regulation and rapidly evolving 
technology.    

To mitigate this risk, we: 
•  Closely manage our supply chain, given 

our alliance and partnership model, which 
supports the delivery of our core services.   

•  Monitor the long-term sustainability of 
key suppliers, considering wider macro-
economic pressures.

•  Operate a strong control environment, 
through the delivery of our procurement 
and supply chain operating model, which is 
focused on delivering active monitoring of 
critical suppliers and partnerships.   

Opportunity  
Engagement and monitoring of our key 
suppliers – to build on our success – 
optimising our value chain and enhancing 
our capabilities, through the use of 
transformational technologies. 

Resilient business Strategic execution12

Risk description
Failure to translate the strategy from 
high-level ambition to specific action; 
appropriately adapt the strategy when 
conditions change; deliver change to time, 
cost and quality; and to realise the benefits 
on completion.

Key driver(s) 
Internal and external developments, such as 
supply chain challenges, the energy crisis, 
the cost of rising inflation and public media 
sentiment, together with changing laws and 
regulations across the water industry, could 
all have an impact on our ability to finance or 
deliver our strategic goals.

To manage our risks, we have taken the 
following steps:

 •  We agree monitor and manage 
performance against the Board-approved 
plan and targets.

•  The Board leads the annual strategy 
and five-year planning process, which 
considers our performance, competitor 
positioning and strategic opportunities.

•  We identify and manage emerging risks, 
using established governance processes 
and forums. 

Opportunity 
Use the experience and expertise across the 
business, to design and deliver projects more 
efficiently and to deliver effective, customer-
centric solutions and take new opportunities 
when they arise.

Investing for tomorrow

Strategic goal: 

“To deliver our indentified 
business priorities.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26

Strategic goal: 

“To deliver our indentified 
business priorities.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26
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Legal13

Risk description
The risk of financial or reputational loss, 
resulting from a failure to comply with 
applicable legal obligations (including a lack 
of knowledge or misunderstanding of how 
the law applies to our business). Risk of 
failure to maintain a suitable and sufficient 
framework to manage data protection 
legislative obligations. 

Key driver(s) 
The changing legal and regulatory landscape. 

To mitigate this risk, we:
 • Have documented policies, processes 

and guidelines, covering a range of Legal 
scenarios, with our Legal team on hand to 
support the business to manage legal risk. 

•  Employ specialist lawyers, who can  
advise on the business interpretation  
and implications of relevant legislation  
and other legal obligations. 

•  Maintain a panel of external lawyers, who 
are available to support the business in 
relation to a range of legal issues (for 
example, complex litigation).

 •  Have internal mechanisms (including a 
whistleblowing process and independent 
provider) to ensure that any breaches of 
legislation are identified, reported and 
investigated in a timely manner –  
including reporting to relevant  
regulators where necessary.

•  Ensure that all relevant employees 
undertake appropriate training, so they have 
a sufficient understanding of key legislation 
(including the Data Protection Act 2019, 
the Bribery Act 2010 and the Competition 
Action 1998).

•  Track changes in legislation via our legal 
register and communicate developments  
to relevant business units.

Resilient business

We define an emerging risk as new risk, or a familiar risk in a new or unfamiliar 
context (re-emerging), which is changing in nature and where the likelihood  
and impact are not widely understood. These risks are more likely to have a 
longer-term impact. However, there is potential for the velocity to significantly 
increase within a shorter time frame and affect our performance.  
Anglian Water continually scans the horizon for emerging risks.

Emerging risks

Time horizon

0-5 years 0-10 years 10-25 years >25 years

Velocity indicator

Very quick Quick Low

Emerging 
risks

Politic
al Economic

En
vi

ro
nm

en
ta

l

Social

Technological
Legal

Extreme 
weather

Climate action 
failure

Regulatory 
reform

Cyber

Artificial intelligence/
big data

Skills shortages

Infectious disease

Employee wellbeing

Disruption to global 
supply chain

Geopolitical 
instability

Cost-of-living crisis

Energy costs

Strategic goal: 

“To deliver our indentified 
business priorities.” 

