
Key performance indicators 
There are a broad range of performance indicators that help us to assess how we’re 
delivering our purpose, working towards a healthier future. The three ‘healthier’ KPIs 
below have been selected due to their importance with stakeholders, with additional 
‘healthier’ performance metrics on page 77.

Trustpilot
An open, independent, online review 
platform for customer service.

Customers supported  
with affordability(1)

Customers that have benefitted from our 
range of affordability support schemes. 

Colleague engagement
Level of colleague engagement as measured 
by our annual colleague opinion survey.

Target
Excellent

Target
One in six customers

Target
At least as high as the utilities 
norm benchmark

Annual performance 

4.5 Excellent
Performance against this KPI fluctuates 
regularly, based on customer reviews, with 
the 4.5 score reflecting our performance as 
at the year end. 

2024/25: New

2023/24: New

Annual performance 

422,041
We have increased the number of customers 
on support tariffs by 180,000 through 
implementation of the new Low Income 
Discount; growing the number of customers 
supported this AMP to 422,041. 

2024/25: New

2023/24: New

Annual performance

90%
86% of employees took part in our 
engagement survey, and we are proud to 
report an outstanding 90% engagement 
score – well above global utilities and UK 
high-performance benchmarks.

2024/25: 87%

2023/24: 81%

Status
Above target

G  Met expectation/target

Status
Above target

G  Met expectation/target

Status
Above target

G  Met expectation/target

Key stakeholder
Customers

Key stakeholder
Customers

Key stakeholder
Colleagues 

Relevant material themes(2)

•	 Customer service and operational 
performance 

•	 Trust, transparency and legitimacy 

Relevant material themes(2)

•	 Affordability and vulnerability 

•	 Customer service and  
operational performance 

•	 North West regional economy

Relevant material issues(2)

•	 Colleague engagement 

•	 Diverse and skilled workforce 

•	 Health, safety and wellbeing 

Link to remuneration(3)

n/a

Link to remuneration(3)

n/a

Link to remuneration(3)

n/a

Assurance
Independent third-party verification

Assurance
Internal audit team

Assurance
Independent third-party verification

(1)	 Measure relates to the water and wastewater activities of our regulated entity, United Utilities Water Limited.
(2)	 Read more about our materiality assessment on pages 24 to 25.
(3)	 Read our remuneration report, with details about the bonus and Long Term Plan (LTP), on pages 140 to 170.

unitedutilities.com/corporateUnited Utilities Group PLC  Integrated Annual Report and Financial Statements for the year ended 31 March 2026

Strategic
Perform

ance
 

H
ealthier

How we’re delivering our purpose: healthier

76



Status

Performance

A
ss

ur
an

ce
 (5

)

Li
nk

 t
o 

 
re

m
un

er
at

io
n(2

)

K
ey

 s
ta

ke
ho

ld
er

Pe
rf

or
m

an
ce

 
ag

ai
ns

t 
ta

rg
et

Measure 2030 target 2025/26 2024/25 2023/24 

Customer ODIs(1) Net reward c. -£35 million £4.29 million £34 million RRA PC

Customers

Above target

G

Water quality customer 
contacts per 1,000 population(1) 0.80 1.33 1.28 1.32 RRA Bonus

Customers

Meeting target

A

Supply interruptions 
per property per year 
(hours:minutes:seconds)(1)

00:05:00 00:13:02 00:14:17 00:09:39 RRA Bonus

Customers

Below target

R

Unplanned outages of peak 
week production capacity(1) 2.14% 1.34% 1.85% 2.05% RRA PC

Customers

Above target

G

Household written complaints 
compared to WaSCs(1) Upper quartile Third quartile(3) Third quartile Third quartile RRA n/a

Customers

Below target

R

Customer satisfaction score 
(C-MeX)(1)

Above industry 
median

Above industry 
median

Above industry 
median

Above industry 
median

RRA Bonus

Customers

 

Above target

G

Developer satisfaction score 
(D-MeX)(1)

Above industry 
median

Above industry 
median

Above industry 
median 

Above industry 
median

RRA PC

Customers

 

Above target

G

Business and Retailer 
satisfaction score (BR-MeX)(1)

