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About this document 

In the course of the year, we publish a range of information on the services we provide and our 

performance against key targets, including those contained within Ofwat’s 2015 Final Determination. 

Building and maintaining a high level of customer trust and confidence is of paramount importance.  

We, therefore, have in place robust assurance arrangements to ensure that the information we 

publish is reliable and accurate and that we are providing the level of information and delivering the 

level of service that our customers expect. 

We see assurance as a day-to-day activity and an important part of our continuous improvement 

programme, and, as we continue to engage with our key stakeholders, we will use their feedback to 

tailor our assurance activities to match their expectations. 

Each year, as part of their Company Monitoring Framework, Ofwat categorises companies into either 

self-assurance, targeted or prescribed. In January 2019 we were promoted to the self-assurance 

category. 

In March 2019, following consultation with key stakeholders, we published our Final Assurance Plan 

for 2018/19 (Final Assurance Plan 2018/19). Having firstly assessed the risks, strengths and 

weaknesses associated with meeting our obligations and commitments, we outlined the measures we 

intend putting in place to assure all relevant data.  This Data Assurance Summary, published alongside 

our Annual Performance Report (APR), summarises the outcomes of this assurance. 

In the appendices we set out details of the assurance activities undertaken and our findings. We 

believe that this shows that we have adequately managed performance risks and that our customers 

can trust the information we publish.  

  

https://www.dwrcymru.com/en/Company-Information/-/media/Files/Library/Assurance-Framework-Documents/English/2018-19/Final-Assurance-Plan-2018-19.pdf
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Summary of our Assurance Approach 
We are committed to making available to customers, information that is reliable and accurate, is easy 

to understand and navigate and which allows them to understand how we are performing. Providing 

information to a consistently high standard also helps build trust and confidence in everything we do. 

Much of the information we produce is provided to our regulatory stakeholders and other stakeholder 

groups periodically or published in our APR and on our website. 

We have in place an audit and assurance framework which allows for the systematic monitoring and 

evaluation of our performance. This involves having appropriate governance arrangements, close 

involvement by our Board in the assurance process, and the right level of independent review and 

challenge. It helps ensure that our statutory and regulatory reporting requirements are met in full 

with a high level of assurance.  

In table 1 we set out details of our Assurance Framework. 

Table 1 – Our Assurance Framework 

 

 

The data assurance framework is underpinned by five key cornerstones: 

1. Robust assurance principles – we operate a “three-lines of assurance” model, targeted at 

areas of greatest risk; 

2. Clear ownership and accountability – we have clear lines of ownership and accountability for 

both the delivery of performance and the accuracy and reliability of the data provided; 

3. Effective governance – we are subject to scrutiny by our Board, Audit Committee and  the Dŵr 

Cymru Executive (DCE) with additional challenge provided by the Customer Challenge Group, 

regulators such as Drinking Water Inspectorate (DWI), Natural Resources Wales (NRW) and 

CCWater; 

4. Transparency and accountability – we publicly report on our performance and hold ourselves 

to account where we do not meet our commitments; and  

5. Company culture – having in place the right culture which encourages our people to act 

responsibly and “do the right thing”. 

 

We believe that the “three lines of assurance” model represents best practice and provides for the 
effective management of risk.  By mapping our assurance activities in this way, we are adopting a 
proportionate approach and making sure that the scope for error is significantly reduced. The diagram 
in Table 2 below provides more information on how the “three lines of assurance” model works. 
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Table 2 - Three lines of assurance model 

Line Area Role Type of Activity 

1:  
Risks and 
controls: 

Business Operations Delivery of service and 
performance 

 Providing source information 

Business Management Monitoring and reporting 
performance 

 Defining and documenting 
methodologies and processes 

 Identifying material changes to 
systems and processes 

 Implementing quality checks and 
reviews 

 Reporting performance 
information 

2: 
Oversight 
functions: 
 

Regulation, Finance, 
General Counsel, 
Compliance 

Define policy and provide the 
enabling framework for 
regulatory reporting 

 Developing the assurance 
framework 

 Reviewing performance 
information submitted 

 Monitoring delivery of obligations 

 Reporting to Board 

 Implementing quality checks and 
reviews 

 Providing advice, guidance and 
support 

Board, Audit Committee, 
Quality & Environment 
Committee, Customer 
Challenge Group, CCWater, 
DWI, NRW 

Scrutiny and challenge  Reviewing performance 
information submitted 

 Monitoring the implementation of 
improvement plans 

 Reviewing risk profile 

3: 
Independent 
Assurance: 
 

Business Assurance, 
external assurance 
providers 

Independent review of levels of 
assurance provided by First and 
Second Lines 

 Reviewing methodologies and 
processes 

 Reviewing application of 
methodologies and processes 

 Providing an opinion on the 
integrity of data 

 Reviewing appropriateness of the 
assurance framework 

 
Our assurance approach is embedded into “business as usual” activities. 
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In the last 12 months we have implemented the following assurance programme (Table 3). 

