Severn Trent Water Limited
Report and financial statements
For the year ended 31 March 2024

Company number 2366686

Severn Trent Water Limited

Severn Trent Centre
2 St John’s Street
Coventry CV1 2LZ
www.stwater.co.uk



Contents

Strategic Report

Severn Trent at a Glance

The Water Sector

Our PR24 Business Plan

Our Business Model

Chair’s Statement

Chief Executive’s Review

Our Performance and Key Performance Indicators

Delivering Outcomes our Customers Care About

Caring for People in our Region

A Driver of Positive Change

Running a Business that Goes Hand-in-Hand with Nature
Our Approach to Climate Change (TCFD)
Our Net Zero Transition Plan

Chief Financial Officer's Review

Managing Risks and Opportunities

Our Principal Risks

Emerging Risks

Viability Statement

Going Concern Statement

Stakeholder Engagement

Section 172 Statement

Our Non-Financial and Sustainability Information Statement

Governance Report

Chair’s Introduction to Governance

Our Culture

Board of Directors

Governance Framework

Board Activities

Composition, Succession and Evaluation
Directors’ Remuneration Report
Directors’ Remuneration Policy
Directors’ Report

Directors’ Responsibility Statement

Group and Company Financial Statements

Independent Auditor’'s Report

Group Income Statement

Group and Company Statement of Comprehensive Income
Group Statement of Changes in Equity

Company Statement of Changes in Equity

Group and Company Balance Sheet

Group and Company Cash Flow Statement

Notes to the Group and Company Financial Statements

120
125
128
131
134
141
147
147
154
158

160
171
172
173
174
175
176
177



Severn Trent Water Limited

Strategic Report
For the year ended 31 March 2024

HIGHLIGHTS
Turnover Litres of drinking water supplied each day
£2,122.0m (2022/23: £1,965.9m) 1.9 billion litres (2022/23: 2 billion)
Profit before interest and tax Litres of wastewater treated per day
£496.4m (2022/23: £482.7m) 3.3 billion litres (2022/23: 2.8 billion)
Households and businesses served Employees?!
4.6 million (2022/23: 4.6 million) 7,942 (2022/23: 6,998)

1. Average employees during the year.

OUR PR24 BUSINESS PLAN

Every five years, water companies in England and Wales put together their plans for the future. We
talk to our regulators, Government and, most importantly, our customers to find out what’s important to
them. Our PR24 Business Plan covers 2025-30, but the changes we’re making will have an impact for
decades to come.

Find out more about our PR24 Business Plan on pages 7 to 9.
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SEVERN TRENT AT A GLANCE
INTRODUCTION TO OUR STRATEGY

Our strategy to be ‘performance driven, sustainability led’ acknowledges our relentless drive to deliver
the operational and financial performance that our stakeholders expect, in a sustainable way.

We are one of the 11 regulated water and wastewater businesses in England and Wales. Our
regulated business provides essential services to over 4.6 million households and businesses.

We serve a diverse range of customers with different cultures, interests and experiences. Our region
includes some of the most affluent areas of the country as well as some of the most deprived. There

are more conurbations than any other water company’s region, yet we also serve predominantly rural
counties and communities. It is a region which is characterised by, and benefits from, its diversity.

Our purpose iRpURBSE Our Corporate Strategy
Taking care of one DELIVERING OUTCOMES RUNNING A BUSINESS THAT
of life’s essentials CARE ABOUT WITH NATURE "

Driven by our strategy

Performance driven,
sustainability led

Performance
driven,
sustainability

Investing for the long tarm
Resilient ta our changing climate
Putting the customer first
Right first time every time

Actively improving the places we touch
Creating opportunities ta enjoy nature

Valuing our most precious natural
resources

Always thinking about our impact

CARING FOR PEOPLE
IN OUR REGION

Helping our own people thrive
Supporting our suppliers
Creating opportunitiesin

ADRIVER OF
POSITIVE CHANGE
Arole model for others

Collaborating widely to
support innovation

[iiﬁiz;égé[ig Scan the GR code to find o our communities Creating a market thatworks
E ‘ [131 /-] out more about our 41?50 '5?’9 A force for good for our custamers for everyone
ﬁ 3'25& (i Sustainability Report. F ONE oF L\FE

UNDERPINNED BY OUR VALUES

Our courage drives us to set bold ambitions, our curiosity inspires us to try new approaches, our caring culture promotes
fairness and equality for our people, customers and communities, and our pride ensures that we succeed on this journey.

Having Courage
We always do the right thing and have

courage to chatlenge the porm and speak up
i things aren’t Quite right. We are prepared
to step out of our comfort zones and act with

bath today and the future in mind ﬂ

MBRACNG
c Embracing Curiosity
URKB”Y 0 We search out safe, better and faster ways
ol daing things through innovation and are
always curous and willing to learn

Taking Pride

We make a difference for our customers avery

Showing Care N"‘
We keep our promises to customers and MD
show care by treating everyone fairly and

oqually. We try 1o enhance the environmaent

day, owning problems and working with others
until they are solved. We tako pride inwhat

we do and champion our work in the
communities we work and live in

around us and spend
every pound wisely




THE WATER SECTOR

There are 17 regional businesses supplying water services in England and Wales. These businesses
serve over 50 million household and non-household customers. Of these, 11 also provide wastewater
services, including Severn Trent Water Limited.

How we plan for the long term

We recognise that the future is uncertain and that we cannot predict with accuracy what will happen.
Therefore, we employ a strategic planning process to understand the risks we may face and identify
the most appropriate response.

Key trends

By considering what the most influential trends might be, we can assess the different drivers of
change and start to visualise how the future may look and respond to any opportunities that arise from
a rapidly shifting sector.

1. Horizon Scanning

Considers key trends and their implications, together with potential market developments, to identify
and model alternative versions of the future and the pathways to them.

2. Future Priorities

Describes our future priorities based on the challenges posed by key trends, together with our
organisational purpose, the needs of our customers and other stakeholders, and current performance.

3. Enablers

Identifies the enablers which underpin our future priorities, and the level of ambition appropriate for
each one. Allows us to look holistically across our business and ensure we have a coherent plan,
which balances the needs of different stakeholders.

4. Delivery Plans

Creates a plan for each priority area and enables us to deliver on our ambitions, reflecting current
commitments and delivery capabilities. Plans include reference to the implications on our people and
technology systems as well as major infrastructure assets.

Key trends and challenges How we are responding Principal
Risk
Climate Climate change will continue to In response to climate change, 11 and
change impact global weather patterns we will improve the resilience of | 12
and create more extreme weather | our network and infrastructure,
events such as flooding and whilst maintaining a safe and
drought. high-performing culture.

We will continue to focus on
We anticipate further interventions | reducing our carbon footprint

around decarbonisation and a and that of our supply chain.
focus on reducing carbon
emissions. We have committed to being net

zero on our Scope 1 and Scope
2 operational emissions by
2030.



Environmental
change

Demographic
and social
change

Affordability
challenges

Maturing
technologies

Change in land use as a
consequence of demographic
change (such as more housing
developments) and climate
change (extreme weather) has
potential to impact the
environment and ecosystems.
Awareness of environmental
issues and the value and role of
our natural environment

is increasing in society.

The UK population is expected to
grow over the next 25 years. Our
population is expected to have a
higher proportion of single
occupancy households and an
increasingly ageing population.
This growing population is likely to
result in a higher demand for
water, pressure on existing
housing and a greater need for
food and subsequent demand for
water in agriculture.

The impacts of future recessions
and periods of economic growth
will not be shared equally, with
impacts unevenly spread across
our household and non-household
customers.

Responding to future
environmental and social change
will require investment by water
companies, which will need to be
balanced against the impact on
customer bills.

The increasing use of developing
technologies is likely to result in
the greater use of smart devices,
Artificial Intelligence (‘Al’) and
machine learning, automation,
data and cyber security
technologies.

We will identify, design and 11 and
adopt more sustainable 12
practices to support the natural
environment in response to

these challenges. We have

invested £1.2 billion this year,

bringing the total investment this

AMP to over £3 bhillion,

improving our network

resilience.

We will minimise waste and

support the principles of a

circular economy wherever

possible.

Given the increased demand for | 10
water, we have made significant
investments to bolster our

resilience to source and deliver

water and help our customers to
become more water conscious.

We will continue the move
towards digital channels to allow
our customers to contact us in
the most convenient way to
them.

In AMP8 we are increasing our 4
affordability support to £550
million. We will continue to
review our systems and
processes to support our
customers, and deliver a high-
quality, affordable service.

We will work with our
communities to make a positive
social difference, including
building skills capability and
employment opportunities in our
region.

To support future resilience, we | 6
will continue to invest in our
physical assets and also utilise
new technologies to ensure we
can run those assets efficiently
and safely, especially at times of
stress. Combining Al and
machine learning will enable us
to combine real-time sewer data
with historical performance and
meteorological data to predict
network performance and
identify problems before

they materialise.




Working with our regulators and stakeholders

We are subject to regulation of our price and performance by economic, quality and environmental
regulators, as outlined below.

The Consumer Council for Water (‘CCW’) speaks on behalf of water consumers in England and
Wales.

The Drinking Water Inspectorate (‘DWI’) independently checks that water supplies in England and
Wales are safe and that drinking water quality is acceptable to consumers.

The Environment Agency (‘EA’) regulates and allows us to collect water from reservoirs, rivers, and
aquifers and return it to the environment after it has been used by our customers and treated by us.

Natural England advises the Government on the natural environment in England and helps to protect
nature and the landscape, especially for plant and animal life in both fresh water and the sea.

Ofwat is the economic regulator for the water and wastewater industry in England and Wales. Ofwat
principally exercises its duty to protect the interests of customers through periodic reviews of charges
(price reviews) every five years.

Health and Safety Executive to ensure that the health and safety of our employees, customers and
visitors is preserved.

Ofgem, the economic regulator of gas and electricity markets, whose remit extends to renewable
energy generation.

Ofsted, the regulator for education, children’s services and skills, since our Academy became
accredited.

The Department for Environment, Food & Rural Affairs (‘Defra’) in England provides strategic and
policy direction for the industry and our regulators.

A key year in our regulatory cycle

Every five years, Ofwat reviews the prices we charge for the forthcoming five-year period. They also
review our Plan setting out how we intend to deliver for customers and the environment. In October
2023, we submitted our Severn Trent Water Business Plan for AMP8, which run from 2025-30. Further
information about our Severn Trent Water Business Plan is available on our website.




OUR PR24 BUSINESS PLAN
Planning in a changing world

Every five years, water companies in England and Wales put together their plans for the future. We
talk to our regulators, Government and, most importantly, our customers to find out what is important
to them. Our Business Plan (our ‘Plan’), submitted in October 2023, is the most ambitious in our
history. It is built on a strong track record and developed in consideration of over 68,000 customers’
views and feedback. It shows we want to play a leading role in restoring our sector’s credibility today,
whilst also making significant investment for sustainable change for future generations.

Subject to regulatory approval, this ambitious Plan looks to invest £12.9 billion to deliver benefits for
our customers and communities, the environment and all stakeholders.

Investment

Our Plan proposes £12.9 billion of total expenditure across our network, including £5 billion of
investment focused on enhancing capacity and service beyond current levels, almost all of which is
focused on the environment. Our Plan seeks to invest over £1 billion of capital expenditure each year,
over five years, the scale of which means that for every household we serve, we will invest £2,400
back into the region, delivering a further step change in service for more than four million customers
across the Midlands.

In line with over 68,000 customer views that we sought as part of our Plan’s development, our
investment will deliver improvements on the measures that our customers care about most, including a
16% reduction in leakage and a 30% reduction in spills from storm overflows, putting us firmly on track
to deliver the Government’s 2050 targets at least five years early. We will also build on our industry-
leading environmental performance, as demonstrated by securing 4* EPA status for four consecutive
years, by driving a further 30% reduction in pollutions. We will invest £5 billion across 11 enhancement
cases, as follows:

— Transforming the natural environment (Water Industry National Environment Programme (‘WINEP?”)).
— Protecting raw water quality.

— Meeting future water needs.

— Our journey to net zero — reducing process emissions.
— Alternative water supplies.

— Physical security.

— Enhancing cyber security.

— Reservoir safety.

— Water resilience.

— Urban catchments of the future.

— Reducing lead pipes.

Our Plan is expected to create up to 7,000 jobs directly in the business and our supply chain and will
also enable thousands of new work experience placements, apprenticeships and internships.

Our Plan has been developed to balance the need for scale investment and sector-leading ambition
while committing to keep bills affordable. We recognise that while increases to bills are spread over a
long period, this is a difficult time for some of our customers. That is why we have included a £550
million financial support package as a core part of our Plan. But we’re not waiting for AMP8 to make a
difference. We’re making the right investments now, with at least £450 million additional expenditure
accelerated into AMP7 to get a head start on our targets and enhance our current performance. We
have a strong track record on deliverability, supported by our robust governance procedures, effective
organisational structure and strong talent and expertise. This ensured we achieved the required AMPS8
run rate in 2023/24 and we are on track to do so again in 2024/25, demonstrating that we can deliver
the levels of investment required in AMP8. Our full Plan is available on the Severn Trent Water
website at stwater.co.uk/about-us/our-plans-2025-30.



