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● Audio check
● Please ask questions throughout
● Poll, downloads and a short survey
● Aim to finish by 11.45 
● Slides and recording will automatically follow
● Follow us on Twitter @policy_practice

Housekeeping
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We believe in the 
power of technology 
and data to 
change lives
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Thank you
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Policy in Practice: What we do

A team of professionals with extensive knowledge of the welfare system. We’re 
passionate about making social policy work

We help over 100 local authorities use their household level data to identify 
vulnerable households, target support and track their interventions

Our benefit calculator engages over 10,000 people each day. We identify the 
steps people can take to increase their income, lower their costs and build their 
financial resilience
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Agenda
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● The outlook: water bills are rising and nearly £1 billion of water support is unclaimed
● Why support is unclaimed by millions of households
● How water bills vary across the country, creating regional differences
● Case study: How Northumbrian Water Ltd has improved its customer experience, 

identifying over £7 million in unclaimed support in just 7 months
● Software that can help
● Questions and answers 
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Today’s speakers

Janet Harkin
Chief Marketing Officer

Policy in Practice

Tylor-Maria Johnson
Senior Policy and Data 

Analyst
Policy in Practice

Lisa Connell
Customer Services Manager 

- Inclusivity
Northumbrian Water Ltd

Ed McNamara
Software Account Manager

Policy in Practice
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Poll: Why do you think water social tariffs 
are unclaimed?
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Tylor-Maria Johnson
Policy in Practice
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Overview 

● New water company plans propose a 40% increase to household bills 

● Over 5 million households are missing out on water bill support

● Review of water bills are calculated and how household water bills vary due to:

○ Whether the water or sewerage supply is metered or unmetered
○ Which water company and region the household is in
○ Where the household is in the UK 

● Practical steps companies, councils and residents can do to help 
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Water companies propose 40% increase to water bills 

● Water projected to increase by 
40% which is set to grow the 
average annual bill from £450 to 
£680 

● OfWat is reviewing company 
plans for the Price Review 2024.  
In some cases has mandated 
some companies to lower bills

policyinpractice.co.uk

Average bill in 
2023 - 2024

Average bill in 
2025*

Difference in 
price 

Water £215 £326 + £111

Sewerage £233 £354 + £121

Total £448 £680     +     £232

Average sewerage and water costs from 2023 to 2025

Discover Water: Annual bill, average annual water and sewerage charges across England and Wales households 
*Forecasted total sewerage and water bill taken from the Guardian. Water and Sewerage bills by Policy in Practice, 
based on the anticipated 40% increase in water prices for 2024 -25. Sewage costs are typically 52% of the average 
water bill, whilst water costs typically make up 48% of the water bill. 

https://www.theguardian.com/environment/2023/jun/28/water-firms-push-for-bills-in-england-to-rise-by-up-to-40-per-cent-say-reports-sewage-climate
https://www.theguardian.com/money/2023/oct/02/by-how-much-could-water-bills-in-england-go-up-and-why
https://www.theguardian.com/money/2023/oct/02/by-how-much-could-water-bills-in-england-go-up-and-why
https://www.ofwat.gov.uk/publication/pr24-and-beyond-creating-tomorrow-together-executive-summary/
https://www.theguardian.com/business/2023/sep/26/water-firms-england-wales-cut-customers-bills-ofwat
https://www.theguardian.com/business/2023/sep/26/water-firms-england-wales-cut-customers-bills-ofwat
https://www.discoverwater.co.uk/annual-bill
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We estimate that 5,714,000 households 
are eligible for but not claiming 
£900 million of water social tariffs 
every  year

policyinpractice.co.uk



www.policyinpractice.co.uk

Why is so much water support unclaimed each year?

Low awareness and complexity of eligibility criteria means that £900 million in water support 
is unclaimed

OfWat reported in May 2023: 

● 3 in 10 customers were aware of financial support available from their water company

● Only 7% of customers reported having received financial support 
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Water bills can vary based on metered or unmetered rates 

● Fixed rate: This is based on a property’s Rateable Value. This rate is based on the 
letting value of your property up to 1990 

● Metered rate: ‘Volumetric charge’ based on how much water a household uses

● Assessed rate: If your household is unable to have a water meter fitted you will have 
an assessed water charge based on the type of property, number of occupants, and the 
average water bill of the company
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How water companies compare

policyinpractice.co.uk/water-bills-to-jump-by-40-yet-900-million-of-water-social-tariffs-unclaimed

https://policyinpractice.co.uk/water-bills-to-jump-by-40-yet-900-million-of-water-social-tariffs-unclaimed/
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Different support can affect low income households

● Companies have the flexibility to design discount schemes to address local needs

○ Each company can survey customers about their tariffs through willingness-to-pay 
research, and then set rates accordingly 

● Regional differences in support can create postcode lotteries for the available support 
and unequal conditions for access to this support 
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Water bills vary based on the part of the UK the household is in

● England and Wales: The water or sewerage company a household uses is based on 
location 

● Scotland: Water is provided mainly by Scottish Water. The costs are included in 
Council Tax bills. Households claiming Council Tax Support may also receive a 
reduction of up to 35% on their water and sewerage bills

● Northern Ireland: Water is provided by Northern Ireland Water, a government owned 
company since 2007. There are no advertised tariffs
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How to tap into cost savings approaches to water bills

● Councils: Begin conversations with water and sewerage companies about social 
tariffs, and remove customer action to apply 

● Companies: Increase operations capacity with a benefits calculator

● Households: Call your water or sewerage company for social tariffs and debt support

policyinpractice.co.uk



www.policyinpractice.co.uk

Lisa Connell
Northumbrian Water Ltd
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POLICY IN PRACTICE – IMPROVING CUSTOMER EXPERIENCE
AGENDA

• Overview of NWL

• Support available

• Current position

• Challenges for us and customers 

• What we have delivered

• Customer benefits 



INTRODUCTION TO NWL

• Northumbrian Water Limited (NWL) operates in the north east of England, where it trades as Northumbrian Water, and 
in the south east of England, where it trades as Essex & Suffolk Water.