Table 3 – Annual Assurance Programme  

2018 

November 

Risks, Strengths 
and Weaknesses 

 
AND 

 
Draft Assurance 

Plan  

A review of the risks, strengths and weaknesses of the data 
contained in the APR and other key publications.  An impact and 
likelihood scoring methodology was applied and this assessed the 
likelihood of inaccurate or incomplete data being reported, by 
considering the reliability and accuracy of our source data, the 
robustness of our reporting processes and the strength of our 
governance and control arrangements. Stakeholders were engaged in 
this process. The Draft Assurance Plan consultation document (also 
containing Statement of the Risks, Strengths and Weaknesses) set 
out details of the levels of assurance we were proposing. 

November to 
January 2019. 

Consultation 

The responses we received both written and through meetings and 
conversations held with our stakeholders, were taken into account 
when preparing our Final Assurance Plan. 

2019 

March  
Final Assurance 

Plan 

Publication of Final Assurance Plan. 
 

April to June 

Implementation 
of Final 

Assurance 
Plan 

 

 Performance data is subject to an internal assurance review and 
sign-off procedure by the individuals responsible for its 
collection, collation and management.  

 An external engineering/technical auditor (the Reporter) 
provides assurance to the Board on the accuracy and 
completeness of the information and the non-financial data 
published in our APR.  

 The financial reporting and accounts process is subject to a well-
established and rigorous external financial audit process. The 
external auditors focus particular attention on those areas in the 
financial statements which have the highest level of 
management judgement applied to them or are considered to 
be the most inherently risky.  

 The APR is prepared consistently and in line with Ofwat’s overall 
regulatory reporting framework. Each year, the external 
auditors provide a written opinion on the Company’s 
compliance with the Regulatory Accounting Guidelines, 
accounting policies and all relevant Licence obligations.  

July 
Annual 

Performance 
Report (APR) 

Publication of APR 

The APR was published on our website along with all of the above 
documents and can be found on ‘Our Assurance Framework’ 
webpage. 

Our Assurance Framework  

 

  

https://www.dwrcymru.com/en/Company-Information/Our-Assurance-Framework.aspx
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In table 4 we demonstrate how we prioritise areas that may require increased levels of assurance. 

Table 4 – Impact and Probability Risk Matrix 

 
 
 

The area with higher probability and 
higher impact residing in the red “high” 
and amber “high-medium” risk zones 
demand a higher level of assurance over 
those which reside in the yellow “low- 
medium” and green “low” risk zones. 

 

In the Appendices we explain how the specific controls and mitigation actions set out in our Final 
Assurance Plan were applied and what our findings were.  

Appendix 1 details the controls and mitigations relevant to data contained within the APR. 

In Appendix 2 we comment on “other” data which is either produced and/or published routinely 

throughout the year (e.g. information on our website) or is published in separate reports, such as the 

documents associated with the 2019 Price Review or details of our Charges Scheme. 

Next Steps 
It is important that we continue to review what information our customers and other stakeholders 

want and need. We will build on our proportionate and transparent approach to data assurance 

activities, and ensure that our customers and stakeholders are involved in this process.  

We welcome the important contribution made by our independent Customer Challenge Group to 

ensure that we plan to deliver the best possible outcomes for customers. The input of our 

Stakeholders has helped inform the structure and content of this APR and we value the constructive 

comments received and their general support.  

We will also have regard to feedback from Ofwat as part of its Common Framework Assessment. 

Subject to specific timing requirements from Ofwat, we will in October 2019 publish our Statement of 

Risks, Strengths and Weaknesses and our 2019/20 Draft Assurance Plan. 
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Appendix - Part 1  

APR including Outcome Delivery Incentive (ODI) measures  
Our Outcome Delivery Incentive Scheme, introduced in April 2015, is a comprehensive suite of 

measures, both financial and non-financial, designed to challenge us to meet customers’ expectations. 

It comprises Measures of Success contained within the 2015 Final Determination and other key 

metrics.  

 

As in previous years, we used an Impact and Probability Risk Matrix (mentioned in this report and 

explained in detail in our Final Assurance Plan) to assess whether it was necessary to implement any 

additional assurance activities on particular measures beyond what we do as a matter of course for 

all performance measures.  