Mitigated  
risk profile Trend 24/25

Predicted  
outlook 25/26

CNI disruption
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Emerging Risks continued

1

2

3 Water quality and supply 

Customer proposition

Environment 5

6

4

Technology

Health and safety

People

10 Business resilience

13

11

12 Strategic execution

Legal

Commercial and third party 

7

8

Financial

Reputation

9 Asset infrastructure

Summary Impacted principal risks

Energy costs 
The market remains volatile, due to geopolitical tensions causing disruption to supply 
chains, changes in demand and oil price fluctuations. Fluctuations in the energy costs 
can create financial and operational uncertainty. 

42 3 5

6 97 8 10

11 12 13

1

Cost of living
The UK continues to feel pressure from cost-of-living increases, which is putting 
significant strain on household finances. Local cost pressures and supply challenges 
are not set to ease anytime soon, with a lot of pressure still on the economy. This 
could result in affordability issues and increased debt levels. 

42 3 5

6 97 8 10

11 12 13

1

Cyber-attack
Geopolitical instability has heightened the risk of cyber-attacks. Also, as businesses 
move their data and infrastructure to the cloud and increase reliance on third-party 
software applications and service providers, they are significantly increasing the risk 
of cyber-attacks and breaches from third parties.   

42 3 5

6 97 8 10

11 12 13

1

Critical National Infrastructure disruption/outage
There is an increase in the threat to UK Critical National Infrastructure, such as water 
supply systems, energy companies and transport networks of interconnected asset 
failures, leading to operational disruption and loss of services.

42 3 5

6 97 8 10

11 12 13

1

Employee wellbeing
Increased demands on the existing workforce could lead to adverse effects on 
employee wellbeing, resulting in an increase in staff absence and staff turnover. 

42 3 5

6 97 8 10

11 12 13

1

Disruptions in global supply chains

Supply chains may be negatively affected by ongoing conflicts, geopolitical instability 
and the emerging trade and tariff disputes adding further pressures and disruption 
to supply chains, potential delays in delivery, disruption to operations, and increased 
costs.

42 3 5

6 97 8 10

11 12 13

1

Climate action failure
Failure to take action to address the increasingly volatile climate may lead to damage 
to assets, pollutions, flooding and/or water supply and drought issues. This could 
result in instance of non-compliance, or unforeseen regulatory changes, as well as 
loss of public trust and reputational damage.  

42 3 5

6 97 8 10

11 12 13

1

Summary Impacted principal risks

Artificial intelligence/big data
Data is increasingly being used to provide meaningful insights for companies, to 
support decision making. The fast-paced evolution of generative AI tools, alongside 
the opportunities AI brings, raise concerns around data privacy, security, ethics, 
accuracy and reliability. 

42 3 5

6 97 8 10

11 12 13

1

Extreme weather
The risk of failing to deal with the impact of extreme/unpredictable weather events 
will lead to increased strain on our assets and infrastructure resulting in financial and 
reputational consequences. 

42 3 5

6 97 8 10

11 12 13

1

Shortage of skilled workers/digital skills gap
There is currently a shortage of skilled workers, at a time of high demand for labour.  
The growing requirement for common skills in increased volume, or new skills to tackle 
emerging challenges, outstrips supply — creating inflated costs, increased delivery risk 
and subsequent performance risk.

42 3 5

6 97 8 10

11 12 13

1

Geopolitical instability
Geopolitical shocks continue to impact globally, with overarching themes such 
as ongoing or emerging conflicts, trade wars, supply chain disruptions, resource 
shortages, and a heightened risk of cybersecurity threats. Recent election outcomes 
could create an uncertain political environment regarding future policies and 
regulations. 

42 3 5

6 97 8 10

11 12 13

1

Infectious diseases
Infectious diseases continue to be a global risk. This risk has been increasing over the 
last 20 years, and every year the risk increases further. 

42 3 5

6 97 8 10

11 12 13

1

Regulatory reform
The recent elections resulting in a change to Government leadership creates further 
uncertainty regarding future policies and regulations. We could see the introduction of 
financial penalties for accountable individuals, bigger fines, or criminal proceedings for 
failing to meeting regulatory requirements/expectations.  