Investment £bn, 2022/23 prices

Base total expenditure [totex’) and

modelled enhancement - The running costs

of our business, driven primarily through

econometric models 25%

Enhancement totex: Statutory AMP8 real RGY growth real RCV growth

requirement - This enhancement

nvestment is to meet statutary targets by

2030 or earlier. Th x-sn—dmc'e":‘_-:-nery. 0.6 0.3 31%
spend and represents 82% of the £5 billion ==

of enhancement cases.

Enhancement totex: Statutory Plus - &1

This enhancement investment is required in 0.9
order ta meet statutory targeis beyond 2039, [ Smmmm—"
which we are choosing to accelerate in order

to deliver bene

ts to customers and the

environment earlier than required.

Enhancement totex: Customer and risk
driven - This enhancement investment goes
beyond our statutory requirements and is
driven by our assessment of customer

Base totex Modelled Statutory-AMP8  Statutory Customer and Total totex
i ) enhancement  reguirement Plus risk driven
requirements and risk mitigation, supported improvement

oy comprenensive business cases.

Our key areas of focus
Our Plan will deliver across the three pillars that our customers have told us are important to them:

1. High quality and reliable
A high-quality, reliable service that can be depended on no matter what, where our customers know
they are valued.

2. Sustainable
Confidence we are doing the right thing for the environment, society, and future generations.

3. Affordable
Water should be affordable for everyone — so that no person or generation is left behind.

Affordability and support

Our bills are £29 a year lower than the industry average, and £85 a year lower than the highest. We've
worked hard to ensure we aren’t passing on unnecessary costs to customers, building on our strong
track record of delivering our totex programme efficiently. The scale of the investment we’re proposing
means that bills will need to go up between 2025 and 2030 by an average of £2.32 per month, over
the next five years. With other water companies also planning large investment programmes, we
anticipate our bills will stay amongst the lowest.

We recognise and understand that our customers are feeling the effects of economic uncertainty and
cost of living pressures. Our Plan challenges us to keep driving efficiency further, to minimise the
impact of our increased level of investment on bills and we are committed to the principle that
customers won'’t pay for the same thing twice.

Our sector-leading affordability package will build on our existing programme of support and will help
€.700,000 customers who need help paying their bill each year by 2030, the equivalent of one in six
customers.

The number of our customers expected to benefit from financial support exceeds those forecast to be
in water poverty by 2030. This includes those who may be at risk of falling behind with their bills, or
experiencing short-term challenges, by offering payment breaks and payment plans, while offering a



range of other support options tailored to our customers’ needs, including support in increasing water
efficiency, backed by our extensive metering programme.

Alongside our affordability package, we have also developed our Customer Vulnerability Strategy
during the year to ensure our support is accessible to customers who need it now, and in the future.

OUR BUSINESS MODEL

At Severn Trent, we are driven by our purpose — taking care of one of life’s essentials. When we are
united by our clear social purpose, we can drive positive change and deliver positive outcomes for all
our stakeholders — our customers, colleagues, investors, regulators and Government, the society we
live in and the environment we depend on. Now, more than ever, we know that taking care of one

of life’s essentials means that what we do really matters to the families, businesses and communities
we serve. This is why our values of Having Courage, Showing Care, Taking Pride and Embracing
Curiosity are so important to us. Being a company that can be trusted, taking care of the environment,
helping people to thrive and providing the best value service means we all need to be focused on
living our values, by Doing The Right Thing, every single day — the Severn Trent way.

Key:
Strategic objectives

v J

Outcomes Nature

e r

People Change



Severn Trent Water Limited

Strategic Report
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Our resources and relationships

Physical assets

We maintain over 50,000 km of clean water
pipes, over 93,200 km of sewer pipes, and c.130
waler and c.1,000 wastewater treatmant works.

Principal Risks- 2and 3

Strategic objectives: ‘J

Natural resources

We take care of some of the UK's most impressive
natural resources and make them accessible to
suppart the health and wellbeing of communities.

Principal Risks:2,3,11and 12

Strategic objectives: CJ

Financial capital

Qur-shadow RCV is in excess of £12 billion.
Our net debt reprasents 59.7% of our shadow RCV.

Principal Riskz:8and

Strategic objectives: @

Technology and innovation

As a large organisation, we rely on technology

in our business every day to communicate,

store and manage data, operate our assets and
monitor our operations. We are always exploring
innovative technelogy to deliver efficiencies and
continuously improve our processes.

Principel Risk=: 4,4 and 10

Strategic objectives: @

Our people and culture

We lock to attract, develop and retain talented
people from all backgrounds. We directly
employ <.7,000 people.

Principel Risks: 12and 13
Strategic objectives: Q

Suppliers and partnerships

Wework with over 1,600 direct supplsers.
100% of contracted suppliers have signed up
to our Sustainable Supply Chain Charter.

Principai Riskz:§
Strategic objectives: @

What we do

We provide clean water and wastewater services and develop

renewable energy solutions through our businesses. In the course of

providing these services, we create social and environmental value.

© Collect rawwater

We coilect water from reservoirs,
rivers and underground aquifers
across our region.

6 Clean raw water

Our groundwater and surface water
treatment works clean raw water to the
highest standards, making it safe to drink.

© Distribute cleanwater

Our network of pipes and our enclosed
storage reservoirs bring a continuous
supply of cleanwater direct to our
customers' taps.

@ Customers enjoy our services

4.7 million households and businesses use
our services, delivered by a team of over
9,000 employees, and supported by our
contact centres, atways ready 1o help.

10

Taking care
of one of life’s
essentials

e Collect wastewater

Our network of sewers and pumping
stations collect wastewater from homes
and businesses and take it to our
wastewater treatment works.

O Clean wastewater

Wastewater is carefully screened and
treated in our wastewater treatment works
to meet stringent environmental standards.

€ Recycle water to
the environment

We safely return treated water to rivers
and watercourses.

© Green energy

The green energy we generate through our
Business Services activities contributes to
meeting our net zero targets and keeping
our energy costs down.

The value we create for all stakeholders

Our customers

We aim to anticipate and meet changing customer and
wider societal needs, as well as improve and protect the
natural environment.

How we measure this

0Dl performance % of targets/measures met or exceedad target)

2023/24 76%
(L2022723 79% )
Our colleagues

Our greatest asset is our experienced, diverse, and dedicated
workforce. Our relationship with them is open and honest, and
they are appropriately supported, developed, and rewarded to
encourage them to be their best in all that they do.

How we measure this
Employee angagement score [out of 10)

2023/24 8.6

(_202223 8.4 )

Our communities

We create value for the communities we operate in by
providing direct employment to local people, engaging
with local businesses in our supply chain, and paying
business rates to local government.

How we measure this
Severn Trent Community Fund {£m donated to charitable projects
in our region|
2023/24 2
(2022723 2]

Our suppliers and contractors

Strong supplier relationships ensure sustainable, high-quality
delivery for the benefit of all stakeholders, supporting our
business operations in line with our Code of Conduct and
Modern Slavery commitments.

How we measure this
Average time to pay suppliers {days)

2023724 33
(2022723 31 )

Regulators, Government and NGOs

The policy framework for our sector is set by the UK

and Welsh Gavernments. Our industry is regulated by Ofwat
and others. Our non-regulated businesses drive competition
in the market, improving the quality and value in the water
sector supply chain.



Severn Trent Water Limited

Strategic Report
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CHAIR’S STATEMENT
Serving our stakeholders, now and for the long term

Severn Trent has a long history of industry-leading operational and environmental performance and
strong financial resilience. The last 12 months have re-emphasised the importance of these critical
pillars, whilst at the same time highlighting the need for us to demonstrate consistent leadership
beyond the day-to-day running of our business.

Our sector has been subject to heightened public interest and we must, as a whole sector, respond to
this by stepping up to the challenge that this brings to rebuild trust and meet the expectations of our
customers and wider stakeholders, both now and for the long term. | am proud of the role Severn
Trent has played in forging a path to meet these expectations — by setting bold ambitions, accelerating
investment, and embodying the social purpose we so passionately believe in. At the same time, we
acknowledge that there is more to do in the areas that matter most to our customers and wider
stakeholders.

Planning for the future

Our Business Plan for 2025-30 (our ‘Plan’) will support this through an investment proposal of £12.9
billion to secure water resources for the future, transform river health in our region and deliver
operational net zero by 2030. Our investment will also deliver improvements in the service we deliver
for our customers, with a planned 30% reduction in combined sewer overflow (‘CSQ’) spills and
pollutions, and a further 16% reduction in leakage over the course of AMPS8.

Underpinning our ambitious Plan are a number of core pillars. As a Board, we developed the strategy
that underpins our Plan and spent time considering detailed updates throughout its development
ahead of our Plan being submitted, with a particular focus on:

— Ambition — through challenging our own ambitions to drive better outcomes for our customers,
communities and the environment both now and over the long term;

— Deliverability — ensuring we have the people and supply chain in place to deliver our
investment. The Board scrutinised the Company’s approach to AMP8 deliverability to ensure
that robust governance procedures are in place, supported by an effective organisational
structure and strong talent and expertise within the Company and its supply chain;

— Affordability — offering a comprehensive package of support for customers who might struggle
to pay their bill. The Board scrutinised the Company’s affordability and societal approach — with
detailed consideration given to potential impacts to customer bills in view of our existing
commitment to keep absolute bills as low as possible for all customers whilst also delivering
improved resilience, sustainability and customer outcomes. Alongside our affordability activity,
the Board also oversaw the development of our Customer Vulnerability Strategy, which seeks
to outline the support and services offered to customers in vulnerable situations, particularly
those who need extra help accessing our services. The Board also considered the vital role
that we play in our communities to drive positive change and leverage our resources to make a
positive impact across our region. This is best embodied by our 10-year Societal Strategy
which you can read more about in the pages that follow;

— Transparency — to provide all of our stakeholders with confidence that our strategy for data
assurance and governance processes support high-quality data across all aspects of our Plan;

— Resilience —to ensure that our Plan will deliver operational, financial and corporate resilience
over the next control period and long term; and

11



— Financeability — securing the appropriate funding to safeguard our financial resilience.
I would like to express my thanks to the 68,000 customers we consulted with in the development of
our Plan. It was useful to meet our customers and members of our communities to discuss their
priorities, through attending our customer focus groups and “Your water, your say’ sessions, which
provided insight on their views and the challenges they face. | am confident that the Plan we have
developed and submitted fully reflects customer expectations.

Climate resilience

A key theme of our Plan is resilience and the last two years have reinforced the need for resilience
today and for the long term, with one of the driest years on record being followed by one of the
wettest. Increasing weather extremes such as extended periods of hot and/or wet weather are
expected to become more commonplace as we feel the impact of climate change. We must therefore
find innovative ways to ensure we continue to deliver our essential services, whilst also safeguarding
the environment.

Our teams have worked determinedly to manage the challenging conditions of the last 12 months,
which have seen 10 named storms from September to March. From the leadership team through to
the frontline, the hard work and commitment shown to continue to deliver strong operational,
environmental and financial performance has been evident.

To bolster our preparedness for the future, the Board has overseen the Company’s management of
storm events, incorporating learnings from our established Summer Readiness and Winter Readiness
approaches. In response to Storm Babet, we oversaw the Company’s approach for future storm
events, focusing on proactive measures to be implemented in anticipation of storm events,
prioritisation of resources, communications with customers and communities and reactive actions to
be deployed to mitigate the impacts to the greatest extent possible.

More fundamentally, we are investing in our long-term resilience. Our 25-year Long-Term Delivery
Strategy (‘'LTDS’) indicates that, without investment, by 2050 we face a 600 million litres per day
(‘MI/d’) deficit of clean water, and 45% more homes would be at risk of internal flooding. Our Plan
includes scale investment to mitigate these risks, with 99% of our proposed £5 billion enhancement
spend categorised as either no or low regrets under all of the scenarios we have modelled, giving the
Board confidence that we are investing in the right areas for the long-term resilience of the business.

As well as adapting to climate change, we must also play our role in mitigating it. We launched our Net
Zero Hub at Strongford wastewater treatment works in May 2023. Our £40 million investment,
supported by the Ofwat Innovation Fund, is enabling us to implement a range of new, innovative
technologies, that combined will completely mitigate the site’s annual operational emissions. The
learnings from our Net Zero Hub will enable us to meet our goal of operational Net Zero by 2030 — one
of the three commitments in our Triple Carbon Pledge.

Environmental performance
Another area of significant customer and wider stakeholder focus is environmental performance.

It is pleasing to see this investment reflected in our EPA performance, as we achieved EPA 4*

for the fourth consecutive year for our 2022 performance, and we have had no serious pollutions this
year. This is an area of significant focus for the Board. We are highly confident that we will achieve
EPA 4* for a fifth consecutive year for our 2023 performance — something no other company has ever
achieved. We have also reduced our share of Reasons for Not Achieving Good Status (‘RNAGS’) to
14% as our Get River Positive programme drives long-term improvement in river quality.

