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21% vs. 17% UK average and 24% vs. 22% UK average respectively1), equating to well over 1 
million individuals.   
 
The work we do directly with customers, their communities and through our partnerships 
over the years has given us great insight into the challenges many of our customers face.  
We undertake studies and customer research on an ongoing basis to understand better 
how these challenges evolve and importantly how our customers feel about paying our 
water bills and affordability of services. For example, in the pandemic we put in place 
specific studies to learn about how our customers felt financially and in respect of their 
safety.  
 
We undertake a monthly customer sentiment survey that includes questions on bill levels 
and customers’ financial situations. The recent results echo the findings of CCW’s annual 
Water Matters survey, with over a fifth of our customers feeling their water bills are 
somewhat unaffordable or have concerns about paying their water bill. In general, over 
2 in 3 of our customers say they have been impacted by recent cost of living increases 
(see customer survey feedback in Fig 1. below). In September we saw some respite in the 
increasing trend. This may be a consequence of the Government energy bills support, 
but we will see if this is temporary in the months ahead given continuing high levels of 
inflation especially on core items such as energy, food and housing costs (lending and 
rentals).  
 
We work collaboratively with many charities and community groups to understand our 
customers and to facilitate awareness of, and engagement with, the variety of financial 
assistance and support we provide. The insight we get from many of these partner 
organisations proves to be very useful in helping adapt and evolve our financial support 
offerings to better meet customers’ needs. 
 
To help set the context for the level of financial support we provide customers in need, it 
is important to note we have one of the lowest levels of cross subsidy funding in the 
sector at around £2 p.a. per customer (which is equivalent to about £4m). As we 
committed to for PR19, we have greatly increased the impact of our support by boosting 
this with significant company contributions of around £2m p.a. across the AMP7 period. 
 
 
 
 
 
 
 
 

 
1 Poverty in the UK: statistics (29 September 2022) – reports on the % of people in relative low income over 
three years to 2019/20. 
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Fig 1. Extract from YW monthly customer sentiment survey (c300 respondents) 
 

 
 
 
Key affordability support activities and initiatives 
 
At the meeting on 26th October 2022 at our office in Leeds, we shared, with Ofwat and 
CCW, details of the support we provide and the further investments we are making to 
ensure more of our customers in need are helped during AMP7. 
 
In June 2022 recognising the pressures ahead, and wanting to act in a timely manner, 
Yorkshire Water committed to provide an additional £15m in company funded support 
for customers over the remaining time in AMP7. We are focussing this support on those 
most affected by the rising cost of living. As requested, this next section explains how we 
are currently planning to use this additional money 
 
1. In September 2022, we provided a one off cost of living payment to all customers on 

the WaterSure and WaterSupport schemes. This £71 payment reflected our decision 
to lower the eligibility threshold for these schemes to customers on low incomes with 
an annual bill value greater than £350 (down from £420).  Going forwards this will 
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mean more customers are assessed as eligible to obtain this form of financial help, 
and the help we give will be more significant for those already on these schemes. 

 
2. We have also introduced additional support for customers being referred to us under 

the ‘Breathing Space’ legislation that requires debt respite. For all in debt customers 
who are eligible for the Breathing Space scheme, Yorkshire Water will now be funding 
their water and wastewater charges within the 60 day respite period to ensure these 
customers do not have their water bill debt grow during this time.  

 
This helps impacted customers focus on working with their debt advisor to find a 
solution to debt problems. This initiative is going beyond our obligations and has 
been supported by CCW as best practice in the industry. Of the initiative, CCW said 
“Giving customers this additional breathing room, while also covering their charges, 
will provide them not only with much needed peace of mind while they try and 
access support but also sends a clear message that their water company is on their 
side.” 

 
3. Yorkshire Water continues to the support the existing WaterSupport social tariff with 

£2m of company funds each year (before the injection of the additional £15m 
commitment). For 2021/22 the customer funded subsidy was £4.3m, equivalent to 
around £2 per customer. As mentioned earlier, we have increased the support 
eligible customers receive via the WaterSupport social tariff for 2022/23. 
Consequently, we expect to outturn a level of customer subsidy support of around 
£8m this year.  

 
In common with some other water companies, we are undertaking further 
‘willingness to pay’ research to ensure our understanding of our customers 
preferences is up to date. Once concluded, we hope this can allow us to maximise 
the support we are able to give customers impacted by the cost of living crisis. We 
would be happy to provide outputs of our willingness to pay research later in the 
year. The results of our latest research will be factored into next year’s charges in 
order to deliver financial support to those in need.   

 
4. Yorkshire Water is reviewing its annual charge and eligibility criteria for the company 

social tariff to ensure it continues to meet the needs of those customers struggling 
the most financially. The impacts of this review will be implemented in the next 12 
months to ensure benefits have the chance to be deployed when the need is 
expected to be intensifying.  

 
5. For the last few years, we have directed Rateable Value (RV) bill payers to how much 

they could save by switching to a measured metered bill. On our bills we show 
through a graphic the range of bill levels different household sizes could expect to 
pay for their water and sewerage through a metered tariff. This can help RV billed 
customers compare their actual bill size with similar households when on a meter. 








