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Key Performance Indicators

The regulator of the water sector, Ofwat, is no longer collecting annual returns (known as “June 
Returns”) from water companies and instead has asked each company to publish a standard set of 
Key Performance Indicators (“KPIs”).

Ofwat’s reporting requirements can be found here:
www.ofwat.gov.uk/regulating/prs_web201203regcompliance  

For the water only companies like South Staffs Water who do not provide sewerage services, there 
are 11 KPIs to report on.

The KPI data that we have reported has been audited by our Independent Reporter (Monson 
Engineering), other than the financial measures.

The company is committed to operating in an open and transparent manner with our 
customers and other stakeholders. If further performance data is required or any explanation 
of this information is desired then please contact our Regulation Director, Matthew Lewis, 
preferably by email:

mattlewis@south-staffs-water.co.uk
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Definition
Performance

2008-09 2009-10 2010-11 2011-12 2012-13
Water quality performance 4 – this is reported separately to 
reflect the importance of drinking water quality to customers. 
Our customers have told us that they have a strong desire to 
receive safe, clean drinking water from us.

99.991% 99.994% 99.983% 99.971% 99.91%

Number of mains bursts 5 – this is an indicator of the 
condition and serviceability of the mains network, although 
like leakage reporting, it can be heavily influenced by the 
extent of extreme weather conditions. 

216 212 206 172 142

Customer satisfaction levels 6 – the overall SIM score is 
possibly not particularly revealing to many stakeholders who 
are not familiar with the SIM concept, whereas customers and 
others will have a greater understanding of overall satisfaction 
levels. This measure is taken from the Ofwat telephone 
surveys of 200 customers each quarter to assess their level of 
satisfaction with their interaction with the Company (either 
through billing or operational contact). 

n/a n/a 83.8% 89.2% 92.3%

Water efficiency savings 7 – this is now subject to an annual 
Ofwat target (South Staffs’s target is 0.53 Ml/d) for each year 
in the period 2010-15 and water efficiency is an important 
objective for Government water policy.

0.07 0.07 0.55 0.99 0.56

Section 2: Company Specific Supplementary KPIs

Footnotes: 	4. Water quality performance is based on the Mean Zonal Compliance (MZC) measurement.
	 5. Ofwat trigger levels for potentially deteriorating asset serviceabilty are when bursts levels exceed 242 bursts / 1,000km
	 6. Customer satisaction levels are based on 800 telephone surveys each year, representing the % stating they were “satisfied” or “very   
	     satisfied” with how the company dealt with either an operational query or a billing query.
	 7. The water efficiency target for South Staffs is 0.53 Ml/d from 2010-11. Prior to this a target did not exist.

Section 3: Future Performance

Whilst current performance is good, the Board  is becoming increasingly concerned at the risk of 
future service  issues and resilience. This will be reflected in the business plan being compiled for 
completion in December  that will identify future investment needs and the supporting evidence 
of this. Action is needed to ensure customers continue to receive safe and reliable supplies at 
an efficient cost. This is what they have told us they want. There is clear evidence emerging that 
a number of our water storage facilities and water source stations need major refurbishment or 
replacement in the next five years to protect service to customers. Future performance will be 
compromised without major investment and this would impact on a number of our headline KPIs 
– including serviceability; resource availability; supply interruptions; water quality standards and 
resilience. Every effort is being made to reduce the risks mentioned and minimise the impact of 
the need for greater investment in our assets on the level of future customer bills.