These measures have existing and well established data collection and verification procedures which 

have been the subject to both internal review and Technical Auditor scrutiny and which therefore 

carry high levels of assurance.  

Although six of the measures fell within the “low-medium” risk zone, we did not consider it necessary 

to implement any additional assurance activities for these measures, as the high level of assurance 

obtained from the Technical Auditor and our own internal controls were appropriate. 

 

The remainder of the performance measures all resided in the “low” risk zone. There were none in 

the “high-medium” or “high” risk zones.  

All data reported in the APR continues to be subject to the structured “three lines of assurance” 

process.   

In the table below we summarise the outcome of our assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

Data providers, their managers and business unit 
directors produce and approve data, commentaries 
and methodologies and audit trails to support the 
reported performance and demonstrate the control 
checks that have been applied. 

 

The data assurance programme was implemented as 
planned. There were no material issues identified 
and the governance stages, e.g. sign off of data at 
different levels operated as planned.  

 
 

Finance and/or Regulation team review the 
information and audit trails. 
 

The Finance and Regulation team undertook their 
own reviews and this included a rigorous process of 
internal due diligence to challenge information, 
judgements and assumptions associated with both 
financial and non-financial data and to ensure 
compliance with the relevant guidance. Whilst there 
were no material issues identified during this 
exercise, it provided a good opportunity to highlight 
to management areas where judgements were 
required or assumptions needed to be tested.  
 

 
 

Financial Auditors’ audit and provide an opinion on 
Regulatory financial reporting (APR Parts 1 and 2). 
 

KPMG (our Financial Auditors) carried out their audit 
and reported their findings to our Audit Committee. 
They were also present when the Board approved 
the publication of the APR at its meeting on 4 July 
2019. KPMG produced an unqualified audit opinion 
which can be found in the Annual Report and 
Financial Statements. 
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Controls, mitigating actions & Improvements Assurance Finding response 

Technical Auditors review data  and commentaries on 
non-financial Performance) (essentially the 
operational performance of the business against the 
performance commitments set out in the PR14 Final 
Determination) highlighting  any financial incentives 
accrued in the year i.e. APR Part 3) and report  their 
opinion to Board. 
 

Jacobs (our Technical Auditor) undertook a full data 
review in accordance with an agreed Audit Plan. This 
involved: 

(a) A review of documentation including 
Methodology Statements already in place 
for individual data items;  

(b) A process review  which involved  face to 
face discussion with the data owner; and 

(c) A  year-end audit  involving document 
review and face to face discussions with 
data owners covering:  
- adherence to internal processes; 
- tracing to source data; 
- sample checks; 
- confidence grade reviews; 
- calculation of rewards/penalties (where 
appropriate); and 
- commentaries. 
 

There were no material issues found and Jacobs’ 
reports are included in the APR. 

 
 

Technical Auditors or Financial Auditors  review 
relevant tables contained within APR Part 4 (i.e. 
additional regulatory tables, financial and non-
financial, including wholesale totex performance 
against both the PR14 Final Determination 
assumptions  and intercompany unit cost metrics, 
retails operating cost analysis and financial metrics.). 
Table are reviewed to agreed procedures. 
 

Jacobs and KPMG undertook their reviews of data 
and methodologies in accordance with the agreed 
procedures and found no material issues. Both 
produced letters summarising their findings and 
these are included in the APR.  

 
 

Review of internal scorecards – these  highlight 
performance against the Measures on a monthly basis 
across the business and up to Board level. 

Internal scorecards and all Measures of Success are 
reviewed monthly by the Dŵr Cymru Executive and a 
report is sent to the Board each month.  
 

 
 

Review process with our Customer Challenge Group 
(CCG) who have a role to play in challenging our 
reporting. 
 

In the course of the year we have met with the Chair 
of the CCG. We shared with him our proposals on 
the assurance activities planned and received a 
positive and constructive response to the Draft 
Assurance Plan consultation.  
 

 
 

Information Packs and training sessions arranged by 
the Regulation Team for all data owners. 
 

Information packs containing all relevant 
information were provided to all data owners. 
 
In March/April 2019 all data owners received 
training. The training was 100% complete and there 
were no issues of concern.  
 

 
 

Detailed internal Methodology Statements have been 
developed which include a step-by-step guide on how 
the data is obtained, the checks and balances in place, 
any assumptions made and any exclusions applied. 
 