However, this year has highlighted that, despite the performance improvements made in some

areas, we know there is more we can do to improve. We want to deliver faster improvements on areas
such as CSOs and pollutions, where we have set bold targets to drive performance improvements.
Our sustained investment has driven a number of improvements, which makes the Barlaston

12



pollution particularly disappointing. There was Board-level oversight of the pollution, and you can read
more about our environmental performance and, in particular, our response to the Barlaston pollution
and action taken to implement lessons learned to bolster our preparedness for similar pollutions in the
future on pages 28 to 30. You can also read more about the significant, scale investment we are
making on CSOs on pages 50 to 55.

Delivering for all stakeholders

The past 12 months have re-emphasised the role that our company and our sector must play in
society, particularly for the customers and communities we serve, and the importance of delivering our
social purpose ambitions.

As a Board we recognise the vital role that our company plays in our communities and are committed
to driving positive change, leveraging our resources to make a positive impact across our region. This
is best embodied by our 10-year Societal Strategy which aims to support 100,000 people in, or at risk
of, poverty to provide them with the opportunity and skills to improve their life chances through access
to high-quality employment-related experience and training. This important work extends beyond our
extensive package of affordability support, through tackling the long-term drivers of poverty. We have
made good progress in the first 18 months of the programme, supporting around 9,000 people and
have generated more than £2 million of Social Value, as measured under the National Themes,
Outcomes and Measures (‘TOMs’) Framework. The partnerships and projects we have established
provide a firm foundation to inform our programme and expand into more areas of our region where
our help is needed. To reflect the strategic importance we place on our social purpose commitments,
we have incorporated Social Value into our proposed Remuneration Policy.

Social purpose is part of our culture at Severn Trent. The interests of our stakeholders — our
customers, communities and employees — are strongly aligned. The majority of our colleagues live in
our region and are also our customers. This strong link with our communities means that our people
care deeply about the role we play in their communities, and our Societal Strategy has energised our
organisation, with many volunteering to support in a variety of ways.

Our people are more engaged than ever before, with our most recent annual employee engagement
survey score of 8.6 out of 10 placing us in the top 3% of utilities globally. Moreover, every single
directorate in the Company scored at least 8.5 out of 10, which is a testament to the leadership and
passion demonstrated at every level of the organisation. As well as reviewing the results of the annual
engagement survey, the Board seeks regular and direct feedback from our people, with regular
attendance at the Company Forum, visits to our operational and office-based sites, and recently our
first in-person ‘Meet Our Board’ session which was attended by graduates and apprentices from
across the organisation, enabling a two-way feedback process.

Our role is to create and maintain a culture that enables our people to bring their best selves to work
every day and contribute to our sector-leading performance, which our people work hard to deliver
every day. It is also critical that our people feel safe and secure to raise any concerns and we have
extensive support in place to ensure that they can, at all times, do the right thing.

Finally, on delivering for stakeholders, the Board has considered a range of factors in recommending
our dividend this year, including the Company’s performance delivery for customers and the
environment, both now and over time, the broader performance of the Company and the long-term
financial resilience of the Company. You can read more about the process that the Board undertook to
assess the Company’s performance in the round in the Severn Trent Water Limited Annual
Performance Report.

Leadership and the year ahead
The next 12 months are pivotal, as we close out the last year of AMP7, including our £566 million

(2017/18 prices) Green Recovery Programme, and work hard to deliver our 2025 commitments, whilst
readying ourselves for the significant investment period ahead in AMP8.
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The Board is well prepared for the challenges and opportunities ahead. Following the retirement of
James Bowling, Helen Miles has seamlessly assumed the role of Chief Financial Officer,
demonstrating the strength of our succession planning. We also welcomed a hew member to the
Board, Richard Taylor, in April who brings a wealth of experience in strategy, corporate finance, risk
management and M&A. | am confident that we will deliver the commitments we have made and
continue to demonstrate exemplary leadership both within our organisation and across the broader
sector.

We are at a critical and exciting point in our history. We must step up to meet the increasing
expectations of our customers and broader stakeholders, which will require more investment, ambition
and leadership than ever before. We have strong foundations in place to achieve this and | look
forward to seeing the positive change we can deliver in the next year and beyond.

Christine Hodgson

Chair
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CHIEF EXECUTIVE’S REVIEW

Progressing against bold ambitions

I’'m pleased to share my Chief Executive’s Review for 2023/24 in which | will highlight some important
moments from the year and provide an update on our performance over the last 12 months. We have
delivered a good set of results in 2023/24 and I'm pleased with the progress we have made in key
areas.

Accelerating our Capital Programme

We have delivered all of our commitments under the Water Industry National Environmental
Programme (‘WINEP’) in the year and have made significant progress in our Green Recovery
Programme which is already delivering benefits for our customers and the environment.

To bring to life one of our projects, in Stroud we will shortly complete a £25 million project to upgrade
the sewer network and have already installed a new concrete storm tank that uses smart controls to
hold up to 7.4 million litres of wastewater back during severe weather events before returning it to our
treatment works when rainfall has subsided and capacity to treat it is available.

Delivering operational excellence

The long-term investments we have made over recent years have enabled us to deliver sustained
improvements on operational performance and I’'m pleased to report that we have met 76% of our
performance commitments for this financial year.

And crucially, we’re continuing to deliver improvements in areas our customers tells us they really care
about:

— We've delivered our best ever leakage performance, reflecting an increase in the number of
jobs completed in our network, and a reduction in the time to complete our most significant
customer reported jobs to an average of 3.3 days, which includes the time to reinstate and
clear site.

— Our customers were off supply for 6 minutes and 40 seconds — whilst this is still above our
Final Determination target, it reflects a reduction of 27% on last year and our best ever
performance.

— We have delivered our best ever low pressure complaints performance, thanks to targeted
investment across a range of capital schemes.

— Blockages in our network have reduced by 17% year on year, 30% ahead of our target,
benefitting from our extensive cleansing programme and customer education on correct sewer
use.

Focused on the environment

We are highly confident that we will achieve EPA 4* for a fifth consecutive year for our 2023
performance — something no other company has ever achieved. The EPA is a rigorous measure of
our performance, consisting of seven individual metrics which become progressively more stretching
every year.

Our performance this year includes no serious pollutions, defined as pollutions which could have a
significant impact on the environment. Preventing serious pollutions is a priority for every single
person in our organisation and while pleasing to have achieved zero serious pollutions this year, it is
something we remain absolutely focused on maintaining.

More broadly on river health, our overall impact is best measured by the RNAGS attributable to us, as
recorded by the Environment Agency. Our assessment of this data supports that we are now
responsible for 14% of all RNAGS in our region. We’re working hard to reduce that share to 10% this
year.
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Engaging our people

One of my personal highlights for the year was embarking on an all-employee roadshow to share our
PR24 Business Plan (our ‘Plan’). Through these visits | was able see first-hand just how engaged our
people are, driven to deliver for the communities they live and work in, and | was delighted to see this
reflected in the results of our most recent employee engagement survey score of 8.6 out of 10 which

places us in the top 3% of utilities globally.

We know that a key driver of engagement for our people is their connection to our communities. We're
proud as an organisation to donate 1% of our profits to local charities in our region, and this year we
donated over £2 million to over 100 organisations in our region. Our people are already playing an
active role in our 10-year Societal Strategy, and it has been inspiring to see the strong connection they
have with the region they live and work in. Further detail can be found in the Chair's Statement.

Performance focus areas

Our achievements this year have been delivered against a backdrop of some truly challenging
weather conditions; this year was 35% wetter than last, with 10 named storms between September
and March and nearly 30% of river gauging stations in our region recording their highest ever levels.

This weather undoubtedly contributed to a disappointing performance on some critical waste
measures. In particular, | was disappointed by our performance in three areas:

— Total pollutions — despite having no serious pollutions this year, a 24% increase in the number
of Category 3 pollutions meant we missed our pollutions target for the first time since
Performance Commitments were introduced in 2015.

— Sewer flooding — a significant increase in hydraulic flooding resulted in more external sewer
floodings, meaning we missed our stretching target again this year.

— Spills from storm overflows — greater utilisation of overflows was not unexpected given the
higher levels of rainfall, however we were still disappointed in the increase.

While we've felt its impact, weather cannot be an excuse for us or our sector — climate change is
something we must all adapt to, and it is our job to protect our customers and the environment from its
impact on our operations. The unprecedented weather this year has highlighted that we need to go
further, move quicker, and find more creative and innovative solutions to meet the expectations of our
stakeholders, in particular on combined sewer overflow (‘CSOs’).

In our investment plans for the next five years we set ourselves the most ambitious targets in the
sector for minimising the use of CSOs, with targets that go further and faster than the Government’s
Storm Overflow Discharge Reduction Programme (‘SODRP’).

Meeting our target of an average of 20 spills by 2025 is a priority, and we are determined to achieve
our stretch ambition to halve our number of spills between now and 2030. Our whole organisation is
energised and focused on this activity, and we are now finalising the procurement of thousands of
assets, to help us accelerate our five-year investment plan. This investment will have a dramatic
reduction on the use of CSOs once installed this year. Overall, we expect these capital works to
benefit 900 sites, representing over 40% of all CSOs that spilled last year.

To ensure we make demonstrable progress on our investment programme, at the pace our
stakeholders expect, on 17 May 2024 we announced our accelerated programme of capital
investment to deliver almost 1,000 improvements across ¢.900 storm overflow sites by the end of the
year. Our ambitious plan is summarised below and full details are presented on pages 50 to 55. We
have assembled a dedicated team of hundreds of people working across hundreds of sites. By the
end of this year we will deliver a combination of solutions as follows:

— over 700 storage solutions at our treatment works and network assets. These will allow us to
capture and store more flows during periods of high rainfall and dramatically reduce spills at
those sites;
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— 25 submerged aerated filter (‘SAF’) treatment units that will enable us to expand the treatment
capacity through the additional processes, dramatically reducing spills into the environment;

— over 70 reed beds that will provide for nature-based treatment of sewage at the storm route for
smaller sites, which would eliminate untreated sewage entering rivers;

— nearly 200 enhancements at specific CSOs on our network, which will enable us to increase
the flow of sewage to our treatment works, reducing the potential for a spill into the river;

— over 100 flap valves that will prevent river ingress into our network, which would otherwise
overload the capacity of our sewers with river water; and

— over 8,000 water butts in 10 communities to trial at-scale surface water separation.

Everyone in Severn Trent is committed to this programme and reducing our usage of storm overflows,
which is why every employee in the organisation is incentivised through our annual bonus - 15% of
which is linked to delivering CSO enhancements at pace and reducing their usage. We have made
excellent progress since our announcement in May, a summary of our progress to date is set out
below, including case studies of schemes completed to bring the scale and pace of our activity to life.

Over 250 interventions have been completed so far including:

— more than 20 enhancements at specific CSOs to increase the hydraulic capacity of our
network, reducing the potential for spills;

— over 100 flap valves have been installed that will prevent river ingress (fluvial flooding) into our
network when river levels are high;

— twenty new storage tanks have been delivered

— ¢.150 enhancements at sewage treatment sites to repurpose existing assets, optimise pumps
and assets to increase the hydraulic capacity and increase storage capacity at our sites during
periods of heavy rain.

In addition to this activity, over 500sites have been surveyed for enabling work to accelerate the
installation of storage and treatment enhancements. In readiness for this activity:

— over 550 storage tanks have been sourced and we are resourced to install a peak of 50 tanks
per week

— we have identified over 35 sites where Submerged Aerated Filters (‘SAFs’) can be deployed.
Manufacture and delivery of these units is underway; and

— ordered 30 new reed beds to provide nature-based treatment of sewage at the storm route for
smaller sites.

When installed, these enhancements will increase the storage capacity and allow us to treat more
during periods of heavy rain.

Innovation is playing a key role in our ambitious programme, we are installing smart water butts at
customer homes in key areas and the use of Al and smart control panels, designed and developed in
house, are helping us enhance the operation of our network.

This complex, scale activity is overseen by our dedicated CSO programme, that reports directly into
my weekly Executive Committee meetings, to ensure we maintain absolute focus on delivery of our
investment plan as quickly as possible. We intend for all these solutions to be installed by the end of
the year, enabling us to rapidly reduce the use of CSOs once in operation. Alongside this, we
launched our Storm Overflow Map in April, showing the status of all storm overflows in our region. |
look forward to sharing with you our progress on this vitally important activity next year.
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Barlaston pollution

This year also saw the Company fined £2 million for a serious pollution that occurred in 2020,
following a pollution at our wastewater treatment site in Barlaston. Our operational failings meant that
there was a risk of environmental harm, and that is unacceptable to me, my team and everyone at
Severn Trent.

We took valuable lessons from this pollution and have put in place measures to prevent pollutions of
this nature happening again. To demonstrate how seriously we take this pollution, we have included a
dedicated section within this report which sets out our response, lessons learned and action taken to
prevent similar pollutions in the future.

Strong platform to drive positive change

As | look forward to the year ahead, | am excited by the opportunity it presents. We are on track to
meet our 2025 commitments and close out AMP7 stronger than ever, with the foundations in place to
push further, faster, to meet the needs of our stakeholders and deliver sustainable change for future
generations. | especially look forward to seeing the impact of:

Expanded capital delivery capabilities — By the end of this year, we expect to have accelerated
£450 million of investment, delivering benefits more quickly and smoothing our transition to the next
AMP. Building on the work undertaken over AMP7 to diversify our supply chain and foster excellent
working relationships, we have bolstered our in-house capabilities, expanded our digital expertise and
implemented automation to significantly reduce the time taken to design projects. We've also
developed an innovative approach to delivery using the concept of Plug and Play, which has the
potential to deliver assets much faster than ever before.

