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Business plan executive summary

Serving our customers

We have listened carefully to our customers to understand what matters to them intheir dailylives and
probed in more detail about their expectations from their water, and where applicable, wasteserviceprovider.

We have talked to around 4000 of our customers inover 25 different locations, rangingfromrural areaswith a
handful of customers, to small villages where the Welsh languageis prevalentand the larger towns of
Wrexham, Welshpool and Newtown. We've listened to our customers using a range of techniques, from
telephone surveys,faceto faceinterviews to deliberativeresearch and co-creation.

We have also engaged with policy makers to ensure we understand the requirements and ambitionin Wales.
We have shared the challenges,and aligned solutions with stakeholders.

We heardthat our customers want three key things from us:

1. Continueto providea reliabledaytoday serviceandreduce servicefailures, which cause
inconvenienceand dissatisfaction (get the basicsright)
Support customers when they need it, with a personal and human touch
Make a positivedifference for the local environmentand local communities

We have shown them how they have shaped the planfor the next five years and 85% of our customers found
the overall packageacceptable.

A plan that must deliver for Wales

The Welsh Government has seta clear and bold ambitioninits WaterStrategy for Wales and the sustainability
principles and well-being goals setoutin the Well-being of Future Generations (Wales) Act which aimto achieve:

° A prosperous Wales - An innovativeand productivesociety, which recognises the limits of the global
environment and uses resources efficiently and which develops a skilled populationinaneconomy which
generates wealth and provides employment opportunities;

° A resilient Wales —A nation which maintains and enhances a biodiversenatural environmentthat
supports resilience;

° A healthier Wales —A society in which people’s well-being is maximised andin which choices and
behaviours thatbenefit future health areunderstood;

° A more equal Wales —A society that enables people to fulfil their potential no matter what their
background or circumstances;

° A Wales of cohesive communities —Attractive, viable, safeand well-connected communities;

° A Wales of vibrant culture and thriving Welsh language —A society that promotes and protects cultures,
heritages and the Welsh language;and

° A globally responsible Wales —A nation which takes accountof whether doingsuch a thingmay make a
positive contribution to global well-being.

These principlesresonatestrongly with our customers —and our plan has been guided by them.



Unrelenting focus on the core services

We have ninecustomer outcomes in which we commit to deliver reliable, consistentserviceto our customers
now andinthe future. We commit to:

° Ensure water is good to drink

e  And always there when customers need it

° And then take waste away safely everyday

° Do all of thisina way that not just protects but creates a thriving environment

° Whilstengaging with our communities and making a positive difference for the benefit of current and
future generations

° Ensure customers receive an outstanding customer experience, which is centred around providinga
personalised service for everyone whatever their unique needs

° Do all of this whileensuring we charge the lowest possible bills that are affordablefor all

° We will demonstratethat we are a company you can trust who have controls, checks and balancesin
placeto ensure we make the best decisions for our customers. We have made a good startin this area,
ensuringthat Hafren Dyfrdwy has a strong, independent board with effective non-executive input, but
with the added benefit of operating withina strong group.

Our customers expect this to be true for future generations as well as customers today.

Investing in service improvements

Our planbalances the affordability of bills with the steps needed to safeguardservices and the environment
for future generations. We have talked to our customers about this and across thefour maininvestment areas
where we have longterm challenges between 85% and 92% of our customers either supported our proposed
action or thought we shouldinvest more to reduce some of the risks sooner. We have also responded to
customers and stakeholders and arecommitting to reduce leakageby 15% in the next five years.

The most significantchallengerelates to our rawwater and treated water reservoirs.Over the next five years
we will be investingaround £19 million in our dams and treated water reservoirs, which has been identified
through the application of bestpracticerisk management. Not only arethe dams and reservoirs a hugely
important partof providingareliableservice, they are alsoa bigpartof the landscapein Wales and weare
makingimprovements to ensure our communities can enjoy them.

We will deliver performancethat puts us inthe top quarter of the industryacross 65% of the comparable
performance commitments, which includes serviceareas thatarethe most fundamental to our customers
suchas reducingdrinking water quality risks and reducinginternal sewer flooding. Our plan sets out ambitious
improvements where we arenot inthe top quarter but our customers want us to be, such as reducing
interruptions to supply and reducingdrinking water complaints.

Our customers have told us that they want us to keep them informed with progress in delivering the outcomes
and performance commitments, butalso more broadlyaboutthe work we aredoing to support our
communities and enhance the environment. This ongoing engagement will be partof our delivery plan.



Investing in our community and the environment

Over the next five years we will be investing £2.5m to improve around 22km of river water quality, which
represents the largeststatutory environmental programme required in this partof Wales for 20 years. We will
alsobeenhancingbiodiversity and well-being by investingalmost£2m, the majority of whichis planned at
Lake Vyrnwy, where we have a fantastic opportunity to support Wales. The project will:

° enhance the visitor experience so that more people visitthe siteand stayinthe surroundingarea thus
improvingthe local economy;

° restore approximately 450 hectares of upland peat bog to move the SSSI status from ‘Unfavourable’to
‘Favourable’, which will provide greater resilience of our ecosystems; and

° enable local communities to shapethe developments and develop a shared sense of ownership.

Together with our partners, we have secured £1.5m Heritage Lottery Funding thatallows us toleverage 60%
match funding which makes this flagship scheme more affordableto our customers.