Comprehensive Methodology statements are in 
place for all measures. They have been updated to 
reflect comments received from the Regulation 
Team and the Technical Auditor and changes in 
process which may have occurred in the year. 
 

 
 

Methodology Statements reviewed and scored by the 
Technical Auditor. 
 

In the previous reporting year, Methodology 
Statements had been formally reviewed by Jacobs 
and were scored using their bespoke risk based 
Scoring Framework. Where appropriate, data 
owners were required to review and update the 
relevant Methodology Statement, having regard to 
comments and recommendations received. The 
application of the Methodology Statements when 
producing 2018/19 data was an important element 
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Controls, mitigating actions & Improvements Assurance Finding response 

of both the internal due diligence checks and the 
audits conducted by Jacobs’ at year end. 
 

Data sign off by the data owner, business manager 
(where appropriate) and the relevant Director. 
 

100% complete. All data has been signed off by the 
data owner, his/her manager and the appropriate 
director.  
 

 
 

Adopting a risk based approach the Regulation Team 
hold due diligence meetings with data owners to 
review data, methodology, performance and 
supporting audit trails. 
 

During April and May and prior to the Jacobs’ audits, 
due diligence meetings took place with all data 
owners. Amongst the matters reviewed were: 

 The application of the appropriate; 
Methodology Statements and reporting 
requirements;  

 Assumptions and judgements; and 

 Data Commentaries explaining 
performance by reference to targets and 
historical data. 

Verification checks by reference to previously 
reported data were also carried out. 

 

 
 

Third party detailed audit of the data collection and 
reporting process by our Technical Auditor, to provide 
assurance that the data can be reported reliably and 
accurately and in accordance with any relevant 
reporting requirements. This includes sample checks 
to test process, assumptions, methodology, 
implementation, governance and results. 
 

Jacobs’ audits took place between 1 May 2019 and 4 
June 2019. Reports were prepared for each audit 
and the risks were scored. Jacobs also produced a 
letter to the Board summarising their findings and 
attended both the Audit Committee meeting on 5 
June 2019 and the Board meeting on 4 July 2019 to 
report their conclusions and to answer any 
questions. There were no material issues identified. 
 

 
 

High level audit of the reporting framework carried out 
by the internal Business Assurance Team. 
 

In May 2019 the internal Business Assurance team 
undertook a high level audit and evaluation of the 
assurance Their report concluded that there is a 
robust and effective system of risk management, 
control and governance in place and assigned an 
overall rating of “Full Assurance”. 
 

 
 

Review by DCE and updates are provided to the Audit 
Committee. 
 

The DCE review of all data reported in the APR 
(financial and non-financial), took place on 28 May 
2019. This was also attended by Jacobs, KPMG and 
the Business Assurance team. Members of the 
Regulation team and selected data owners (and/or 
their managers) were also present. For each 
measure, a summary containing current year’s 
performance, historical performance and data 
owners’ and reporter issues was produced and 
formed the basis of discussions. Key judgements and 
material assumptions were reviewed.  
 
Ahead of the discussions at the full Board meeting 
on 4 July 2019, the Audit Committee (on 5 June 
2019) received a progress update. Both the Audit 
Committee and the Board reviewed the overall 
process, the operation of the systems of internal and 
external controls and reviewed the key judgements 
required in compiling the APR.  

 
 

A Board Assurance Statement for performance data 
contained in the APR. 
 

The Board Assurance Statement can be found in the 
APR Overview. 
 

 
 

We will continue to review and respond on a timely 
basis to any queries raised. We will implement any 
control improvements where required. 

As in previous years’, we will respond to any query 
within the specified Ofwat timescales. 
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Controls, mitigating actions & Improvements Assurance Finding response 

 

Within our 2018/19 Annual Reporting we will include a 
short standalone statement setting out how we are 
delivering for those who depend on our services and 
how we have set our aspirations, rather than relying 
on the provision of relevant information across our 
annual reporting as in 2017/18. 

We have included a ‘Company Direction and 
Performance Statement’ within our Annual Report 
and Accounts for the year ended 31 March 2019. 

 

Ofwat raised a number of areas within our accounting 
for past delivery submission that we were advised to 
review (Ofwat action reference WSH-PD-B2, B4 and 
B6).  We were asked to provide an action plan that 
sets out a number of points, including: 

 how DCWW will continually monitor performance 
in a number of areas; 

 how DCWW will identify drivers of performance 
and lessons learnt from both good and poor 
performance; 

 how DCWW will identify measures to improve 
performance and integrate these into its 
business; and 

 how DCWW will ensure that this is a continuous 
exercise rather than a one-off process. 