Investing in insourcing — While we remain a sector leader in waste, we know that we have the ability
to push the frontier further, securing our position as operational leaders for years to come. A key
enabler of this is the insourcing of around 400 people into our Waste Networks teams, which was
completed in the past year. Insourcing of this scale is an organisational challenge, requiring the
investment of substantial resources to ensure success, so it's pleasing to have delivered this
programme in advance of the next AMP. As our new colleagues embed into the organisation, we
anticipate seeing benefits in our waste performance in the next 12 months.

Innovation in customer platforms — In October 2023, we announced that we would be migrating our
customer platforms to Kraken — an innovative, world-class system that we expect to deliver significant
benefits across multiple business areas. Enabled by the installation of more than 400,000 smart
meters this AMP, and a further one million smart meters in AMP8, Kraken will support customers to
actively manage their consumption and help us to pinpoint leaks more quickly and accurately than
ever before. Smart technology in-built into the system will also allow water specialists in our contact
centres to focus on delivering the best possible customer service. We expect to have four million
customers in Kraken by the end of the year.

Our net zero blueprint — Over the past year we have invested £40 million in transforming one of our
largest sites, Strongford, to be a Net Zero Hub. All of the exciting new technology is installed and
operational, and we expect it to be fully commissioned by the Summer. Our Plan includes a proposal
for £430 million to roll out the blueprint that Strongford has provided across our estate, to achieve our
operational net zero by 2030 commitment. We’ve also invested in increasing our energy generation
capabilities, with the equivalent of 60% of our total consumption self-generated in the last 12 months.
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Final reflections and thanks

Reflecting on the past year, it has been one of considerable challenge, as we felt the impact of climate
change on our operations, and continued to face heightened scrutiny as a sector, but it has also been
one of considerable progress. We have delivered our biggest ever capital programme, achieved our
best ever performance on a number of critical measures, met key milestones needed to deliver our
long-term commitments and submitted a Plan that has the power to transform our business.

We know we have much more to do to ensure we are delivering the best possible service for our
customers, and the environment. The Plan we submitted in October 2023 is a key enabler of progress,
and | look forward to seeing the final outcome of our Plan later this year.

Meeting the challenges of the future goes beyond our regulatory plans — we must go further than what
is simply required of us to meet the expectations of our stakeholders. It will need leadership, hard work
and determination, meaning our people are absolutely critical to our success.

And finally, I'd like to take this opportunity to thank my c¢.8,000 wonderful colleagues who inspire me
every day with their tireless commitment to taking care of one of life’'s essentials. With an average
tenure of nearly a decade, | am thankful for their loyalty and for their endless enthusiasm for our
ambition to lead the field.

I’'m grateful to my brilliant leadership team for their relentless passion, drive and determination, and
their ability to continue stepping up to every challenge that comes our way. And, to Christine and the
Board | am appreciative of the continued guidance, stewardship and challenge, which supports our
success today and for the long term.

Liv Garfield

Group Chief Executive
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DELIVERING OUTCOMES OUR CUSTOMERS CARE ABOUT

Our services are an essential part of customers’ lives. We take this responsibility seriously and strive
to keep water flowing and continuously take wastewater away, whilst working with customers to
manage demand.

Customer experience

Everyone in Severn Trent, from the frontline to the boardroom, is focused on ensuring the very best
experience for our customers whatever the circumstances. Our ambition is to ensure that every
customer interaction is dealt with in a timely manner and that we deliver an outstanding experience for
them.

Whilst we are making many improvements, it has been a mixed year on customer experience, and we
are disappointed that our C-MeX score ranked us 11th in the sector this year (2022/23: ninth). We
recognise there is more to do and have set ourselves an ambition to achieve a top three C-MeX
position. To achieve this ambition, we have made significant investments as follows:

Customer innovation - In October 2023, we announced our exciting new partnership with Kraken
Technologies to implement its industry leading platform to drive improvements in customer
experience, particularly billing. We’re confident that partnering with Kraken Technologies will help to
accelerate the timeline for meeting our AMP8 customer experience priorities and help to revolutionise
how we deliver our billing service to our customers.

Waste insourcing - Insourcing of around 400 people into our waste networks teams to improve our
operational performance for years to come. Insourcing of this scale is an organisational challenge, so
it is pleasing to have delivered this programme in advance of the next AMP. As our new colleagues
embed into the organisation, we anticipate seeing benefits in our waste performance in the next 12
months.

Customer Inspector Programme within water - A dedicated programme that will focus on providing
quality advice and support to our customers — helping them reduce their water usage, reduce their bills
and support our plan to reduce household water consumption. We are now the highest-ranking water
company on Trust Pilot, at 4.6 and Excellent.

County Cup - In January 2024, we launched our Severn Trent County Cup Champions initiative for all
Severn Trent Water employees. The County Cup is an organisation wide initiative that allocates every
one of our ¢.8,000 employees to a county team, with the objective of improving customer experience
by having a regional focus and, in doing so, achieving sustained improvements in customer service.

By focusing on measures we know are important to our customers, all of our employees will be able to
play their part in improving services provided to our customers and communities. This activity is
supported by a local customer engagement approach, including local media and social media
coverage, so we can tailor our communications to the communities we serve.
We continue to deliver upper quartile performance in Developer Services, having returned to the top of
the podium as the industry leading company on D-MeX, with our best ever score in 2023/24.

Water always there
Working hard to reduce supply interruptions for our customers
Reducing supply interruptions remains a priority given the direct impact any loss of supply has on our
customers, particularly our vulnerable customers. We are pleased that our significant investment over
the past few years has helped us deliver our best ever performance at 6 minutes and 40 seconds.
Whilst this is above our Final Determination, it reflects a 27% improvement from last year.

Similarly, our investment in our water network and our culture of continuous improvement
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enabled us to navigate the hot weather conditions last summer with zero hot weather-
related supply interruption events. We are applying learnings to other areas of our business, including
our approach to storm events.

Last year, we achieved a significant improvement in the impact from outlier events (events causing
over 15 seconds of impact) and we have sustained the reduction this year with outlier events causing
a much smaller impact to overall performance compared to the first two years of the AMP.

The growth of our Network Response Team and Trunk Main Repair Team has been a key driver of our
positive performance, with more teams out in the field, minimising the time our customers go without
supply. Our Academy facilitates the continual training and upskilling of our colleagues, improving our
effectiveness and helping us to learn from each event we resolve.

Lowest ever annual levels of leakage

Alongside our supply interruptions activity, we have also been working hard on our supply capacity.
We are delighted to have delivered a 10.8% reduction over AMP7 so far and we are currently at our
lowest ever annual levels of leakage of 380.7 Ml/d.

We are incredibly proud of our performance in this area, having achieved our target for 12 out of the
last 13 years, putting us on track to achieve our commitment to reduce leakage by 15% by 2025 and
50% by 2045 (from our three-year average baseline set in 2019/20).

We are finding and fixing more leaks than ever before which is helping us drive down leakage and in
2023/24 we fixed around 10,000 more leaks than we did in 2022/23. We are now repairing significant
visible leaks faster than ever before with an average time to complete the full end-to-end job of 3.3
days. This includes the time it takes to reinstate and clear site after the leak is fixed. We continue to
deliver pressure management schemes to improve network stability, which reduces the number of
leaks caused by high pressure by optimising pressure-reducing valves.

Our leakage reduction activity is supported by our smart metering programme. Smart meters enable
us to proactively identify potential leaks, mitigating risks to customers’ properties and, crucially, helping
customers to save money on their water bills, all whilst reducing our overall level of leakage. We have
accelerated our activity and we’re on track to install more than 400,000 smart meters this AMP.

Our ongoing engagement with customers to reduce their demand also continues to yield positive
results. We continue to build on our use of acoustic loggers and we are trialling new technologies,
including hydrophones.

Leakage performance
AMPé Annual Performance* AMP7 Annual Performance

2017/18 2018/19 2019/20 2020/21 2021/22 2022/23 2023/24
Annual Performance [ML/d)

* These are the 3 years that make up our 2019/20 3-year average baseline

23



Drones Team spotting leaks from the sky

Our Drone Team is helping detect leaks earlier
from the skies using the latest technology to help
customers and the environment. Our flying fleet,
which photographs and maps our sites including
reservoirs and treatment works, is fitted with
thermal imaging, which can detect drops in
temperature on land below — indicating a below-
ground water leak.

Drones are regularly used in live leak scenarios to determine what extra resources or repairs are
needed on site to help ensure a rapid resolution. In urban areas, drones are used to quickly map
bursts and relay information (such as pictures and videos) to our Incident Team to support decision
making and equipment prioritisation.

Working in partnership with our customers to reduce demand

We maintain a positive, continual dialogue with our customers, engaging with them directly on demand
management through our water efficiency programme. With the help of our customers, our aim is to
achieve Per Capita Consumption (‘PCC’) of 122 litres per day by 2038 and 110 litres per day by 2050
against our current performance of 126.2 litres per person, per day.

Our water efficiency programme has delivered a number of customer benefits this year, including
water efficiency advice through nearly 22,000 home water efficiency visits; delivering water efficiency
products, such as water saving shower heads; and over 22,500 customers have signed up to our
water survey platform (‘Get Water Fit’) this year alone.

Our teams engage with thousands of customers every year to make them aware of how they can save
water and reduce their bills, educating them on the correct use of their drains, in the context of sewage
treatment processes, and sharing how we are reducing our carbon footprint to help protect the
environment.

Alongside this direct customer engagement, our dedicated schools programme helps educate children
living in our region. Last year, we continued our programme of school visits, delivering assembilies,
workshops and classroom sessions. Using our interactive Wonderful Water Tour vehicles, the ‘digi-
bus’ and the ‘experi-bus’, we introduce children to everything water and wastewater related using
virtual reality and hands-on water activities, such as fixing leaks, water quality sampling and sewer
misuse exercises.

At the end of our sessions, we ask children to pledge their commitments and, this year, we once again
collected a record number of behavioural change commitments. Over 170,000 commitments were
made, the highest ever number of pledges we’ve had in a single year, bringing our AMP?7 total to over
400,000. As well as our core education offer, our Education Team led our Societal Strategy school
programme, engaging with thousands of children, and has taken our Wonderful Water Tour around
the region, popping up at our visitor sites and at numerous community events in our region.

Good to drink

Strong performance on water quality complaints

In 2023, we had a total of 7,696 drinking water quality complaints, which was less than our regulatory
target, meaning we’ve now achieved our target for every year of AMP7. We remain confident that we
can achieve our end of AMP target of 9,500.

Our mains cleansing and flushing programme continues to progress well and we have stepped up our
activity this year having flushed 1,256 district metered areas (a 25% increase on last year). We have

also developed automated designs using network analytics, meaning we can produce instant flushing
plans during water quality events to reduce impacts for customers, and deliver proactive messaging to
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customers when undertaking flushing in their area. We're also providing more guidance for customers
to self-diagnose issues on our website.

We have ambitious plans to improve our performance and in 2024 we are undertaking a new strategy
to target aeration issues to prevent complaints that might not otherwise be resolved by flushing. We'll
do this by installing newly designed air valves in problematic areas within our region.

Looking ahead, further investment is planned for AMP8, including installation of additional water
guality monitors to provide greater insight on our network and, where required, implementation of
targeted interventions to drive further performance improvements for customers.

Water quality standards in the UK are some of the highest in the world and whilst our performance
benchmarks well against global peers, we are disappointed to have missed our Compliance Risk
Index (‘CRI’) score this year, driven by asset failures at our largest water treatment works, Strensham.
An internal incident team has been established to identify root causes and implement mitigation
activities, including the deployment of ultraviolet (‘UV’) technology at Strensham, as well as reviewing
options to accelerate longer term asset and process improvements.

Total sample failures are down nearly 13% from last year (122 from 140), our lowest ever number of
sample failures in a calendar year since the beginning of CRI in 2014 (excluding COVID-19 years).
We continue to benchmark brilliantly globally.

Our work to understand bacteria within our processes, using online flow cytometry, which provides live
data on water quality, has enabled us to deliver improvements at our distribution service reservoirs.
We have recently refreshed our dedicated improvement plan, Compliance Risk Index Sustainability
Plan (‘CRISP’), with the objective of eradicating high-impacting events in our water network and
addressing bacteriological risk at water treatment works.

Wastewater taken away safely

Every day, we take over 3 billion litres of wastewater away, ready to be made safe before returning to
the natural environment. We have invested significantly in our waste operations over the last 30 years
to deliver the services that our customers rightly expect and reduce our impact on the environment.

The last 12 months have seen some of the most challenging weather conditions in our history, as
reflected in the significant increase in wastewater volumes this year. For example we treated 3.3
billion litres of wastewater per day compared with 2.8 billion litres per day in 2022/23 — driven by the
increase in rainfall in our region over the year.

Our teams have worked determinedly in particularly challenging conditions this year to keep our
services operating efficiently and reduce the impacts on our customers and the environment.
However, we recognise that there is more we can do to deliver the improvements our customers
expect.