Above industry 
median

Above industry 
median

Above industry 
median

Above industry 
median

RRA Bonus

Customers

Above target

G

Households registered for 
Priority Services(1) 25%

18.26%

(597,401)

16.51% 

(540,380) 

12.35% 

(401,987) 
RRA LTP

Customers

Above target

G

Compliance Risk Index(1) 0.00 2.20(4) 10.28 5.92 RRA PC

Customers

 

Above target

G

Accident frequency rate for 
colleagues (per 100,000 hours)

10% year-on-year 
improvement

0.054 0.078 0.092 IAT n/a

Colleagues

Above target

G

Accident frequency rate for 
contractors (per 100,000 hours)

Year-on-year 
improvement

0.122 0.078 0.043 IAT n/a

Colleagues

Meeting target

A

Smart meters installed 920,891 209,980 New New IAT n/a

Customers

Above target

G

(1)	 Measure relates to the water and wastewater activities of our regulated entity, United Utilities Water Limited.
(2)	 Read our remuneration report, with details about the bonus and Long Term Plan (LTP), on pages 140 to 170. PC = Performance commitment subject 

to reward and/or penalty as part of customer outcome delivery incentives (ODIs). These feed LTP through return on regulated equity (RoRE). The 
measurement approach for the purpose of remuneration outcomes may differ from the exact approach shown here. 

(3)	 Latest comparative data available 2024/25.
(4)	 The DWI will confirm the final Compliance Risk Index score in July.
(5)	 ITV = Independent third-party verification. RRA = Regulatory reporting assurance. IAT = Internal audit team.

Spotlight on customer experience 
Our KPI for customer experience has 
historically been the water industry’s 
measure, C-MeX, which offers great 
comparability across Ofwat-regulated 
companies, alongside D-MeX and 
BR-MeX. While these three measures 
remain important and are disclosed in 
our table of measures above, we have 

chosen to include our Trustpilot rating as 
a key measure of customer experience. 
Trustpilot is an international, third-party 
customer service rating platform, which 
brings an element of cross-sectoral 
comparability due to its widespread use. 
Using Trustpilot as a KPI will also bring 
additional timeliness to our reporting on 

customer experience, reflecting current 
customer views. There have been a 
number of recent changes to the C-MeX 
measure this year, meaning the latest 
scores will not be published until July, 
after the publication of this integrated 
annual report and financial statements. 

Status key

Performance against target

Above target

G   Met expectation/target

Meeting target

A   Close to meeting expectation/target

Below target

R   Behind expectation/target

Stakeholder key

Customers

Environment Communities
Colleagues Suppliers

Investors

Customers Environment Communities Colleagues Suppliers Investors
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Creating value for
Customers

Customers
Communities

Communities
Colleagues

Colleagues
Suppliers

Suppliers
Investors

Investors

Delivering great service for 
our customers
We are proud to maintain a culture of 
continuous improvement across our 
operations, with 80% of key performance 
metrics showing year-on-year progress 
despite the challenging operating 
environment. This reflects the commitment 
of our people and the effectiveness of our 
strategic programmes.

One of the most significant improvements 
has been in our Compliance Risk Index 
(CRI), which has improved by 79% compared 
with last year. This has been driven by the 
continued delivery of our water quality first 
programme, which remains central to our 
ambition to provide consistently high-quality 
drinking water for all our customers.

A key area of focus for improvement remains 
customer water quality contacts. The 
extremely dry summer created operational 
complexity and, in some areas, we needed 
to draw on alternative water sources to 
maintain supply. As a result, some customers 
experienced temporary changes in taste, 
smell or appearance. To address this and 
improve resilience for the future, we have 
insourced our network-flushing operations. 
These specialist teams now work overnight 
to remove sediment from the network, 
helping to maintain consistently high-quality 
water. We have also delivered strong 
performance in reducing unplanned outages 
at our treatment works. This is the result 
of an increased emphasis on proactive 
maintenance and strengthened asset health 
management, ensuring greater reliability and 
stability across our treatment processes.

In wastewater services, we have seen 
similarly positive trends, with continuous 
improvement across the majority of our key 
performance measures. We are particularly 

proud of achieving a 42% reduction in 
internal sewer flooding and a 25% reduction 
in external flooding. These improvements 
reflect a targeted focus on proactive 
maintenance and the effective use of 
dynamic network management to identify 
and mitigate potential issues before they 
impact customers.