As requested we will provide a response by the Ofwat 
deadline of 24 May 2019. 

Our response was sent to Ofwat by the deadline 
date of 24 May 2019. 

 

Our APR will include additional information for our 
customers and stakeholders to review and understand 
the impact our performance has on the outcome 
delivery incentive payments i.e. rewards or penalties. 
This information will be included within part 3 of our 
2018/19 APR. 

We have included additional information within part 
3 of our APR for 2018/19. 

 
 

We are currently scoping how we can improve further 
our online presence for more customer focussed 
performance reporting and what this could look like, 
which we will promote via social media. We intend to 
roll-out this activity during 2019. 
 

We included within part 3 of our APR additional 
information for our customers and stakeholders to 
review and understand the impact our performance 
had on our outcome delivery payments. We will 
continue to look to improve our online prescence 
and we will promote via social media. 
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Appendix - Part 2 – Other Publications  
In 2016/17 we broadened the scope of the Data Assurance Plan by applying our Assurance framework 

to all key data reported (and not just data reported within the APR). When reviewing the Statement 

of Risks, Strengths and Weaknesses in the autumn of 2018, we identified a number of new activities 

which we thought merited inclusion and these were added to our Final Assurance Plan. 

 

These other activities were assessed using the Impact and Probability Matrix tool described earlier. 

Only two of the eighteen were in the “low-medium” risk zone and the remainder were in the “low” 

risk zone. There were none in the “high-medium” or “high” risk zones. We have in place controls and 

mitigations which are appropriate to the classification, and in the following sections we explain how 

these have been applied and what our findings are.    
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Segmental Reporting  
Companies are required to report a considerable volume of disaggregated financial information 

against different price controls and different accounting units.  This information is contained within 

Sections 2 and 4 of the APR and the assurance activities relevant to the APR apply equally to this data. 

We have continued to focus attention on reporting this financial information in accordance with the 

required regulatory guidance on segmental reporting. 

  

Although this was classified as a low risk area we have a number of controls and mitigating actions in 

place.  

In the table below we summarise the outcome of our assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

 Monthly reviews by budget holders to explain 
variances and identify potential allocation errors. 

The Commercial Finance team have continued to attend 
key budget holders’ team meetings to present and 
challenge individual business areas’ financial results. 
Their ongoing dialogue with the business has ensured 
that all variances are understood and that transactions 
are allocated appropriately. 

 
 

 Monthly management accounts reviewed by 
senior managers and the DCE. 

The Commercial Finance team attend individual DCE 
members’ team meetings, as noted above. The Finance 
Director prepares a monthly financial summary using 
data from the Commercial Finance and the Corporate 
Finance teams. This covers the financial performance of 
the Water, Wastewater, Retail and Commercial 
businesses and is tabled for separate discussion at DCE 
meetings. 

 
 

 Financial and Regulatory Accountant’s role 
transition from data preparer to one of 
coordination and governance to ensure timely 
submission and critical review of the outputs 
from the management accounting team. This 
provides greater control and assurance, and an 
extra level of review and additional capacity to 
deal with new reporting requirements. 

Members of the Commercial Finance team have taken 
on data ownership responsibility for the financial data in 
the APR tables, which are subject to internal review and 
challenge by the Financial and Regulatory Accountant 
prior to the more formal internal due diligence reviews 
and external assurance procedures. 

 
 

 Methodology Statements developed to provide a 
step-by-step guide to the preparation of each 
table. 

Methodology statements have been produced and 
formed part of the due diligence sessions with the 
Regulation Team and were also available for review by 
our external auditors. 

 
 

 The Regulatory Accounting team has rolled out a 
series of training sessions to the management 
accounting team to ensure that all individuals 
responsible for the preparation of financial data 
for inclusion in regulatory reports are aware of 
both their own responsibilities and the relevant 
Regulatory Accounting Guidelines. 

The training sessions were well received and they have 
helped focus the Commercial Finance team on their 
responsibilities and they have a greater understanding 
of the Regulatory Accounting Guidelines. Further 
update meetings were held throughout the APR 
completion process to ensure adequate ownership, 
understanding and timeliness of data preparation. 

 
 

 Ofwat Regulatory Accounting Guideline checklist 
completed and reviewed by the Group Financial 
Controller. 

The Financial and Regulatory Accountant has updated 
the checklist for changes to the 2018/19 reporting year 
guidelines, and a copy has been provided to all table, 
data and action owners prior to the commencement of 
the reporting process. The Group Financial Controller 
reviewed the checklist for completeness and sign off 
prior to publication of the APR. 