Internal and external sewer flooding and blockages

Sewer flooding remains a key focus, and we are disappointed not to have delivered against our
stretching targets this year. Hydraulic flooding incidents are significantly up year on year due to the
sustained rainfall and flash floods which occurred in our region.

Our teams worked determinedly to keep our services operating efficiently and minimise the impacts
felt for our customers and the environment. This year we implemented a ‘first responder’ strategy to
enhance our capacity for handling incidents promptly; and a new vulnerable customer process, to
ensure we are proactively identifying and prioritising our most at-risk customers.

Following Storm Babet, we applied learnings for future events including a documented Storm
Readiness approach, focusing on proactive measures to be implemented in anticipation of storm
events, prioritisation of resources (including people and tankers), communications with customers and
communities, and reactive actions to be deployed to mitigate potential impacts to the greatest extent
possible. These changes were applied in preparation for Storm Ciaran but did not need to be
executed.
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We have outperformed our public sewer flooding target every year in AMP7 since the creation of the
measure and this year we’ve outperformed our target by over 4%.

We’ve achieved our best ever performance on blockages of 28,547, outperforming our 2023/24 target
by 30%. This is a 17% improvement from last year and a 34% improvement from the end of AMPG6.
Our performance will also be helped by the insourcing of our waste operational teams, benefiting from
greater internal control over the quality of work delivered. The insourcing will also help us benefit from
an improved time to attend blockage jobs which will reduce the likelihood of blockages causing
flooding as we’re able to take action before our customers are affected by internal or external flooding.

We are continuing to work in partnership with food service providers in our region to prevent fats, oils
and greases from entering the network.

We firmly believe that our performance led culture and desire to do the right thing set us up for
success to tackle sewer floodings and bolster our sector-leading waste performance.

Worksop wastewater treatment works

Our pollutions performance

Our pollutions management approach ensures oversight of our business performance and service
delivery for customers, the environment and wider stakeholders in order that activity can be prioritised
within the organisation, action taken in response and learnings from events used to improve our
approach moving forward.

Whilst we achieved zero serious pollutions this year, the unprecedented weather has driven an
increase in Category 3 pollution incidents: 239 this year compared with 193 in 2022. A serious
pollution is defined as a Category 1 or 2 incident.

Having consistently delivered on our total pollutions targets for the last eight years, we are
disappointed not to have met our total target on pollutions this year with our 2023 performance
reflecting a year-on-year increase of 24%.

We know there is more we can do and we are confident that our substantial investment in our network
over recent years will improve our performance.

Our new pollutions training river opened at the Academy in 2023, enabling frontline operatives to get
hands-on experience during their training on how to deal with certain types of pollution incidents in
order to manage events effectively and minimise potential environmental impact.

We continue to use detailed data and analytics to identify hot spots and high-risk areas where we can
target our cleansing work to keep the sewerage network clear of obstructions and blockages. By using
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the information provided by our network monitors we have a greater understanding of the real-time
conditions allowing us to act to prevent problems occurring.

Our Pollution Focus Group is in place to optimise current ways of working, and to implement
improvements. Our approach ensures that events are prioritised and assessed at the right level within
the organisation, to ensure a consistent approach, prompt action taken and that potential learnings
from events are cascaded throughout the Company in an expedient manner.

Our impact on the environment is closely regulated by the EA and we report our performance against
Category 1, 2 and 3 events in the Environmental Performance Assessment (‘EPA’), Category 3 being
minor or minimal in its impact on the environment.

The EPA undertaken by the EA assesses and compares the performance of water companies in
England against the metrics set out below. Despite the year’s challenges, we are pleased to have had
no serious pollution incidents this year. We are highly confident that we will achieve EPA 4* for a fifth
consecutive year for our 2023 performance — something no other company has ever achieved.

EPA metrics
EPA Green Our 2022 Our 2023
Target performance performance*
Serious pollutions 2 1 0
Category 1-2 waste pollutions 201 193 239
Discharge permit compliance 99% 99.3 99.5%
Self-reported pollutions 80% 87% 89%
Water Industry National Environment 100% 100% 100%
Programme (‘WINEP’) delivery
Supply Demand Balance Index 100 100 100
Satisfactory sludge use and disposal 98.2% 100% 100%

*subject to Final Determination by the EA.

Our EPA performance for AMP7 to date is summarised below:

Calendar year 2022 2021 2020

EPA rating* 4* 4* 4%
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Barlaston pollution

In February 2024, Severn Trent Water Limited was fined £2 million for a pollution that occurred at our
wastewater treatment works in Barlaston in 2020. Our operational failings meant there was a risk of
environmental harm, and this is unacceptable to everyone at Severn Trent, from the boardroom to the
frontline. The pollution occurred during storms and when the neighbouring river was in flood and, as a
result, the actual level of environmental harm was low. We correctly reported the pollution to the EA
and the EA agreed with the assessment at that time. The pollution was therefore included as a
Category 3 pollution in our 2020/21 financial year reporting.

When the pollution was later prosecuted in February 2024, the Court, applying its sentencing
guidelines, classified it as a Category 2 pollution based on the potential harm that could have arisen
from the pollution whilst accepting there was no evidence of actual harm.

We took valuable lessons from this pollution and we have analysed in-depth the cause, and
implemented a host of solutions, which has included additional investment. Throughout their
investigation we worked with the EA and delivered a number of improvements to prevent pollutions of
this nature occurring in the future.

There was Board-level oversight of the pollution, including oversight of action taken and
implementation of lessons learned to improve our approach moving forwards. To bring this activity to
life, this case study sets out the high-level sequence of the pollution, our response to it and action
taken to implement lessons learned to improve our preparedness for, and minimise the likelihood of,
similar pollutions in the future.

Screw pumps at Barlaston
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The site is equipped with three large screw pumps which lift wastewater flows into the works to an
elevated position to facilitate gravity flow to the rest of the works. They operate on an industry
standard ‘duty/assist/standby’ arrangement, meaning there is one pump for normal flows, another
available for times of heavy flow and a spare third ready-installed in the event of a pump failure.

22 December 2019

One of the three screw pumps at the site failed. Our duty/assist/standby pumping arrangement meant
there was no impact on our ability to deal with permitted flows. A request for a new gearbox for

the failed pump was immediately made, with a delivery date of 4 March 2020. Contingency plans were
subsequently initiated in the event of a second pump failure, although as we note below they proved to
be insufficient.

14 February 2020

A second screw pump failed. We immediately contacted our reactive pump supplier for assistance and
subsequently discovered that they did not have the necessary equipment that we required and
expected. We recognise that our contingency planning was insufficient and this has been part of our
post-incident lessons learned. We informed the EA and they attended the site for inspection later that
day and undertook sampling of the river. When the second screw pump failed, we also identified that
over the period 25 November 2019 to 14 February 2020 the weir that controls full flow treatment
(‘FFT’) was set between 3 and 5% lower than permitted, diverting some of the flow to the site’s storm
tanks in order to manage an on-site flood risk. Whilst this had been done with good intentions, it was
done outside of our operating procedures, without the knowledge of senior management and should
not have happened. This breach of the site’s permit meant that in wet weather the site’s storm
overflow will have discharged to the environment earlier than would otherwise have been permitted.
We informed the EA of this issue as soon as it was identified.

15 February 2020
Temporary diesel pumps were installed as a mitigation measure, while we awaited delivery of the new
gearbox. Storm Dennis then hit our region, bringing significant, heavy rainfall and severe flooding.

17 — 18 February 2020
By 17 February one of the larger over pumps had been received, installed and was operational,
enabling the site to receive approximately 2,600l/s, just below full FFT.

On 18 February, an engineer attended the site to programme the temporary pumps. This enabled
complete control of the temporary pumping system, alongside the single screw pump. The works were
thereafter capable of achieving FFT.

In immediate response to the pollution, we commenced an investigation which supported the EA’s
testing that the environmental impact had been minimal. An independent expert instructed for the
court case provided a report to further support this.

We take all pollutions of this nature very seriously, at all levels of the Severn Trent Water Group, from
the frontline to the boardroom. We pleaded guilty at the first available opportunity and accepted
responsibility for the failures. We have spent time reflecting deeply on the prosecution, including a
review of prior investment, our processes and training, and actions that can be taken to ensure that
pollutions of this nature do not occur in the future.

A summary of the interventions and activities put in place in response to the pollution are outlined
below. All actions and remedial investment have been delivered.
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Site learnings

Installed condition-based
monitoring on screw pumps to
proactively detect any potential
issues emerging, allowing
intervention before failure.

Bolstered critical spares
supplies for screw pumps on
site, including spare motors,
gearboxes, bearings and
Programmed Logic Controllers,
to reduce repair timeframes.

Mandatory enhanced asset
care package implemented

to standardise routine operation

and maintenance tasks.

Bolstered contingency

plans for temporary
submersible pumping and
tested the new arrangements.

Deployment of new leadership
at Barlaston, with responsibility
for training the site team on
contingency plans, escalation
processes and expectations.

Training

Dedicated lessons learned
stand-down for all wastewater
treatment employees,
supported by training and
‘toolbox talks’ on flow
management.

Guidance, flow standards
and mandatory e-learning
cascaded to the whole
operational business.

Dedicated Continual
Professional Development
events held for team managers
and business leaders.

All wastewater teams taken
through a dedicated knowledge
assessment, facilitated by our
in-house Academy team.

Updated competency
framework for all operators and
maintenance personnel,
cascaded to relevant teams.
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Management systems
Implementation of an updated
‘assets out’ process, which
triggers a risk assessment

and mitigation plan from site
managers in the event assets
are out of service, with
escalation to senior leaders and
process scientists.

Implementation of dedicated
proactive maintenance
management, with a focus on
reducing asset failures and
increasing asset reliability.

New ‘Asset Golden Measures
standard introduced for all
wastewater employees,
whereby each process stage
is assessed against our
asset standard and recorded.
All issues and feedback are
managed as part of our
established comm cell system.

Installation of additional flow-
related alarms and analytics,
overseen by a dedicated Flow
Process Team and Waste
Network Control team with
visibility of performance across
our estate.



CARING FOR PEOPLE IN OUR REGION

Showing care is one of our values and we want that to shine through whenever we meet
people in our region. We know that our sector-leading performance is made possible thanks
to our dedicated people. This section of our report sets out how we are taking positive action
to deliver our strategic pillar to care for people in our region.

Helping our people to thrive

Our people are fundamental to taking care of one of life’s essentials and we believe our
culture is what makes us special. Our teams are passionate about the positive role they can
play in helping customers and communities thrive and want to nurture an environment where
everyone can feel comfortable to bring their whole self to work.

You can read about how we have engaged with our employees throughout the year in our
dedicated stakeholder engagement section entitled ‘Engagement in Action — Our
Colleagues’.

Keeping our people safe and well

We believe passionately that no one should be hurt or made unwell by what we do, and our
people have done a great job of keeping themselves and those around them safe. For a fifth
consecutive year we have achieved our best ever Lost Time Incident (‘LTI’) rate with a total
of 14 LTIs this year (2022/23: 16). Notwithstanding this excellent performance, 14 of our
colleagues getting hurt while working is still too many, and we continue to focus on
improving our performance. Since we refreshed our Goal Zero strategy in 2018/19, we have
seen consecutive year-on-year improvements (with a 63% reduction in our LTI rate to date),
giving us confidence that our strategy is working and will continue to drive improvements.

Although this year’s results are promising, we are not at all complacent and continue to
strive for improvements across all aspects of our operations, for example we collaborate in
external Health and Safety forums, ensuring our approach incorporates best practice from a
range of companies and sectors.

Employee support

We continue to raise awareness of the different types of support available to employees and
have a team of dedicated Mental Health First Aiders and Champions, who wear yellow
lanyards to be easily identifiable and are available to provide in-the-moment support.

We recognise that in-house support may not be the right answer for everyone, and as such
we continue to promote the support available via our Employee Assistance Programme. This
is a confidential service available 24 hours a day for emotional, legal or career support. It is
also available to spouses or partners, and any dependants between the ages of 16 and 25.

We are mindful of the effect that the ongoing cost of living challenges are having on our
employees and we continue to do everything we can to help support our people. We were
delighted to have agreed a competitive two-year pay deal for all of our employees in 2023,
giving our people certainty on their pay increases during a period of ongoing cost
challenges. The pay deal was recommended by

all three of our Trade Unions.

Listening to our people

Providing opportunities for our employees to stay connected to the direction of the Company
and be involved in business decisions is a key part of our culture, and we are always looking
for new and different ways for the Board to engage with employees from across the
business.

Developing our people

We remain focused on driving business performance facilitating talent progression and
building long-term technical skills resilience. We work to ensure that we can recruit and
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retain the talent and skills needed to deliver our performance today and have plans in place
for the skills needed in the future.

Our Academy opened in February 2021, supporting our ambition to be a socially purposeful
company in all that we do, giving back to the communities we live and work in, and providing
opportunities for people to learn, develop and retrain with us in our industry. The Academy
training syllabus continues to evolve and now contains a suite of over 600 training
interventions across multiple disciplines,

including the launch of our first water treatment apprenticeships on our in-house programme.
Our Academy was subject to its first Ofsted inspection during the year, and we were
delighted to receive an overall Good rating and an Outstanding rating in the personal
development theme, after just over two years delivering our operational apprenticeships.