42 3 5

6 97 8 10

11 12 13

1
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Long-term viability statement

Background

The Directors are responsible for ensuring the 
resilience or viability of the Group’s water and 
water recycling services, to meet the needs of 
its customers in the long-term. This means the 
Group must be able to avoid, manage and recover 
from disruptions to its operations and finances.

The Directors’ review of the longer-term 
prospects and viability of the Group is an 
extension of our business planning process, 
which includes financial forecasting, a robust 
risk management assessment, regular budget 
reviews and scenario planning. This activity is 
strengthened by a ‘review and challenge’ culture 
throughout the Group. Our vision and business 
strategy aim to make sure that our operations  
are resilient and our finances are sustainable  
and robust.

As part of Anglian Water’s approach to defining 
risk appetite, each year the Directors review 
our specific risk tolerance levels and consider 
whether our decision-making behaviours over 
the past year have been consistent with these 
risk levels. The Directors confirmed that the 
Group’s behaviours over the past year were in 
line with our risk appetite.

How the business is financed

Every five years the Company, along with all other 
Water and Sewerage Companies, submits its 
Business Plan to the regulator Ofwat — setting 
out what it believes it needs to run the business 
for the next five-year period, known as the Asset 
Management Plan (AMP) cycle. Ofwat then 
assesses these plans, in order to determine  
the revenue it will allow companies to  
charge customers. 

In setting the allowed revenue, Ofwat determines 
the efficient operating costs of the business. In 
order to fund the significant capital investment of 
the business it would be unfair to expect current 
customers to fund the costs of assets that will 
deliver services for many years, especially as 
these costs can fluctuate year-on-year. 

Companies therefore raise money from both debt 
and equity investors to fund this investment. The 
investment set out in the Business Plan forms 
what is known as the Regulatory Capital Value 
(RCV) of the Company. Ofwat allows companies 
to recover the value of RCV through revenues via 
a depreciation charge. In addition, Ofwat allows 
a fair return on the investment to be included in 
those revenues. 

In determining that fair return, Ofwat has a duty 
under the Water Industry Act to ensure that the 
sector is financable in the long term and is able 
to attract investment.

Therefore, through this regulatory regime the 
Group generates operating cash flow to service 
the day-to-day operations of the business, 
including capital maintenance and servicing 
of debt and equity. The Group seeks external 
investment from both debt and equity markets 
to fund growth (capital enhancement) and 
re-finance existing debt in order to maintain 
a desired net debt to capital value ratio. Given 
the structure of the funding arrangement and 
relatively stable customer base, which includes 
a level of inflation protection, the business 
generates stable operating cash flows.  

Look-forward period

As one of the 10 regional Water and Sewerage 
Companies operating in the UK, Anglian Water’s 
prices are set by the industry regulator – Ofwat 
– for five-year AMP cycles, which support the 
Group’s underlying costs. This provides the basis 
for future tariffs, revenues, costs and cash flows 
over the next AMP (April 2025 to March 2030). 

Assessment of prospects

The Directors have assessed Anglian Water’s 
financial prospects over the next 10 years from 
April 2025 to March 2035. A 10-year period has 
been chosen to ensure that our Business Plan for 
the current AMP does not impact on the longer-
term viability of the Group:

• The first five years are aligned to AMP8, which 
will be determined following the outcome of 
the referral of the PR24 Final Determination 
to the CMA. Our assumptions for AMP8 
align to our submission to the CMA in March 
2025, with year one reflecting the Final 
Determination.

• The remaining five years of the period will be 
determined by the PR29 determination, for 
which uncertainty exists. Our assumptions 
for AMP9 align to the longer term view we 
submitted and to our Long Term Delivery 
Strategy (LTDS). 

• The Board considered whether there are 
specific, foreseeable risk events relating to 
the principal risks that are likely to materialise 
within a 10-year period – and which might 
be substantial enough to affect the Group’s 
viability and therefore should be taken into 
account when setting the assessment period. 
These events were modelled appropriately 
within our downside scenarios.

• The Board has considered the impact of the 
wider activities of other Group companies and 
transactions and of the overall Group structure.

• The Board considers the maturity profiles 
of debt and the availability of new finance 
over 10 years as part of its review of financial 
modelling and forecasting, as well as 
considering the credit ratings of the debt.