 
 

 Price control and segmental reporting in Section 2 
of the APR is subject to Financial Auditor’s audit 
and opinion according to Ofwat audit 
requirements. 

During May and June 2019 the Independent Auditors 
performed their audit procedures on Section 2 of the 
APR. In addition, they performed certain agreed-upon 
procedures in respect of Section 4, which are focused 
on ensuring that the data was prepared appropriately 
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Controls, mitigating actions & Improvements Assurance Finding response 

Price control and segmental financial reporting in 
the additional regulatory tables in Section 4 of the 
APR is subject to Independent Financial Auditor’s 
completion of agreed-upon procedures and 
findings report. 

from underlying records and that the reporting 
guidance had been followed in completing that section 
of the APR. 
 
Our Auditors reported their findings to our Audit 
Committee and were also present when the Board 
approved the publication of the APR at its meeting on 4 
July 2019. They gave an unqualified audit opinion on 
both the (statutory) Annual Report and Accounts and 
Sections 1 and 2 of the (regulatory) APR, which can be 
found in the respective documents. The agreed-upon 
procedures report on Section 4 of the APR did not 
identify any exceptions following the completion of the 
assurance procedures. 
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Charges Section  
Each year, we are required to publish a number of charges schemes. These schemes set out the 

company’s charges for the services we provide and the terms and conditions of those charges.  

Our assurance processes will continue to develop within the framework and guidelines issued by the 

Welsh Government.Although this was classified as a low risk area we have a number of controls and 

mitigating actions in place. In the table below we summarise the outcome of our assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

 The Charges Schemes are subject to a series of 
reviews by members of the company’s Legal 
Team for compliance with the relevant 
legislation. 

Charging assurance is overseen by the Charges Policy 
Steering Group (CPSG). The Competition Lawyer is a 
standing member of this group. Packs are distributed 
monthly and reviewed accordingly. No issues have 
been raised. 

 

 On completion, each section of the charges is 
reviewed and approved by the Charges Policy 
Steering Group. 

Charges for 2019/20 were developed in accordance 
with the Charges Compliance Manual 2019/20. As 
sections of the charges were drafted, they were 
presented to the relevant CPSG meetings 
throughout the year for review and sign-off.  

 

 Final charges are approved by the Board. The charges schemes assurance plan is reviewed and 
approved by the Audit Committee in September. 
Charges were approved at the December 2018 Board 
meeting with delegated authority to the Chief 
Executive for final approval. 

 

 Independent external assurance of charges 
models and appropriate application of charging 
rules and principles. 

The charging models were peer reviewed by an 
external consultant and then audited and assured by 
Jacobs. 

 

 Independent external assurance of data inputs. Data inputs were assured by Jacobs. 
 

 A Charges Compliance Manual has been prepared 

for 2018/19 charges which contains information 

to demonstrate compliance with legislation, 

licence obligations and charges rules. It shows the 

assurance process followed and contains a 

number of tables used in the process to show 

compliance and allow assurance to be given. 

The document was reviewed by Jacobs as part of 
their assurance work. 

 

 Compliance with legal obligations relating to the 
charges set out in the Charges Scheme. 
 

An assessment of compliance with Ofwat’s charging 
rules and our compliance with legal obligations was 
reviewed by an external consultant and Jacobs as 
part of an assurance plan. 

 

 The effect of the new charges on customers’ bills 
has been assessed for a range of different 
customer types.  

The effect of the new charges was analysed and 
reviewed by CCWater and the Board. 

 

 Appropriate systems and processes are in place 
to make sure that the data and information 
contained in the Charges Scheme and additional 
information are accurate. 

The appropriate systems and processes have been 
put in place and operated as planned. Jacobs have 
reviewed our process and confirm that there were 
no issues.  

 

 The company has consulted with CCWater in a 
timely and effective manner on its Charges 
Scheme. 

CCWater meetings, focusing on charges, took place 
in July, September, November and December. A 
letter from the Chair of CCWater in Wales was 
submitted to the Board confirming the level of 
engagement  

 

 Whilst Ofwat acknowledged that we had provided 
a clear and concise assurance statement, we will 
further improve our processes by highlighting 
how our engagement with stakeholders will  
impact on our final charging documents and the 
actions we will take in relation to that 
engagement. 

The engagement with CCWater and feedback from 
Ofwat resulted in the statement of significant 
changes containing more information, specifically 
the expected bill changes for a sample of customers 
that were expected from the published charges.  
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Website Publications  
Each year we publish a number of key publications on our website to help inform our customers and 
stakeholders of how we are performing and the services we provide. Website publications will 
therefore always remain an important part of our assurance framework.  