Throughout 2023/24 we have delivered 3,637 learning events, accounting for over 170,000
hours of instructor-led training. This training has ranged across all five learning streams, as
well as development days for teams from across the business, and communities and
schools’ discovery events.

Talent management and succession

Our Inspiring Great Performance and Talent Calibration approach continues to inform our
talent management approach across the business, providing clarity on employee
expectations, feedback on performance and reflections on achievements and learning
opportunities. Understanding potential for

progression remains a key output of these conversations which then drive succession
planning and individual development interventions.

Currently half of our vacancies are filled internally
and we have a strong track record of developing

internal talent, as evidenced by recent Executive \

Committee appointments from internal talent CIPD

pipelines_,. Supporting internal promotions and People Management
succession forms the foundation of our approach Awards

to building skills and leadership resilience in our

organisation. In the last two years, 27% of - ‘*
employees have progressed to a broader role or - ~
been promoted, with nearly 400 of these Wlnner A<
colleagues moving from frontline or advisory roles 2023

to Team Manager or Technical Expert level, and Best CSR/ESG

over 60 promotions to Business Lead or Senior
Professional level roles.

Initiative

#CIPDPMAS23

As important as the range of opportunities
provided is how our people feel about them. We
continue to ask colleagues, through our annual employee engagement survey, several
guestions relating to their perceptions of learning, careers and growth at Severn Trent. All of
these measures have improved year on year, recognising our delivery in these areas.

32



Wonderfully You — Providing a diverse and inclusive place to work

At Severn Trent, we celebrate diversity and inclusion, and embrace individuals’
contributions, no matter what their age, gender, race, ethnicity, disability, sexual orientation,
social background, religion or belief. Having a culture that enables individuals to truly be

themselves is a vital part of our future success.

In September 2021, we launched ‘Wonderfully You’,

our diversity and inclusion (‘D&l’) ambition to ensure

our organisation continues to reflect the communities
we serve.

Success means our customers and communities can
benefit from the talent pool in our region, and that we
can best serve our customers because we understand
their needs. Our plans to achieve that include widening
our outreach programmes so that we attract more
applications from under-represented groups, breaking
down some of the historical stereotypes that might
prevent people from considering certain career paths,
and making sure that we continue to have a level
playing field at the selection stage.

Our ambition for inclusion is to develop and maintain a

fair working environment where everyone can succeed.

We measure our progress through our annual
engagement survey and monitor the parity or disparity
between different ethnicities and genders. Reverse
mentoring and our Employee Advisory Groups have
also helped to give our employees a voice across the
organisation so that we can educate each other about
our differences and have a say in our Company
policies and procedures.

Over the last year, we have continued to champion the
voices of colleagues from diverse backgrounds, in part
through our four Employee Advisory Groups for
LGBTQ+, Ethnicity, Disability, and Women in STEM
and Operations. You can read more about their
achievements throughout the year in our Sustainability
Report.

We are proud of our track record on gender diversity,
and we were delighted that Severn Trent achieved first
place as the best performing FTSE100 company for
representation of women on the Board in the FTSE
Women Leaders Review 2024. Following Helen Miles’
appointment as Chief Financial Officer in July 2023,
Severn Trent became the first company in the
FTSE100 to have a female Chair, CEO and CFO.

As at 31 March 2024, our Executive Committee

PRINCESS ROYAI
TRAINING AWARD

We're thrilled that in November 2023,
our Academy received a Princess
Royal Training Award from The
Princess Royal, President of the City
and Guilds of London Institute,
recognising our exceptional
commitment to learning and
development through our two
Apprenticeship Standard Technical
Development programmes. City and
Guilds CEO, Kirstie Donnelly MBE,
complimented our “unwavering
dedication to training and the
remarkable positive impact it has had
on our organisation and people”.

EQUALITY

We were delighted to be awarded the
Race Equality Matters Bronze
Trailblazer Status during the year,
which recognises how we're driving
change when it comes to race equality.

comprised four female and five male members (44.4% and 55.6% respectively). 22 (42.3%)
of our senior leaders (including our Executive Committee) were female and 30 were male
(57.7%). Female representation in the Group was 28.1% (2,582 women), with male
representation at 71.9% (6,610 men). Six members of our Board were female (75%) and two

were male (25%).
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The table below sets out a gender breakdown of Directors, senior managers (as defined in
the 2018 UK Corporate Governance Code and Companies Act 2006) and employees of the
Company as at 31 March 2024.

Gender representation
as at 31 March 2024

Directors Senior leaders = Graduates and = All employees
apprentices
Number Number Number Number
% % % %
Female 4 16 62 2,413
44 41 21 29
Male 5 23 231 5,999
56 59 79 71

Ethnicity representation
as at 31 March 2024

Directors Senior Graduates All
leaders and employees
apprentices
Number Number Number Number
% % % %
Asian/Asian British 1 2 62 623
11 5 21 7
Black/African/Caribbean/ - - 18 196
Black British 6 2
Mixed/Multiple ethnic - - 11 153
group 4 2
Other ethnic group - - 1 35
0 0
Not specified/prefer not - - 14 881
to say 5 10
White British or other 8 37 187 6,524
White (Including 89 95 64 78

minority-White groups)

With the launch of ‘Wonderfully You’ we publicly set long-term gender and ethnicity targets.
We also committed to reviewing these when the latest census data was released, and this
has resulted in our ethnic diversity target increasing from 14.1% to 18.9% to better reflect the
communities we serve. Recognising the make-up of our existing workforce and low attrition
levels, particularly in frontline and operational teams (the largest part of our business), our
new female hires continue to

exceed our ambitions.

We continue to engage in a series of outreach and employability initiatives for
underrepresented groups within our communities, to break down perceived barriers which
may prevent people from considering a career with us. We recognise that there is no quick
fix, and that a sustained and consistent approach is needed over a long period of time. We
continue to focus on increasing additional diversity data sharing beyond gender and ethnicity
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of which ¢.88% are sharing, including data on disability, sexual orientation, gender identity,
trans and socio-economic background, and 59% of colleagues are now sharing some or all
of this data, up from 19% three years ago.

We measure progress on inclusion primarily through our annual engagement survey, and we
are delighted that our scores continue to remain strong and well ahead of benchmark. Our
equality score of 9 out of 10 for the question ‘People from all backgrounds are treated fairly
at Severn Trent’ places us in the top 5% for energy and utilities.

Gold Award for Employees’ Recognition Scheme with the Armed Forces Covenant

Our commitment to the Armed Forces has been recognised by the Armed
Forces Covenant, after receiving a Gold Award for Employer Recognition
Scheme in 2023.

The prestigious award — the highest available — recognises the important and
positive role that organisations can play in supporting the Armed Forces
community.

Severn Trent’s internal Armed Forces Network was set up in 2021, and since
then has been a big driver in support for ex-military colleagues and their
families with settling back into the community, while also providing skills and
training to help ex-military members find work.

We continue to have a strong presence in D&l indices, including:

Eighth
on the Social Mobility Index, placing us in the top 10 for the fifth year running

Level 2
Disability Confident employer

23rd
in the Stonewall Workplace Equality Index and a Gold employer for our commitment to being
a truly inclusive LGBTQ+ employer 2023

4.5/5
Glassdoor score continues to perform well

Building our future skills through diverse new talent

An inclusive environment is the foundation of a truly diverse organisation, with all of the
rewards that brings. Having the right people with the right skills to deliver positive outcomes
for our customers and the environment today, and for the future, is a core part of our
approach to building future skills.

The launch of our Societal Strategy and continuation of our outreach activities, internships
and new talent programmes are critical to our success in attracting diverse candidates from
under-represented groups, removing barriers to entry and creating a level playing field,
whilst still recruiting the best
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person for the job. Our graduate programmes remain the most successful gateway into the
organisation and have a successful track record in onward progression, with one in five
being promoted to Business Lead or above. Our graduate programmes include tailored
placements and projects that help individuals to develop the knowledge and skills to become
our future technical experts and leaders. They typically last 27 months and are made up of
three placements across our business. We currently have a number of graduate
programmes, including Technology, Cyber Security, Finance, Engineering, Strategy and
Regulation and the Graduate Leadership Programme.

This year we also launched our new Operational and Environmental Leadership Programme,
with the aim to develop our operational team managers of the future.

weACADEMY |
WK

Our vision as an apprenticeship provider is to develop the most skilled teams in our industry
through outstanding technical development programmes. We currently offer two
Apprenticeship Programmes for new starters and New Talent apprentices in frontline
operational roles. These are water treatment

and wastewater. We remain one of only three water companies that are fully accredited and
delivering apprenticeships as an employer apprenticeship provider.

Applications opened in 2024 for our second biggest ever intake of 110 apprentices, with
roles available right across our region, ranging from level 2 (equivalent to GCSESs) to level 7
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(equivalent to a degree) apprenticeships across Operations, Commercial, HR, Customer
Service, Business Administration and Engineering. We have two colleagues on our
‘Apprentice Sales Executive’ scheme who started in August and September 2023. We are
also in the early stages of obtaining centre recognition for functional skills delivery. This will
enable us to take a more flexible approach

to the delivery of Maths and English tuition and testing, which will be better suited to our
learners’ and operational business needs.

According to the Institute of Student Employers, on average employers retain 71% of school
leavers and 72% of graduates after three years. At Severn Trent, we are significantly over-
achieving this: since 2014 we have had 581 apprentice joiners and 81% are still with us
today.

We are delighted to have welcomed four new interns from Derwen and Hereward Colleges
this year to gain first-hand work experience. By having partnerships with the colleges, it
means we can support students with special educational needs and disabilities (‘'SEND’) and
make a huge difference to their futures.

Around 23% of the working age population have a disability and the proportion of adults with
a learning disability in paid employment has decreased over time. Due to this, the
Employability Working Group was established to foster a collaborative approach with
colleges, aimed at enhancing the prospects of securing employment for students once they
complete their college education and internship with Severn Trent.

Severn Trent scoops top award at the Multicultural Apprenticeship Awards

In October 2023, we were proud to gain national recognition at the Multicultural
Apprenticeship Awards for our work and investment in nurturing talent through our
apprentice scheme, which was

awarded Engineering & Manufacturing Employer of the Year. Additionally, two of Severn
Trent’s apprentices were shortlisted under the Management, Legal & Professional
Apprentice of the Year and the Judges’ Choice Apprentice of the Year categories.

The Multicultural Apprenticeship Awards recognise talent and diversity within multicultural
communities through the celebration of individuals who have overcome adversity to achieve
their goals through apprenticeships. They also highlight the achievements of apprentices
and the contribution of employers and learning providers who have assisted them along their
journey.

Fairly rewarding our people

We have been working hard to create a consistent framework which includes transparent
pay ranges to support us in measuring our fair pay processes and we were pleased that in
June 2023, the Company’s pay offer was accepted by members following the
recommendation by the Joint Trade Unions.

All of our people share in our success by participating in our all-employee bonus plan,
ensuring all employees are aligned with the same measures and rewarded for achieving our
key objectives. Additionally, we offer a market leading defined contribution pension scheme
and double any contributions that employees make (up to a maximum of 15% of salary).

In March 2024, we published our second combined Gender and Ethnicity Pay Gap Report,
highlighting a decrease in both the median and mean gender pay gaps between women and
men, with both now at the lowest level seen in the seven years that we have been reporting.
The Report shows a median pay gap of 7.8%, down from 9.4% in 2022, and a mean gender
pay gap of 2.0%, down from 2.9% in 2022.
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We know that to improve our gender balance, we need to place focus on recruitment and
retention and provide everyone with the best possible opportunities to learn and grow their
careers with us.

Our median ethnicity pay gap is 6.3% (2022/23: 4.1%) and our mean gap is 7.2% (2022/23:
5.7%). This year there has been a slight increase in both compared to last year, despite an
increase in the hourly rate for employees. Although we have seen an overall increase in
representation of colleagues from minority ethnic backgrounds, up to 12% from 10% last
year, we are now placing more focus

on our senior roles, to better represent our communities at all levels of our organisation.

The full Gender and Ethnicity Pay Gap Report can be found on the Severn Trent Plc website

and further information regarding employee pay can be found in our Directors’ Remuneration
Report .
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A force for good for customers

To be truly impactful in our communities, we need to help more of our customers who need
support today.

Our average combined bill for the year remains one of the lowest in the country, and we will
continue to offer one of the lowest bills for the remainder of the AMP. Even though our bills
are low, some customers have difficulty paying and we make it clear to our customers that
we don’t want anyone to

struggle to pay.

In May 2022, we announced a £30 million affordability package allowing us to help a further
100,000 people to reduce their water bill by up to 90% through our social tariff. By 2025, our
financial support schemes will be supporting about 315,000, or 6% of our customers, in line
with the number of customers assessed as living in water poverty in our region.
Approximately 260,000 of our customers are benefiting from support on their bills already.

We recognise the importance in building more partnerships to ensure we are finding
customers who really need our support. We are working closely with local authorities,
securing ¢.£500,000 of arrears support through the Government’s Household Support Fund
and the introduction of our care leaver’s support package. We have signed 12 partnership
agreements to either signpost or passport customers to our Big Difference Scheme.