Providing a high-quality service whenever 
customers contact us is also critical to 
building trust and confidence. Our Trustpilot 
rating, which is based on customer feedback 
across calls, emails and digital channels, 
stood at 4.5 (Excellent) at year end. While 
this represents strong performance, we 
remain focused on further improvement. Our 
ambition is to deliver a consistently leading 
customer experience, not only within our 
sector but compared with the best service 
providers across all industries.

Affordability and 
vulnerability
Our BIG North West upgrade represents a 
transformational investment in the region’s 
environment, economy and long-term 
service resilience. While this programme 
is delivering substantial benefits, we also 
recognise the impact on customer bills. We 
have, therefore, set ourselves a stretching 
efficiency challenge to keep bills as low as 
possible. Nevertheless, we recognise that 
affordability remains a significant concern 
for many households.

To support those most in need, we have 
embedded £525 million of affordability 
assistance across AMP8. This year alone, we 
have provided support to more customers 
than during the whole of AMP7, with a total 
of 422,041 customers benefiting from our 
financial assistance schemes. We have 
expanded our efforts to proactively identify 
customers who may be struggling, working 

closely with a broader range of third-sector 
partners and introducing our new 
low-income discount to offer targeted help.

Our ambition is to continue scaling this 
support. By 2030, we expect to be assisting 
one in six of our customers with their bills. At 
the same time, we remain strong advocates 
for the introduction of a national social tariff, 
which we believe is essential to ensuring 
consistent and fair support for customers 
across the country.

We also recognise that many customers 
face circumstances that require enhanced 
or tailored services. Our Priority Services 
Register ensures those customers receive 
the support they need, whether due to 
health conditions, accessibility needs 
or other vulnerabilities. We now have 
almost 600,000 customers registered 
on the scheme, which is accredited to 
the international consumer vulnerability 
standard ISO 22458:2022 – making us one 
of the first water companies to achieve this 
recognition.

Providing a safe place  
to work
With the scale and ambition of our AMP8 
investment programme, maintaining our 
focus on health and safety has never been 
more important. We must to work at scale 
and at pace to deliver our plan, but we will 
not compromise on keeping our colleagues 
and contractors safe.

Over the past year, we have significantly 
strengthened our Home Safe and Well 
programme, which forms the backbone 
of our approach to occupational health 
and safety. The programme is structured 
around monthly campaigns aligned to 
our life-saving rules, each supported by a 
dedicated executive sponsor. This leadership 
engagement is supported by mandatory 

Healthier
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training and targeted, manager-led 
discussions across the organisation, 
ensuring that our safety culture is embedded 
at every level.

As for many organisations, driving for 
work represents one of the highest risk 
activities our colleagues undertake. 
Reducing occupational road risk has, 
therefore, been a major priority this year, 
with visible leadership from our CEO 
helping to reinforce its importance. Through 
a combination of clearer expectations, 
more consistent messaging, and improved 
reporting and training, we have seen 
a significant reduction in road-related 
incidents. To reinforce positive behaviours 
and recognise excellence, we also launched 
our Road Safety Awards, celebrating our 
safest and most responsible drivers.

The increased focus, awareness and 
capability brought about through these 
initiatives has delivered meaningful 
improvements in safety performance. Our 
lost time injury rate has reduced by 30% 
over the year, reflecting the collective 
commitment of our people to continuously 
improve. These initiatives will remain a core 
part of our approach throughout AMP8 
as we work towards achieving lasting, 
sustainable improvements in keeping our 
colleagues safe.

Alongside our occupational safety 
priorities, we recognise the vital role that 
wellbeing plays in creating a supportive and 
high-performing workplace. We provide a 
tailored package of financial, physical and 
mental health support to help colleagues 
thrive, ensuring we are not only keeping 
people safe at work, but helping them feel 
well, supported and able to perform at 
their best.

Opportunity for all
Throughout the year, we advanced our 
equity, diversity and inclusion (ED&I) 
strategy, ‘Opportunity for All’, with a clear 
focus on strong leadership, transparent 
reporting and a culture where every 
colleague can thrive. This commitment was 
reflected in exceptionally strong colleague 
feedback, with a 90% engagement score for 
inclusion and 92% of colleagues believing 
the organisation supports diversity and 
inclusion, both significantly above national 
and sector benchmarks. 