• Finally, we take note of the Water Industry Act, 
which requires Ofwat to ensure that water 
companies can (in particular through securing 
reasonable returns on their capital) finance the 
proper carrying out of their statutory duties.

Principal risks

We have set out the details of the principal risks 
facing the Group in ‘Risk Management’ pages 
102-116, described in relation to our ability to 
deliver our 10-year outcomes. We identify our 
principal risks through a robust assessment 
that includes a continuous cycle of bottom-
up reporting and review, alongside top-down 
feedback and horizon scanning. Through this 
assessment, priorities are elevated appropriately 
and transparently. This process is described in 
more detail in our ‘Risk Management’ section.

The Directors regularly review business plans 
that show projected cash flows for the current 
AMP period and long-term cash flow modelling 
projections, which extend into AMP9 and beyond. 
This includes reviewing the expected outcome 
relating to the principal risks, with this impact 
included in our Business Plans.

Long-term viability statement

117Anglian Water Services Limited Annual Integrated Report 2025

Strategic report
G

overnance
Statutory accounts



Our Base Case assumptions  
and our CMA appeal

As noted in our Statement of Case to the CMA, 
AMP8 and future price control periods are 
radically different to those that have come 
before. Regulatory and statutory obligations 
are driving a step change in capital investment 
programmes to meet the supply and demand 
balance, accommodate growth and protect the 
natural environment. This investment is not 
discretionary. It is vital to maintain resilient  
water supplies and environmental improvements. 
As noted on Page 20, our PR24 Business Plan 
includes £400 million of debt raising in the period 
to March 2026 with a further £600 million in the 
first half of 2026/27.

In the face of this investment challenge, the 
Final Determination’s allowed Weighted Average 
Cost of Capital (WACC) return is insufficient and 
exposes the notional company to the prospect  
of not obtaining the necessary equity.

In addition, our Statement of Case sets out a 
number of areas of challenge in relation to the 
funding of base costs and ODI performance 
targets, which ultimately leave insufficient 
funding to meet the required performance levels.

We will be asking the CMA  to consider these 
issues and we have incorporated them into  
our base model, to which we apply  
our stress testing. 

Stress testing the Business Plan

In reviewing its financial viability, Anglian Water 
considers the stringent covenant tests required 
under its securitised structure — as well as the 
metrics used by rating agencies. This provides 
comfort to our bondholders that our business is 
viable to the end of the current AMP period and 
beyond and ensures an investment-grade credit 
rating, to enable the business to finance Anglian 
Water’s investment programme. 

At each regulatory Price Review and throughout 
the AMP, the Board satisfies itself that the 
agreed five-year Business Plans ensure 
adequate covenant and rating agency headroom 
throughout the AMP period and beyond. 

This includes extensive downside scenario 
testing at both Anglian Water and Group level 
from severe, plausible and reasonable scenarios 
chosen, because they pose the greatest risk  
to the business. 
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Principal risk Scenario Impact modelled 
Potential  
mitigations required 

• Financial 

• Reputation 

• Strategic execution 

Cost of debt increases 2% above base level 
assumptions across  
an AMP

No mitigations 
required 

• Customer proposition

• Financial

• Asset infrastructure

• Commercial and third party

Significant inflation 
fluctuations

1% above and below base 
level assumptions for each 
AMP

No mitigations 
required 

2% below base level for 
each AMP

No mitigations 
required

• Customer proposition 

• Environment 

• People 

• Technology 

• Financial 

• Reputation 

• Asset infrastructure 

• Business resilience 

• Commercial and third party 

• Strategic execution 

Combined scenario 
based on TOTEX 
underperformance for a 
whole AMP, along with a 
significant ODI penalty and 
a revenue penalty 

Overspend of 10% across 
an AMP, combined with 
an ODI penalty of 1.5% of 
RORE in each year plus a 
financial penalty of 1% of 
revenue in a single year

No mitigations 
required 

• Customer proposition

• Financial

• Asset infrastructure

• Commercial and third party 

• Reputation

• Strategic execution

Combined scenario based 
on low inflation and high 
cost of debt

Inflation 2% below base 
level for the AMP combined 
with cost of debt 2% above 
base level assumptions 
across an AMP