We arealsoincreasingour contribution to our communities through our community champion programme —
anemployee volunteering initiativeto supportcommunity projects.

Improving the well-being of customers and society

We have identified ways that we can support well-being by thinking more holistically to deliver opportunities
andimprovements atminimal or no extra cost. These include:

° We arepartneringwith Welsh government, Welsh Water and the charity City To Sea to roll outthe Refill
initiative, with the ambition to be the first ‘refill nation’. Westrongly believe that itis importantfor us to
promote the benefits of water for hydration.

° We are members of the All Wales Water Safety Group, who promote safe use of water. We have 14
reservoirsinourregionso thisisanimportantconsideration.

° We aremaking infrastructureimprovements to improve amenities at more of our reservoirs. Benefits
include promoting local economy through a local tender process for café management, improvingaccess
andawareness of the site sothat they aremore enjoyableand makingit easy for people to take partin
well-beingactivities.

° Supporting other local initiatives such as the Newtown Go Green consortium, which has a wide reaching
scope; our involvement is around safe and enjoyableaccess to the river, which runs through our Mid
Wales region.

We will alsobetakinga firststep towards the Welsh Government longterm ambition of a lead free Wales.In
the next five years we will be protecting around 230 homes and schools by replacingthelead pipes, therefore
removing the health riskthatlead poses.



Having a voice in Wales

As we planforthe future we alsorecognisethatwe need to give our customers a louder voicein Wales. We
serve a comparatively smallarea thathas been under represented inthe past.We will championtheissues
that matter to our communities and engage with policy and decision makers. We will be doingthis by making
sure we areactive members representing the interests of our customers on groups suchas:

° River Dee Consultative Committee to ensure that the issues affectingour catchments are focused on.
° The Drinking Water Inspectorate/ Water Research Council (WrC) steering group for reducinglead.

° Working closer with the four Public Service Boards coveringour region, who are responsiblefor
respondingto the requirements under the Well-being of Future Generations (Wales) Act.

° Working with the local resilienceforums to ensure we areboth forwardlookingbut alsoableto respond
to incidents quickly and efficientlyina joined up manner.

A model of operation that delivers for Hafren Dyfrdwy’s
customers

We areembracing new ways of working that combine the best attributes of largeand small companies to
deliver more for less for our customers. This combination of cultures also means we will not requireadditional
fundingto operate as a stand-alonesmall company, saving our customers £6 million over the five years.

We believe that justas importantas what we deliver, is how we deliverit. A recurringcomment from our
customers is thatthey take water and waste services for granted. In one respect thisis reassuring, as it
demonstrates that we serve our customers ina manner which means they don’t have to worry about their
serviceand canrely on us. But we believe the onlyway to deliver affordablesolutions to the long term
challenges we face is through a more collaborative approach with our customers and stakeholders. We have
made a positivestartand have alreadylearned a lot about how customers want to engage with us and which
topics resonate most with them; over the next five years we will be buildingon this foundation.

We arealsotargetinginnovation where we have the greatest challenges. For example we will be buildingon
the great foundation that the Dee Valley team laid when they introduced a system that gave them 100%
visibility of the performance of their above ground assets. This provides a wealth of easy to analysedata and
has resultedina reductionin unplanned maintenance of around 25% injusttwo years.On the waste water
servicewe are developing plans for how we can maximisethe innovation that we are trialling between 2015
and 2020 at Llys Rhysnant. This approach builds treatment solutions bespoke to the local area’s needs, makes
the most of natural solutions (for example, reed beds) and by doing soreduces operational costs and adverse
environmental impactby 40% over the 25 year lifeand creates a more resilientsolution through the use of
low/no technology waste processes.

Affordability

We want our planto be affordablefor everyone and our customers will continueto have the lowest billsin
Wales. Serviceand resilienceenhancements aredrivinga 2.2% real bill increase onthe combined water and
sewage bill (inso-called CPIHterms) and we have challenged ourselves to minimise the impactof the
increases. Wehave tested the overall acceptability of the plans and 85% of customers find it acceptable.



Supporting those in need

We have set up a Care and Assistanceteam, based in Wrexham, who will retaina local focus and aretrained to
respond to customers’ individual needs, both financial and non-financial.

We estimate that approximately 11% of our customers are likely to struggle to pay their bill atsome point
duringthe next five years.To manage this, our planis todouble the number of customers we offer financial
supportto. This ambitious targetis partly driven by the need to catch up with our peers in the sector. We have
worked with customers to co-design the social tariff to make the process easy andthe support meaningful and
tailored to the circumstances. We will be offeringa range of supportfrom shortterm payment breaks to
longer term payment plans.

Some customers have circumstances thatcan make them more vulnerableand we want to ensure we
recognise when our customers need our help and supportthem inan empathetic and respectful way. To set
the foundations we have contacted around 400 customers who were on the existing priority serviceregister to
allowus to tailor the supportwe provide. External evidence suggests that there could be around 2,000
additional customers who might need our help and we have already made progress through targeted
communications and working with others to make sure everyone who needs our help gets it.

There can be a wide range of circumstances which canleadtoa customer requiringour supportinthe short
andlong-term. Our care and assistanceteamhave been trained to identify these needs and offer appropriate
supportto all customers, for however longthey need it.
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