Although this was classified as a low risk area, we have a number of controls and mitigating actions in 

place. In the table below we summarise the outcome of our assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

 Annual Report and Accounts - drafted by senior 
management with reviews by DCE and the Audit 
Committee before approval by the Board and 
submission to members. 

A panel chaired by the General Counsel and 
Company Secretary was set up to manage the 
process of creating the Annual Report and Accounts. 
Editorial control rested with the General Counsel and 
Company Secretary and steps were taken to ensure 
consistency with other documents such as the 
Annual Performance Report. The document was 
reviewed by the Dŵr Cymru Executive team and the 
Audit Committee before submission to the Board for 
final approval. Verification was undertaken by the 
company’s external auditors KPMG who provided 
the audit opinion. 

 
 

 Codes of Practice -   are reviewed by the legal 
department. 

In line with our legal and licence obligations to 
inform customers of the levels of service they can 
expect from us, we have reviewed our of Practice 
and similar publications and published them on our 
website. 
We are also mindful of the recent modifiacation to 
our License which requires a move away from Codes 
of Practice to the principle of Core Customer 
Information. 

 
 

 Standard Information on billing literature is 
reviewed by the Legal Department and approved 
by the Annual Billing Steering Group before 
publication. 

All changes were reviewed by the Annual Billing 
Steering Group with assurance provided by our Legal 
Department.  

 
 

 Annual or quarterly Information provided to 
CCWater. 

Where information is derived from performance 
commitments reported in the APR, it has already 
been subjected to the appropriate assurance. If data 
does not form part of the APR, second line assurance 
is undertaken before being sent to CCWater.  

 
 

 Data Share - The relevant information contained 
within the APR is or will be published on an 
industry site called Discover Water. 

This data was the subject of the assurance 
programme (described earlier), specifically the 
“three lines of assurance” process. A numbers 
reconciliation was undertaken by the Regulation 
Department to ensure that the numbers had been 
extrapolated correctly.  

 
 

 Ongoing developments of the website. To ensure that it remains a reliable platform by 
which customers and stakeholders can obtain 
information on the business, a Group has been 
established chaired by the Digital Services Manager 
which ensures that all information published on the 
website has been assured to the required level.  

 
 

 We are currently scoping how we can improve 
further our online presence for more customer 
focussed performance reporting and what this 
could look like, which we will promote via social 
media. We intend to roll-out this activity during 
2019.  

We included within part 3 of our APR additional 
information for our customers and stakeholders to 
review and understand the impact our performance 
had on our outcome delivery payments. We will 
continue to look to improve our online prescence 
and we will promote via social media. 

 

  



DCWW Data Assurance Summary 2018/19 

17 
 

Price Review 2019 Business Plan  
Every five years, Ofwat sets limits on the prices which water companies in England and Wales can 

charge to their customers. This process is known as a price review. Ofwat is currently working on the 

price review for 2019 (known as PR19) and this will set the allowed revenues and performance targets 

for companies for the period 2020 to 2025. The price review includes an allowance for maintenance 

of assets, ensuring security of supply and meeting drinking water and environmental quality 

requirements.  

Each company was required to prepare a business plan for the period of the review, which we 

submitted to Ofwat in September 2018. This included a large number of data items submitted in over 

100 data tables. As part of the query process following the submission, a small number of data items 

were amended and resubmitted in accordance with Ofwat guidance. 

Ofwat issued their initial assessment on business plans to provide feedback to companies on the plans. 

We have been placed in the middle category (slow track) along with the majority of companies, and 

had to resubmit our business plan by 1 April 2019. Within the Ofwat initial assessment we achieved 

an ‘A’ score from Ofwat for the ‘securing confidence and assurance’ test area – the only company to 

do so. Accordingly there were no ‘actions’ from Ofwat in relation to the assurance of the data 

submitted. 

As the Price Review and the production of an associated business plan is such a large and complex 

exercise, this activity was placed in the “low-medium” risk zone and this is reflected in the controls 

and mitigating measures we have in place. In the table below we summarise the outcome of our 

assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

 The PR19 Business Plan submitted to Ofwat on 1 
April 2019 had an assigned publication manager, 
who was responsible for ensuring that the 
company had followed all assurance processes 
and that the Business Plan document was 
accurate, accessible and easy to understand.  
 

The assigned Publication Manager ensured that our 
assurance processes continued with every 
submission of the Business Plans.  