We have maintained fourth place in the 
Inclusive Top 50 UK Employers Index 
and received multiple awards, including 
Outstanding Employer and Diversity & 
Inclusion Initiative Awards at the Water 
Industry Awards, and a high commendation 
at the Employer’s Excellence Awards. We’ve 
also been recognised as an Accredited 
Member of the Fair Employment Charter 
and featured strongly in the Religious Equity, 
Diversity & Inclusion Index. 

Since 2021, representation of ethnic 
minority colleagues has doubled, and 

female representation remains on track to 
achieve 2030 ambitions. Across recruitment, 
we have run our largest intake of early 
career talent to date, hiring 83 apprentices 
and 43 graduates, with strong female 
representation and increased applications 
from under-represented groups, supported 
by expanded outreach, mentoring and 
school engagement programmes. 

Retention and development remain 
core priorities. We have invested in 
accessible training, inclusive leadership 
development and supportive people 
policies. Enhancements included expanded 
maternity, adoption and paternity provisions, 
accessible e-learning aligned with AA 
accessibility standards, wider support for 
neurodiverse colleagues, and the continued 
rollout of British Sign Language training. 
One in five colleagues moved into a new role 
during the year, highlighting the breadth of 
career opportunity within the organisation. 

The company’s 16 colleague networks 
continued to play a vital role in fostering 
connection and visibility. Activities ranged 
from cultural celebrations to peer support 
groups for menopause, neurodiversity, 
hearing loss and bereavement. Meanwhile, 
significant progress was made in wellbeing 
support, including improved menopause 
provision, expanded men’s health initiatives 
and workplace changes to support 
colleagues undergoing prostate cancer 
treatment. 

Collaboration remained a defining feature 
of the company’s ED&I approach. We 
brought together partners across utilities, 
emergency services and regional employers 
to share best practice and strengthen 
inclusive employment practices. We have 
also continued to build social value through 
community events, charity support and 
STEM outreach. 

Gender pay reporting demonstrated further 
long-term progress, with the median pay gap 
at its lowest level since reporting began. We 
have seen an increase in senior operational 
and specialist technical roles to support the 
delivery of the capital programme. These 
roles typically attract more men, which has 
impacted the mean gender pay gap. The 
company remains committed to improving 
gender representation across all levels, 
supported by targeted talent pipelines and 
operational changes designed to broaden 
career appeal. 

Looking ahead to 2026, we will continue 
to embed our 'Opportunity for All' strategy 
across our workplace and communities, with 
a focus on improved wellbeing provision, 
reduced recruitment bias, stronger 
leadership accountability and deeper 
collaboration with partners and supply chain 
organisations. These actions will support a 
more diverse workforce, a more inclusive 
culture and the delivery of essential services 
that reflect and meet the needs of the 
North West.

Our mean gender pay  
gap over time 

 

4.7%

 

8.1%

8.2%

 

4.8%

 

 

2024

2022

2021

2023

2025 5.9%

Our median gender pay  
gap over time

 

14.3%

 

14.7%

14.7%

 

 

 

2024

2022

2021

2023

14.4%

2025 13.0%

Percentage of women and men 
overall and in each quartile of 
the pay range (figures for 2025 
and 2024) 

 34% 66%

 66%34%

 

 

 

2025

Upper

2024

25% 75%

78%

2025

Upper middle

2024

31% 69%

68%32%

2025

Lower middle

2024

47% 53%

52%48%

2025

Proportion of women

Lower

2024

Proportion of men

22%

(1)	 Executive team excludes CEO and CFO who 
are included in group board figures.

(2)	 As at 31 March 2026, there were four male 
and four female colleagues appointed as 
statutory directors of subsidiary group 
companies but who do not fulfil the 
Companies Act 2006 definition of ‘senior 
managers’.

(3)	 Wider colleagues as at 31 March 2026.