We have also reviewed our Trust Fund, which has historically supported customers through
an annual grant of £3.5 million, to maximise the support this can provide to our customers.
Over 80% of successful Trust Fund applicants were also receiving support though our Big
Difference Scheme. As such, we saw an opportunity to amalgamate the Trust Fund and Big
Difference Scheme processes, reducing barriers to customers receiving support and
reducing the costs associated with supporting customers. We subsequently announced our
Big Difference Scheme Plus offering, which has been received positively by customers.

Supporting our vulnerable customers

We aim to reach out to as many customers as possible to find those who might need
additional support from us and we now have over 9% of our customers signed up to our
Priority Services Register (‘PSR’), an increase of around 20% on the prior year. Our PSR
ensures those who need additional support are prioritised during an incident so we can
provide them with bespoke communication and a personalised service.

A hassle-free winter

We know that winter can be hard for lots of our customers, so we
launched our winter campaign — ‘Weather the winter together’

— a joint campaign across water, waste and affordability which ran
until the end of March 2024.

Our customers received an email, with messages also shared
through our social channels, outlining information and tips for the
colder months, such as supporting those who are worried

about paying their water bill, protecting customer pipes from freezing
and saving money around the home.
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CREATING OPPORTUNITIES IN OUR REGION

On 22 November 2022, we launched our Societal Strategy, with the objective of helping up to 100,000
people in our region, giving them improved chances in life and tackling the underlying causes of water

poverty. Our 10-year plan is a huge undertaking, and we are passionate about helping households
across our region and will achieve this by working closely with communities and partner organisations.
This section showcases some of the progress we have made over the past year.

Over 10 years, we want to give 100,000 people in, or at risk of, poverty the tools to improve their life
chances, through access to high-quality employment-related training and career opportunities.

Our Societal Strategy Ambition One Year On

Our Commitment

Progress

Education and Skills

We increased the number of
placements to 300 and
developed new work
experience opportunities.
Young people can choose
between a traditional work
experience week or to join a
Discovery Day.

Run at our Academy or Head
Office, Discovery Days allow
school groups to come and
meet a range of departments
and take part in workshops and
group projects. Working

with new partner schools in
East Birmingham, Derby and
Coventry, meaningful work
experience consolidates and
brings to life the employability
skills training that pupils
receive in schools as part of our
new schools offer.

5,413 students engaged with in
schools

94 students on short-term work
experience (1 — 2 weeks)

79 students on long-term work
experience (1 — 3 months)

Student, Discovery Day

“Thank you so much for the
opportunity to attend and be a
part of the Discovery Days. |
found it very informative and
definitely enjoyed it —
everything was so well
organised. All the staff were
very welcoming and gave me a
positive insight on what it’s like
to work for you and the different
roles in which | could do that.

| look forward to applying for an
apprenticeship role after
completing my A-Levels.”

Employability

We are working with community
groups in East Birmingham,
Derby and Coventry providing
free employability skills
sessions including CV and
interview advice workshops.

We run training sessions for
people out of work or seeking

a career change; supporting
people to grow their confidence
and explore career
opportunities. We link the
training sessions with access to
advice on available affordability
support and, in Derby, current
open roles at Severn Trent.

1,629 people attending Big
Boost careers fairs

1,455 people attending
employability events

Riordan Knott, careers fair
attendee

“The Severn Trent Team
guickly made me feel welcome
and comfortable. | had an
engaging talk with Surinder
and her team discussing job
and development possibilities
at Severn Trent. This lifted my
spirits and made me feel
included and welcome and in
turn was the catalyst for me
applying then and there. | look
forward to the career | can build
at Severn Trent.”

40




Mentoring Young People

In parallel with our place-based
approach in East Birmingham,
Derby and Coventry, we are
working with a specific group of
young people not in education,
employment or training
(‘NEET). In partnership with
charity Trailblazers, Severn
Trent staff mentor young
people weekly for their last six
months in prison and up to

12 months post release in the
community. This work
complements our existing work
with NEETS, such as our
apprentice and internship offer.

As part of our mentoring
sessions, we provide
employability workshops to
encourage and support prison
leavers into work post release
and reduce the risk of re-
offending.

16 people mentored through
the Trailblazers programme

Nathan Worton, Trailblazer

“For the first mentoring visit |
was accompanied by a member
of the Trailblazer’s team and
subsequently | attended HMP
Brinsford weekly. This was an
incredibly rewarding
experience, offering real
personal growth, and | am
pleased that since release my
mentee has applied for an
apprenticeship with Severn
Trent and | wish them every
success during the assessment
process.”

Volunteering

At Severn Trent, we're big
believers in volunteering, which
is why we encourage and
empower our employees to get
out and about in local
communities with two days paid
volunteering leave per year.

We encourage volunteering
that supports the environment,
biodiversity, tree planting and
water efficiency, and work in
partnership with a number of
key partners across our region
to deliver this.

464 students on Discovery
Days

7,895 hours of volunteering

Sonia Pengelly, Warwickshire
Wildlife Trust

“They all did an incredible job,
working very hard to achieve
excellent results. Many hands
do make lighter work and their
efforts have made a huge
contribution to the area. The
people | worked with on the day
were a really friendly group,
easy to work alongside and a
pleasure to chat to, and | hope
they can all join us again in the
future.”

Social Mobility Index

We've officially been named one of the country’s top performing companies for improving social
mobility. For the fifth year running, we’ve landed in the top 10 on the Social Mobility Index, coming in
at eighth place out of 75. The Social Mobility Index, which is in its seventh year, ranks UK employers
on the actions they’re taking to ensure they’re open to accessing and progressing talent from all

backgrounds.

Lumumba, a Chemical Engineering student at the University of Birmingham, was awarded with a
bursary to support with his studies through the Andy Duff Bursary programme. Lumumba said:
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“The support from Severn Trent has been very helpful because | didn’t have to think about going to
work to pay for university, | could focus solely on my degree and the bursary helped cover some of the
expenses. The placement and mentor at Severn Trent also helped me grow as a person and develop
some skills, and really helped build my confidence, so I’'m really thankful for the support and
opportunities”.

Helping our communities to achieve their goals

During the year, we launched our new and improved online community learning platform, created by
our Academy Team. The platform is available for everyone in our communities to use. We want
everyone to have the best chance of success and our Academy Team is there to support our
communities every step of the way. There is a huge variety of free online learning resources available,
from videos and articles to a range of online training courses.

Community Fund

In our PR19 Business Plan, we pledged to create a hew Severn Trent Community Fund that donates
1% of Severn Trent Water’s annual profits after tax (more than £10 million over five years) to good
causes in our region. In 2023/24, the Fund awarded over £2 million, to over 100 organisations. Since
the Fund’s inception, we have awarded nearly £10 million to organisations across our region.

You can read more about our Community Fund here: stwater.co.uk/about-us/severn-trent-community-
fund/

Fair pay and working conditions

We are proud to be an accredited Living Wage Employer. We also contractually require suppliers to
sign up to the real Living Wage. We are signatories of the Prompt Payment Code and are committed
to paying suppliers on time and giving clear guidance on payment terms. We aim to pay 95% of our
small suppliers within 30 days, in line with the Prompt Payment Code. For the payment practices
reporting period ended 31 March 2024, the average time to pay for Severn Trent Water was 33 days.

Living Hours is a newer concept designed to ensure that workers are on contracts where they can
earn enough to support a decent standard of living. In April 2024 we became an accredited Living
Hours Employer. The standards to which it holds employers includes: a right to a contract which
reflects the hours worked; offering a minimum of 16 hours per week (employees can request less);
and providing at least four weeks’ notice of a change to working patterns. It currently applies to all our
employees, and we are working to implement it across our supply chain.

Read more about how we have engaged with our suppliers in our ‘Engagement in Action — Suppliers’
disclosure.
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- ‘7777 Keep making waves
' In November 2023, in partnership with Aston

University, we proudly hosted a group of
engineering Masters students during Industry Week
— the students took part in a transformative one-
week Innovation Challenge as part of the Asset
Intelligence and Innovation Wavemakers
programme.

The initiative harnessed the creative potential within
our communities and was used to address critical
challenges linked to our innovation hubs: Zero
Spills; Water Resilience; Net Zero; and

Circular Economy.

The students collaborated with innovation experts
and SMEs from various areas of the business. They
also received invaluable training from our Academy
and Aston Business School. This collaborative
effort delivered a range of ideas and perspectives,
creating a space where they could be creative and
solve problems.

Throughout the week, students immersed themselves in the challenges presented by the innovation
hubs, demonstrating exceptional creativity and ingenuity. Under our guidance, they explored and
proposed solutions that have the potential to drive positive change across the business, showcasing
the amazing talent within Aston University.

The week-long event ended with presentations judged by industry experts, with the winning entry

exploring how we can use innovation to reduce the amount of water we use in the agricultural
community.
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A DRIVER OF POSITIVE CHANGE

The world we operate in and the needs of our customers and society change continually. We seek to
embrace the challenges and opportunities this presents, not only driving change in what we do, but
also acting as a catalyst in our sector, our region and for the people we serve. This section sets out
how we are taking action to deliver our strategic pillar to be a driver of positive change, setting out our
progress against our Green Recovery Programme, Get River Positive river pledges and our Storm

Overflow Action Plan (‘SOAP’).

GREEN RECOVERY PROGRAMME

In July 2021, Ofwat approved an additional investment of £566 million (2017/18 prices) for our
ambitious Green Recovery Programme. Nearly three years on, our projects are making excellent
progress — already yielding substantial benefits for our customers, communities and the environment,
and the learnings from the programme are informing our future strategic plans.

Bathing Rivers

Protecting customer supply
pipes

Water resources

Our goal

Improve River Leam and River
Teme water quality by
upgrading three sewage
treatment works, treating and
reducing spills from storm
overflows and installing river
quality monitoring.

Our goal

Replace up to 26,000 lead or
leaking customer owned supply
pipes in Coventry and Bomere
Heath, removing lead and
reducing leaks by around 1
million litres a day from
customer owned pipes. In
Bomere Heath, removing all
the lead pipes also means that
we can reduce our treatment
process that mitigates the
impact of lead, thereby
reducing the carbon impact of
our water treatment processes.

Our goal

Increase water supplies by up
to 93 Ml/d — enough to serve a
city the size of Derby — using
low-carbon-impact treatment
processes, and share our
knowledge with other water
companies, supporting the
sector’s aim to achieve net zero
operational emissions by 2030.
In addition, our work to achieve
this will increase the
biodiversity of 46 hectares of
habitat at our Witches Oak
water treatment works.

Our progress

We have made good progress
with the programme and are on
track to deliver against our goal
by March 2025. Detailed design
of our sewage treatment works
ozone disinfection upgrades is
complete and we are

Our progress

We have delivered over 7,300
supply pipe replacements in
Coventry, and have ramped up
our delivery pace. We have
completed more than 1,000
replacements for social housing

Our progress

Our 31 floating wetlands were
completed ahead of schedule.
The floating wetlands
biologically pre-treat the raw
water before we abstract it,
reducing the amount of
traditional treatment required.
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progressing with off-site
assembly of the plant which is
quicker, more cost effective
and supports equipment testing
and commissioning. This
programme has now been
aligned to our Drainage and
Wastewater Management Plan
(‘DWMP’), capturing recent
statutory changes, and
facilitating a further 15.9%
reduction in spill volume from
our original plan (over 230,000
m? per year). These changes
also increase the length of river
we will improve, to deliver even
greater benefits for customers,
communities and the
environment, and we are
working through the impacts of
this with Ofwat. This
programme has seen us
collaborating with the Rivers
Trust to better understand how
our communities are using
rivers, inform local communities
of our plans and share how we
can collectively take care of
rivers.

properties, bringing benefit to
customers who may be more
financially vulnerable. Supply
pipe replacements in Bomere
Heath have also continued,
with 35 out of an estimated 600
completed and we have begun
a sampling programme to help
identify any remaining lead
pipes. This process will also
confirm lead removal and
support simplification of our
treatment process. We have
shared our learnings from this
project across the industry,
including hosting a ‘lead pipes
event’ in November 2023. We
have continued to provide
bespoke updates on our trials
to other water companies.

Our Raw Water Abstraction and
Transfer Project construction

is on track to be completed
ahead of schedule in October
2024, despite exceptional
weather and flooding events
during the last quarter of

the year. We completed our
innovative Ceramic Membrane
Pilot Plant in December 2022
and it has been in operation
over the last year, collecting
critical data to support real-time
optimisation of the new
treatment works.

Construction of our Witches
Oak water treatment works is
also progressing well, with

the main structures complete
and the mechanical and
electrical installation underway.

Flood-resilient
community

Improving our

region’s rivers

Smart water meters

R

T IERE

Our goal

Create the UK’s first
catchment-scale flood-resilient
community in Mansfield, using
an innovative ‘nature-based’
approach to reduce surface
flooding risk.