No mitigations 
required

• Customer proposition

• Environment

• People

• Technology

• Financial

• Reputation

• Asset infrastructure

• Business resilience

• Commercial and third party

• Strategic execution

Combined scenario 
based on low inflation, an 
OPEX cost shock plus a 
significant ODI penalty

Inflation 1% below base for 
the AMP combined with 
2.5% OPEX cost shock in 
AMP7 and a £50 million ODI 
penalty in each year

No mitigations 
required

Principal risk Scenario Impact modelled 
Potential  
mitigations required 

• People

• Technology

• Financial

• Asset infrastructure

• Business resilience

• Commercial and third party

• Strategic execution

Material TOTEX 
underperformance against 
the Final Determination 
allowance

Overspend of 10% across 
an AMP

No mitigations 
required

CAPEX overspend  
of 5% 

No mitigations 
required 

OPEX overspend  
of 5%

No mitigations 
required 

• Customer proposition

• Environment

• People

• Reputation

• Asset infrastructure

• Business resilience

• Strategic execution

Material Outcome Delivery 
Incentive (ODI) penalties

Up to £144 million per year No mitigations 
required 

• Environment

• Technology

• Water supply and quality

• Health and safety

• People

• Reputation

• Legal 

• Regulatory

Regulatory fines and  
legal penalties

Impact of a cyber attack

Up to 6% of turnover 
applied in a single year

No mitigations 
required

• Financial Unfunded pension 
liabilities 

Up to £15 million  
applied per annum

No mitigations 
required

• Customer proposition

• Financial

• Business resilience

Risks associated with the 
disruption caused by cost-
of-living crisis, potential 
reductions in revenue 
collection

Up to 5% decrease in cash 
collection

No mitigations 
required 

20% increase 
in bad debt

No mitigations 
required

• Financial

• Reputation

• Strategic execution

The potential impact of 
credit rating agencies 
downgrading the debt  
for any companies in  
the Group

2% increase in cost  
of new debt

No mitigations 
required 

The following scenarios have been used individually and in combination, to model the impact on the overall performance of the business,  
the ability of the business to service its debt and the impact on its credit rating:

119Anglian Water Services Limited Annual Integrated Report 2025

Strategic report
G

overnance
Statutory accounts

Long-term viability statement



terrorism and public and employer’s liability. 
There would still be a short-term liquidity impact 
from such events, due to the time it would take 
between incurring the expenditure and recovering 
this through the insurance claim. However, it is 
an important consideration in terms of medium-
term liquidity. The Board formally reviews the 
output of the stress testing twice a year.

Benefits of the securitised structure

The highly covenanted nature of our financing 
arrangements (often described as a whole 
business securitisation) enhances our financial 
resilience, by imposing a rigorous governance 
framework. This requires continuous monitoring 
and reporting of our financial and operating 
performance by senior management, through 
a well-established business process, to ensure 
compliance with our financing arrangements. It 
provides an additional layer of control over how 
we transact with our stakeholders, including 
suppliers, business partners, customers, 
shareholders and lenders, compared to  
the regulatory frameworks by which  
we are governed.

Assurance

Robust internal assurance is provided by the 
Board reviewing and challenging the stress 
test scenarios selected, plus the risk mitigation 
strategies. The Directors also obtain annual 
independent third-party assurance on the 
integrity of the long-term cash flow model, which 
underpins the financial projections. In addition, 
our external auditor, Deloitte, reviews this viability 
statement and the outputs of our stress testing 
as part of its normal year end procedures. It 
considers whether these are consistent with the 
Directors’ conclusion – with respect to business 
viability – and if the processes undertaken are 
sufficient to support the statements made.

Directors’ statement
In making this statement, the Directors have 
assumed that funding for capital expenditure in 
the form of capital markets or bank debt will be 
available in all reasonable market conditions.  
As discussed above, this is based on a history of 
raising debt competitively, strong credit ratings, 
long-term recovery of RCV and Ofwat’s statutory 
duty to make an efficient, notional  
company financeable. 

