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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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