Our goal

Support environmental
improvements to 500 km of
rivers, accelerating our planned
Water Industry National
Environment Programme
(‘WINEP’) investment by three
years. This includes delivering
47 Water Framework Directive
(‘WFD’) statutory obligations
faster by carrying out schemes

Our goal

Help customers save water by
installing over 157,000 smart
water meters to individual
household properties, giving
customers instant access to
their usage information.
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to reduce storm overflows and
remove phosphorus. We will
also undertake Storm Overflow
Assessment Framework
(‘SOAF’) investigations to
inform and prioritise future
investment.

Our progress

We are installing Sustainable
urban Drainage Systems
(‘SuDS’) across Mansfield to
absorb rainwater, providing
additional storage capacity. We
have facilitated more than
4,900 m? of surface water
storage through our
interventions, provided 48 rain
gardens and bioretention tree
pits with a capacity of almost
600 m?® and delivered more
than 4,870 m? of permeable
paving with an estimated 1,243
m3 of storage.

We have had great success
with eight bioswales and
detention basins, which have
provided a storage capacity of
3,076 m3. Additionally, the
bioswales and detention basins
deliver significant
environmental benefits and
reduce the pressure on the
wastewater network.

We have learned a huge
amount about the actual costs
of these types of retro-fitting
SuDS and how to roll them out
at scale. We have learned how,
when and where retro-fitting
SuDS is viable or not —
something which had not

been explored at scale before
this programme. We believe
this will help us, and others, in
deploying SuDS in the right
places in the future.

Our progress

We are ahead of schedule to
deliver our WFD obligations,
resulting in earlier
improvements to our rivers. We
are installing more chemical
dosing systems, reed beds and
mechanical filters to reduce the
amount of phosphorus in the
rivers resulting from our
wastewater operations.

Our first 21 projects, reflecting
over 47% of the programme,
are in contract, and work has
commenced on site at nine
projects. This will deliver the
majority of our 2025 obligations
and result in a significant
benefit to the related
watercourses. We continue with
our storm overflow assessment
in line with the guidance laid
down in the published SOAF.

Our progress

We are working towards our
goal to deliver the full
programme ahead of March
2025, and have installed over
111,000 smart meters to date
and have more than 60% of
meters online transmitting data
every day. The programme
has provided valuable learnings
in relation to meter connectivity
and, in view of these learnings,
we have improved our
coverage to 77% through a
number of activities including
raising antennas. Over 76,000
customers have been
welcomed and have access to
the Smart Tracker platform,
which displays the smart meter
readings as well as lots of other
helpful tools and water saving
tips, and more than 27,900
customers have engaged with
this functionality.

The success of this programme
to date is reflected in our
leakage and Per Capita
Consumption (‘PCC’)
performance, and we are
continuing to build on our
positive progress by providing
additional support for
vulnerable customers, such as
streamlining leak resolution
activity.

Green Recovery Report

Our dedicated Green Recovery Report is available in our Regulatory Library on the Severn Trent
Water website stwater.co.uk/regulatory-library/regulatory-library-documents/
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GET RIVER POSITIVE

In March 2022, alongside Anglian Water and Hafren Dyfrdwy, Severn Trent Water launched Get River
Positive pledges, our five pledges to improve the health of rivers in our region. Since then we have
delivered a number of important benefits.

Pledge One

Pledge Two

Pledge Three

Ensure storm
overflows and sewage
treatment works
do not harm rivers

Create more
opportunities for
everyone to enjoy

our region’s rivers

Support others
to improve and
care for rivers

At Severn Trent we all take
responsibility for the health of
our rivers. We have made good
progress and continued to
reduce our impact on rivers.
We believe we have reduced
our contribution to Reasons for
Not Achieving Good Ecological
Status (‘(RNAGS’) in our
region’s rivers to 14%, and it is
our ambition to reduce RNAGS
in our operational area to 10%
by 2025.

By 2030, our goal is that our
storm overflows will cause no
harm to rivers. We plan to
ensure our assets are
responsible for less than 2% of
RNAGS by 2030. We are
working on dramatically
reducing our CSO spills.

More people now see the value
in their local rivers when it
comes to health and wellbeing
activities. We remain on track
to deliver

river quality improvements as
part of our £78 million Bathing
Rivers programme. We have
begun installing innovative
ozone treatment at three of our
wastewater

treatment sites — one in
Shropshire and two in
Warwickshire.

This is a pioneering process
which aims to enhance the
effluent quality of the normal
sewage treatment process. We
are the first UK water company
to trial this technology and are
excited to understand its
effectiveness in removing
micropollutants and
pharmaceuticals.

We know that creating
opportunities for everyone to
enjoy our region’s rivers isn’'t
just about improving water
quality. That’'s why we want to

Over the last year we have
continued to engage with
communities, schools and
organisations across our region
to support them in helping to
improve river health.

We are delighted to be working
with the Shropshire Wildlife
Trust to help restore and
re-naturalise a section of the
River Corve. In 1992, the
channel was declared
ecologically dead as a
consequence of historical
dredging; our funding will
restore the channel, making it
a vital habitat for trout, and
provide an opportunity to
reintroduce white clawed
crayfish to support the
downstream population at
Stanton Lacy, in addition to
broader biodiversity gains.

Our Community Fund has
awarded over £256,000 over
the last year to projects that
help protect river health. The
biggest award went to the
Severn Rivers Trust’s Black
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first time.

support water-based leisure
activities, including exploring
what we can offer at our
reservoirs. This includes the
recent launch of
paddleboarding at our beautiful
Ladybower Reservoir in the
Upper Derwent valley for the

County River Schools project,
which received nearly £200,000
for an education and physical
infrastructure programme.

Our unique collaboration with
the agricultural community has
seen us support over 5,000
farmers in the last decade to
help protect water quality
through a range of schemes.
Since launching our new
package to promote
regenerative farming practices
in May 2022, we have awarded
over 400 Severn Trent
Environmental Protection
Scheme (‘STEPS’) grants for
on-farm improvements that help
protect water quality and
biodiversity — worth almost £5
million.

Pledge Four

Pledge Five

Enhance our rivers
and create new habitats
so wildlife can thrive

Be open and transparent
about our performance
and our plans

Our River Rangers are at the heart of the work
we do to protect and enhance our rivers and to
improve river health. Since January 2022, our
River Rangers have been working closely with
local stakeholders and communities, attending
more than 280 meetings with partners and
environmental groups to discuss river health.
They have also completed over 7,000 river
inspections to help inform our activity and deliver
further improvements.

Since 2020, we have funded a wide range of
projects with Nottinghamshire Wildlife Trust,
improving over 600 hectares of river through
this partnership. These projects focus on

We are continuing to explore ways in which
we can be more open and transparent about
our performance. We published our Storm
Overflow Action Plan in March 2024, which
details our investment plans to improve
storm overflows. Our Storm Overflow Map
went live on 30 April 2024, providing near
real-time storm overflow data, enabling our
customers to see the current status of each
storm overflow across our region.

We sought feedback from our independent
Get River Positive Advisory Panel (the ‘Panel’),
alongside other interested stakeholders, to
develop the map, to ensure it is meaningful
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improving natural wetlands and wet meadows to
provide diverse habitats and prevent flooding, as
well as species-specific work such as the
reintroduction of beavers and water voles to
watercourses.

Every employee can spend two working days

a year doing voluntary work and further support
our Get River Positive pledges. Over the last
year, more than 400 of our people, in
partnership with local environmental groups,
spent around 2,500 hours cleaning rivers, litter
picking, removing non-native species and
finding/removing a collection of larger items
that don’t belong in our waterways.

Get River Positive Annual Report

Read more details about our Get River Positive journey in our Get River Positive Annual Report on our

for interested stakeholders and is easy
to navigate.

After a successful year, all members have
agreed to remain on the Panel to help focus our
AMP8 programme of investment running up to
2030. We have enhanced the Panel’s
membership to include more representation
from river users, alongside land use and habitat
experts.

website, where you can also find our Storm Overflow Action Plan. stwater.co.uk/get-river-positive/
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OUR COMMITMENT TO IMPROVING STORM OVERFLOWS

Storm overflow spills are one of the biggest issues facing our sector today and we are firmly
committed to reducing their usage as quickly as possible to meet the expectations of our customers
and wider stakeholders.

Over the next 25 years we will invest £4.4 billion to meet government requirements at least five years
early and we are accelerating our investment to deliver benefits for our customers and the
environment as quickly as possible.

What are storm overflows?

On an average rainy day in England, about 2 million litres of rainwater will fall on every square
kilometre. And all that water needs to go somewhere. Every day, we take away 3.3 billion litres of
wastewater from toilets, bathrooms and kitchens in homes and businesses. But wastewater also flows
into our network because of drainage from roads, highways and public spaces, and flows through our
92,800 km network of pipes to one of our ¢.1,000 wastewater treatment works to be treated and safely
returned to the environment. During periods of sustained rainfall the volume of wastewater entering
our network increases significantly and, as we have seen this year, weather patterns are changing and
recently we saw some of the wettest months on record.

Like many other countries, the UK’s sewerage system was designed as a combined system, with a
single piped network which collects wastewater from homes and businesses and also collects
rainwater from roofs, roads and other hardstanding areas. To mitigate the risk of flooding properties
when there is too much water in the system, for example in periods of sustained rainfall, the combined
sewerage system was designed with overflows which act as relief points during heavy rainfall allowing
diluted flows to discharge into rivers and watercourses to protect customers’ homes from flooding. We
have 2,472 overflows within our wastewater system and these are made up of a mix of overflows on
our network (commonly referred to as combined sewer overflows (‘CSOs’)) and those located on our
wastewater treatment sites (commonly referred to as settled storm overflows (‘SSOs’)).

Each overflow is designed in accordance with a permit condition as outlined by the EA. The permits
specify the conditions under which a spill is permitted ensuring no detrimental impact to the receiving
watercourse.

Whilst these overflows operate within permit conditions and serve an important purpose, our
stakeholders care deeply about reducing their usage — and so do we. Our entire organisation is
energised and focused on reducing our number of spills and we are determined to achieve our stretch
ambition to halve our number of spills by 2030. We're investing and working hard to deliver the
reductions we have committed to, while at the same time protecting customers’ homes and
businesses from flooding as we implement our solutions.
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How do we monitor storm overflows?

How we monitor and report overflow performance is strictly defined by the EA, and every year all water
and sewerage companies in England are required to formally submit performance data to the
regulator.

All of our storm overflows have Event Duration Monitors (‘EDMs’) installed which report the

number of times they activate, when they are activating, and the length of time each overflow
discharged. We were the first water company in England to install EDMs on 100% of our overflows.
Pulsing every 2-15 minutes and providing over 300 million data points per year, this insight is helping
to inform our knowledge and prioritise what action and investment is needed. In addition to our EDMs,
we also have thousands of early warning monitors fitted across our network which continually analyse
changes in depth and/or flow so we can proactively identify any potential problems before they occur.

We take the delivery of our commitments incredibly seriously and we believe transparency is vital to
demonstrate our progress to customer and broader stakeholders. Our EDM data is subjected to
several levels of internal and external assurance before it is reported to the regulators. To ensure we
are being transparent with our customers and stakeholders we publish our annual EDM data on our
website each year, which contains all the monitoring information from storm overflows across our
region, and have developed a near realtime storm overflow map in an accessible format.

Our performance of 24.9 spills on average in 2023 (against 24.7 in 2021 and 18.4 in 2022) is not in
line with the pace of progress that we want. An increase in utilisation of overflows was not unexpected
given the higher levels of rainfall observed this year — being 35% more than in 2022 — however we
were still disappointed in the increase. While we’ve felt its impact, weather cannot be an excuse for us
or our sector — climate change is something we must all adapt to, and it is our job to protect our
customers and the environment from its impact on our operations. The unprecedented weather this
year has highlighted that we need to go further, move quicker, and find more creative and innovative
solutions to meet the expectations of our stakeholders, in particular on storm overflow spills.
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Ambitious investment plans

In August 2022, the Government published its Storm Overflow Discharge Reduction Plan (‘SODRP’)
which sets stringent new targets to protect the environment. The SODRP sets out specific deadlines to
ensure no storm overflow is causing harm by 2045, with an interim target that 75% of overflows are
improved by 2035. In addition, no storm overflow will be permitted to discharge above an average of
10 times per year by 2050, measured using EDMs.

Aligned with the requirements of the SODRP, we have developed our Storm Overflow Action Plan
(‘SOAP?’), to ensure every storm overflow we are responsible for meets the targets set out in the
SODRP - ahead of required timescales. In our investment plans for the next five years we set
ourselves the most ambitious targets in the sector for minimising the use of CSOs, with targets that go
further and faster than the SODRP.

Meeting our target of an average of 20 spills by 2025 is a priority, and we are determined to achieve
our stretch ambition to halve our number of spills between now and 2030. Our whole organisation is
energised and focused on this activity, and we are now finalising the procurement of thousands of
assets, to help us accelerate our five-year investment plan. This investment will have a dramatic
reduction on the use of CSOs once the new assets are installed this year. Overall, we expect these
capital works to benefit 900 sites, representing over 40% of all CSOs that spilled last year.

s Modular storage capacity

Sudbury additional storage We are installing modular
additional storage at our wastewater treatment works
and network assets to allow us to capture and store

¢ more flows during periods of high rainfall to
dramatically reduce CSO spills. Data and site reviews
have helped us identify suitable sites.

= At Sudbury was