• NWL supplies water and sewerage services to just under 4.4 million people. Water is supplied to 794,000 properties in 
Essex & Suffolk, with water and sewerage services provided to 1.3 million properties in the North.

• In the north east of England, where we also provide sewerage services, waste water is then collected from these 
properties via the sewerage network and treated at our works before it is returned to the environment as either clean 
water or sludge which can be recycled as fertiliser or used to generate energy.

POLICY IN PRACTICE – IMPROVING CUSTOMER EXPERIENCE
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POLICY IN PRACTICE – IMPROVING CUSTOMER EXPERIENCE
HOW WE CAN HELP CUSTOMERS

Ofwat's draft
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POLICY IN PRACTICE – IMPROVING CUSTOMER EXPERIENCE
WHERE WERE WE?

• Customers not sure what they were eligible for

• Lack of understanding of eligibility criteria

• No online option to apply

• Different criteria by water company 

• Concern of security of information shared

• Difficulty to source data

• Poor customer experience 

• Inefficiencies when reviewing applications 

• Promoting Policy in Practice for income maximisation
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POLICY IN PRACTICE – IMPROVING CUSTOMER EXPERIENCE
WHAT WE DELIVERED?

• Online option for customers

• Instant decision on eligibility

• Enhanced Policy in Practice tool for one stop 
assessment

• Assess for cross over sewerage companies

• Income maximisation as part of application

• Improved customer experience

• Reduction in repeat contact 
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POLICY IN PRACTICE – IMPROVING CUSTOMER EXPERIENCE
CUSTOMER BENEFITS

• 5,417 customers in 7 months

• 96% Eligible for benefits

• £7.2 million benefits identified

• £1,387 average per household

• Personalised solution for each customer

• Promotion of PSR
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POLICY IN PRACTICE – IMPROVING CUSTOMER EXPERIENCE
NEXT STEPS

• Expanding application options for customers

• Sharing application directly to Anglian Water

• Expand affordability schemes

 



ANY QUESTIONS?

Lisa Connell 24/10/2023
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Better Off Calculator to maximise income

● Self serve

● Empower customers 
with financially 
sustainability

● Deal with rising 
demand for help and 
customer arrears
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Bespoke application form tailored to your organisation

● Model all vulnerable 
customer support into a 
single universal application 

● Streamlined intelligent 
questioning for easier 
completion

● Customisable branding that 
fits with your look and feel
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Accurate and comprehensive income maximisation

● Includes all statutory 
benefits, legacy and 
Universal Credit

● Support often neglected 
groups such as students 
and non-UK nationals

● Create tailored actionable 
steps for customers
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Additional cost of living supports and grants flagged up

● Show extra support tailored to 
individual circumstances so people 
see what they’re eligible for

● Triage support, collaborate with 
private and public sector partners

● Provide holistic income maximisation 
support to give your customers the 
best chance to boost their income
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Integrate with your existing process via our API

● Seamlessly integrate the Better 
Off Calculator into your existing 
webforms 

● Open banking opportunities to 
give customers a wider view of 
their finances

● Integrate with your internal CRM 
and portfolio analysis
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Data porting and the Better Off Calculator network

● Raise awareness of your support schemes to 
our 2.5 million Better Off Calculator users

● Collaborate with our Better Off Calculator 
partners across multiple sectors

● Passport customer information to your triage 
support services for a smoother customer 
journey
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Using LIFT for proactive targeted support

● Collaborate with our 
local authority LIFT 
network 

● Model support onto our 
LIFT platform 

● Identify previously 
unknown vulnerable 
customers
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Water must not be the forgotten utility in the cost of living crisis

● Water companies are proposing to increase household water bills by 40% under Price 
Review 2024, rising the average annual bill from £450 to £680. They vary across the 
country based on metered or unmetered rates, location and water company

● At the same time, over 5 million families are missing out on £900 million in water bill 
support every year. Low awareness and complex administration of support schemes 
contributes to unclaimed social tariffs

● Northumbrian Water Ltd is successfully tackling this by improving its customer 
experience. It has identified over £7 million in unclaimed support in just 7 months using 
Policy in Practice’s Better Off Calculator

● Councils, water companies and households can take steps to make water bills more 
affordable. Smart data solutions can help
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www.policyinpractice.co.uk

Questions and answers 
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Next steps
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Take our very short survey when the webinar ends to:
● Give us feedback (thank you) and ask further questions of our speakers
● Request a follow up call to chat about how our solutions could help you

Register for our next webinars (all from 10.30 to 11.45): 
● Reducing barriers to work using data led employment campaigns with Haringey Council on 

Wed 29 Nov
● 12 months of policy: our review of 2023 with our policy experts on Wed 6 Dec
● How the debt sector is connecting people to support on Wed 31 Jan 2024

Watch: Better Off Calculator to support budgeting and maximise income
Watch: LIFT to identify vulnerability, target support and track change
Download: product brochure
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Thank you

www.policyinpractice.co.uk

Tylor Maria Johnson, Policy in Practice
Lisa Connell, Northumbrian Water 
Ed McNamara, Policy in Practice

hello@policyinpractice.co.uk
0330 088 9242
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