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Executive summary

« We are very sorry for the impact the water supply interruptions caused our customers. We don't
for one minute underestimate the impact this had and note that this is entirely unacceptable for
all of our customers

« We recognise that we should have better communicated the evolving incident to our customers

» We understand the root causes of the incident and are committed to acting on the lessons we've
learnt

« We will publish a report into the incident and the actions we are taking and will take to reduce
the risk of it happening again

« We have gone beyond our normal compensation process to make sure we have identified the
customers who experienced the greatest impact of supply interruptions and are making
payments which will be processed as a refund to their bill.

« We are investing £93.1m in improving the resilience of the Guildford water supply system, with
work already underway.



The Guildford water supply area

The Guildford area water supply comes from a complex, interconnected, system of treatment works
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What was the impact?

Impact on customers

« Customers in the following postcodes had
supply interruptions: GU1, GU2, GU3, GU4,

GUS5, GUB, GU7, GU8 77 W Shatord wrw

y & Pewley SR

» Atotal of 20,346 properties experienced A\ Mount sk
supply interruptions for more than 3 hours 7l A\ Munstead SR

A Frith Hill SR

« 14,520 properties had 12 or more consecutive
hours supply interruptions, comprising:

o 14,009 household properties

o 482 non-household properties

Flgure 1: Map of the affected area W|th the location of the assets and downstream
supply area (shaded in purple).



What happened?

Impact on water treatment and storage levels Simplified treatment stages at Shalford WTW
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Supporting customers

Alternative water supplies

Alternate water supplies were mobilised
from 02 Nov with 10-16 tankers supplying
>2m litres to;

o Hospitals and other sensitive
locations

o Direct infusion

More than 130 TW staff helped run 4
bottled water stations (04-12 Nov)

>750 pallets of bottled water being
delivered through a mix of direct deliveries
to care homes, PSR T1+2 customers and
bottled water stations

Through this duration 5,003 calls were
received in the customer contact centre
as a result of the incident, with a further
129 complaints made to date.
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L essons learned and actions plannec

We need to improve the
resilience of the Guildford
water supply system

Right here, right now we have significant leadership and technical presence in the
area

Medium term investment and targeted water resource management— invest £91.3m
by 2030

Looking ahead

Immediate focus on our Priority Service Register, communications and work with
local communities

Collaboration with local critical service providers to develop robust alternative water
plans (e.g. hospitals)

Immediate focus on our written communications, website, social media and text
campaigns during incidents — timely, clear and transparent

Relentless focus on improving how our customers can contact us easily and quickly
Longer term focus on technology, interactive information and knowledge bursts



Investment in Guildford system

Improve resilience to WTWs and network interconnectivity

AMP? (m) | AMP8 (2m)* | Total (£m)

Shalford WTW — upgrades to chemical dosing, disinfection and 12.5 15.2
contact tanks and run to waste systems

Mousehill WTW — remove single point of failure re contact tank 3.1 4.7 7.8
Ladymead WTW — new contact tank, improved DO and sampling 9.4 7.6 17
Netley Mill — Improvements to contact tank and disinfection system 6.1 0.9 7.0
WTW total 31.2 15.9 46
Network reinforcement — new 9km transfer pipeline to connect 14 32 46
Pewley service reservoir to Netley Mill WTW

Grand total 45.2 47.9 93.1

* Note AMPS8 investment is subject to Ofwat’s decision on our PR24 submission



Questions?
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