They have also considered the impact of the 
Group structure, namely the support from 
ultimate shareholders (demonstrated by equity 
injections), intra-Group transactions and any 
other Group activities on the viability of the 
regulated business.

Anglian Water Services Limited is an efficient 
company with a history of outperformance. The 
Directors can be satisfied that the business has a 
reasonable expectation of being able to continue 
in operation and meet its liabilities as they fall due 
(at least to March 2035) and of financial resilience 
in the face of severe, but plausible, downside 
shocks that reflect the current and potential 
future regulatory environment.

This is based on: the reasonable certainty of i 
ts future revenue stream; the strength of the 
balance sheet (in particular the substantial cash 
balance and strong net assets); the availability  
of undrawn debt facilities, in the unlikely event  
that debt markets were temporarily restricted;  
and by reviewing the Business Plans and  
strategic models, combined with the robust  
risk management process and mitigations 
described above.

This Strategic report was approved  
by the Board of Directors and signed  
on its behalf by 

Claire Russell
Company Secretary 
12 June 2025

In deciding on appropriate downside scenarios 
and corresponding stress tests, management 
has considered the required modelling set out by 
Ofwat, as part of the financial resilience testing 
for PR24. Management has taken the view that 
where the PR24 scenarios were more severe, it 
would be prudent to align to these.  

Management has also considered the current 
business performance – in particular in respect 
to TOTEX overspend and ODI penalties – and 
how this impacts on the range of potential 
downside scenarios that could occur in future. 
In addition to the performance of the business, 
management has considered the performance 
of the sector in relation to increasing frequency 
of penalties and fines, ensuring the downside 
testing provides an appropriate level of prudence. 
Finally, management has considered the potential 
impacts from a failure of another company in the 
sector and how this may impact of the availability 
and cost of financing our operations.

As part of our stress tests for the downside 
scenarios, we have considered the potential 
impacts of cost shocks, resulting from climate 
change. Such cost shocks include the Beast from 
the East extreme cold weather event, followed by 
a rapid thaw, experienced in early 2018 and the 
extreme wet weather events experienced in our 
region during the past 18 months. 

The cost impacts of these events (including 
longer term recovery impacts such as leakage 
reduction), were in the order of £7 million for 
Beast from the East and £3 million for each 
extreme wet weather event. During the current 
year, as a result of the severe wet weather 
experienced, we have seen costs increase by 
£9.3 million. Our modelled downside scenarios 
include cost shocks equal to experiencing several 
of these events in continuous years across the 
AMP. We are therefore confident that we can 
withstand the financial impacts of extreme 
weather events, which are predicted to  
increase as a result of climate change.

In April 2019, Ofwat issued Information Notice (IN 
19/07) setting out its expectations for companies 
in issuing long-term viability statements. In 
our Annual Performance Report, which will be 
available on our website, we provide additional 
detail on the processes and assumptions 
underpinning our long-term viability statement 
and demonstrate our compliance with IN 19/07.

Mitigating actions

For each sensitivity and combined scenario, 
we identify (where required) the appropriate 
mitigations against the potential risks. In the 
event that the situations used for stress testing 
were to result in an unacceptable level of 
deterioration in the Group’s financial metrics, 
management’s principal actions would include 
further reducing the level of shareholder 
distributions, seeking potential shareholder 
equity injections, reviewing the financing 
structure and identifying further opportunities  
to reduce the Group’s cost base or reduce 
financing costs. 

Evidence of the shareholders’ support for equity 
injection is provided by the equity injection made 
in October 2018 of £22 million, April 2021 of £110 
million and July 2021 of £1,055 million. 

Evidence of the shareholders’ support for equity 
injections is provided by the equity injections 
made in October 2018 of £22 million, April 
2021 of £110 million and July 2021 of £1,055 
million. In May 2025 the shareholders of Anglian 
Water’s ultimate parent company subscribed 
to £500 million of new equity commitments 
demonstrating their commitment to the  
Group and providing greater confidence to 
external lenders. 

As a further mitigation, we have a significant 
portfolio of insurance cover in place to provide 
protection against many catastrophic scenarios, 
such as dam failure, pluvial and fluvial flood, 
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