UU group board

6 5

Executive team Wider colleagues(1) (3)

6 4

Senior managers(2)

54 25 4,785 2,485

 

UU group board

6 5

Executive team Wider colleagues(1) (3)

6 4

Senior managers(2)

54 25 4,785 2,485

 

UU group board
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Executive team Wider colleagues(1) (3)

6 4

Senior managers(2)
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UU group board
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Executive team Wider colleagues(1) (3)

6 4

Senior managers(2)

54 25 4,785 2,485
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Providing 
affordability 
support for the 
North West.
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Case study: 
Providing affordability support for the North West
We’ve built an industry-leading package of support to ensure that no customer faces 
financial difficulty alone. 

Our approach goes far beyond standard 
payment assistance: we combine tailored 
affordability schemes, proactive outreach, 
and compassionate, human-centred guidance 
to help households manage their water bills 
with confidence. By understanding each 
customer’s circumstances and offering 
flexible, practical solutions, we’re committed 
to making essential services genuinely 
accessible – especially for those who need 
our support the most.

We recognise that the record levels of 
investment we are delivering through to 
2030 has an impact on customer bills, which 
makes it more important than ever to ensure 
that financial support is easy to access and 
available when customers need it.

One of the ways we are proactively getting 
support to those customers who need it 
the most is via our new low-income water 
discount scheme. Introduced in 2025, this 
has provided around 180,000 customers with 
£9 million in support through a £50 discount 
being directly applied to bills without the 
customer having to apply. For 2026/27, 
we will see the number of customers 
supported by this new scheme increase 
to around 270,000 – with £13.5 million in 
support being provided.

While we continue to work with the 
Government on positive reform to 
the WaterSure scheme, our proactive 
introduction of WaterSure Plus, ahead of 
reform changes, has already seen over 200 
customers benefitting from a capped water 
bill who would not normally be eligible to 
access the current WaterSure scheme.

A positive assessment  
of our approach to 
customers in debt 
As part of their two-day assessment of our 
approach to customers in debt, the Consumer 
Council for Water (CCW) identified some 
real positives, highlighting our proactive 
application of affordability support as good 
practice. When we identify someone who 
may be struggling, we don’t wait for them to 

come to us – we reach out, offer guidance, 
and explore every possible route to help, even 
when engagement is limited.

Raising affordability 
awareness in our 
communities
We have improved awareness of our 
industry-leading affordability schemes 
through our internal volunteering and 
community champions initiatives, 
providing colleagues with the opportunity 
to bring their enthusiasm into their local 
communities. Our outreach and engagement 
team were supported at 23 events by 15 
community champions, enabling more than 
a thousand customer conversations around 
affordability. Champions are equipped to 
answer water efficiency, billing, Priority 
Services and metering queries, with 
clear escalation routes for more complex 
questions. This creates added value for 
customers and communities, while feeding 
real-life experiences back into teams to 
keep us empathetic and connected to the 
communities we serve.

Partnering to be  
better together
We have seen strong engagement from 
partners in our trusted ‘better together’ 
scheme. This offers three levels of 
engagement, from initial outreach 
through to full data-sharing agreements 
to identify customers most in need. We 
provide customers with support without 
an additional application, benefitting 
those who are least likely to engage due 
to barriers or lack of awareness. Our first 
pilots with Kidney Care UK and Cheshire 
West and Chester Council will help us 
streamline the process to achieve the best 
outcomes for customers, partners, and our 
affordability teams.

A county-based approach 
to support
Our county-based focus to get help to those 
communities who really need it is bringing 
huge benefits to the region. In the last 12 
months, our team has engaged with 73 
organisations across the North West and 
had meaningful conversations with MPs and 
local authority leaders, building awareness 
and strengthening partnerships.

A seamless affordability 
assessment process
The enhancement of our affordability 
assessment solution with IE Hub has now 
successfully concluded. The solution allows 
us to create a more holistic affordability 
assessment journey, with capability for 
customers to self-serve where appropriate, 
as well as the integration of open banking 
to improve the accuracy and efficiency of 
our customer affordability assessments 
and make applying for support as easy as 
possible for our customers.

Water without worry
Our commitment is simple: every customer 
deserves access to essential water services 
without worrying about their bills. By 
combining practical tools, personalised 
support, and a genuinely compassionate 
approach, we’re proving that our 
affordability strategy is getting the right 
support to those customers who need it.

Delivering value forCustomers

 
Communities

This is creating value for 
customers and communities.

	A Read more about affordability on 
page 78
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