 
 
 

 A PR19 project team was created which oversaw 
the PR19 programme and met monthly. The 
development of the plan was managed by water, 
wastewater and retail ‘Totex’ Management 
Groups, chaired by the Directors of Water, 
Wastewater and Retail respectively, and all of 
which report to the DCE.  

The PR19 Project Team tracked the progress of the 
PR19 Programme, including how each element of 
the plan was progressing through the various 
governance levels, and the progress of the Assurance 
Plan. 

 
 
 

 There is a Regulatory Steering Group which 
reviews the relevant regulatory requirements for 
PR19 and makes sure that they are being met. 

The Regulatory Steering Group scrutinised the data 
in the PR19 Business Plan data tables to ensure 
consistency and accuracy. 

 
 

 Named data providers (who provide the data) and 
data managers (who also sign off the data) were 
assigned for all sections of the Business Plan and 
they had responsibility for providing accurate 
information in line with any guidance provided.   

The data tables were populated by the data 
providers, and the data itself was subject to our full 
assurance and scrutiny process including sign off.  
 
 
 

 
 

 Senior managers and Directors have reviewed 
and approved the information contained within 
the publication. 

The information contained within the publication 
was reviewed and approved by senior managers and 
Directors. 
 

 
 

 External independent assurance was provided by 
the Technical Auditor who confirmed that the 
data was accurate and, where relevant, that the 
submission had been developed in line with the 

The scope of the assurance that was provided by 
external independent assurance had been confirmed 
and approved by our Board.  
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Controls, mitigating actions & Improvements Assurance Finding response 

guidance provided.  The Financial Auditor also 
provided an opinion on the relevant financial 
aspects of the Business Plan.  

 A Board Assurance Statement was provided to 
confirm that all assurance requirements for the 
Business Plan submission have been met. 

A Board Assurance Statement was submitted 
alongside our Business Plan.  
 

 
 

 We had an assurance plan for the PR19 
submission as a whole that covered any PR19 
information that we submitted to Ofwat. 

The PR19 Assurance Framework has been challenged 
and approved by the Board and Audit Committee. All 
submissions to Ofwat have been through the 
appropriate assurance.  

 
 

 We will respond to all areas raised by Ofwat in 
their ‘Initial Assessment of Plans’ by the due date. 

A full response on Ofwat’s Initial Assesment of our 
Plan was submitted by the deadline date of 1 April 
2019. 

 

 

  



DCWW Data Assurance Summary 2018/19 

19 
 

Bio-resources Market Information  
Market information on Bio-resources (also known as sludge) allows third parties to identify market 

opportunities. Companies are required to submit information by the end of July each year.  

Although this was classified as a low risk area we have a number of controls and mitigating actions in 

place. In the table below we summarise the outcome of our assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

 Named data providers and data managers are 
responsible for providing accurate information in 
line with the guidance provided. A submission 
manager has been appointed to ensure that all 
data providers and data managers are identified 
and that the submission is completed to the 
relevant timescales and in line with requirements 
and guidance. 

The data assurance programme was implemented as 
planned. There were no material issues identified 
and the governance stages, e.g. sign off of data at 
different levels operated as planned. Detailed 
internal Methodology Statements have been 
developed which include a step-by-step guide on 
how the data is obtained, the checks and balances in 
place, any assumptions made and any exclusions 
applied. 

 
 

 Named senior managers review and approve the 
information contained within the published 
document. A peer review of the information and 
the submission is carried out. 

The Head of Service and the Biosolids Manager both 
undertook a full review of the data and 
methodologies and verified them against historic 
information and applied operational experience. All 
data has been signed off by the data owner, his 
manager and the appropriate director. 

 
 

 External independent assurance is provided by 
the Technical Auditor to confirm that the 2018/19 
data is accurate and in line with the published 
guidance. 

Jacobs (our Technical Auditor) undertook a process 
and data review in accordance with an agreed Audit 
Plan. Jacobs’ concluded that the data is accurate and 
in line with published guidance. 

 
 

 DCWW data team are producing live data models 
for the four key advanced digestion treatment 
facilities which will support real time and annual 
data reporting requirements. 

An initial assessment has been made and further 
development work will be discussed at a scoping  
meeting between our data team and bioresources 
team to progress the production of live data models. 
. 
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Water Resources Management Plan and Market Information  
In February 2018, Welsh Government gave us direction to publish our draft Water Resources 

Management Plan 2019 (WRMP19) for full public consultation. The consultation ran for 12 weeks, 

closing on 8 June, during which time we received eleven responses from regulators and other 

stakeholders. On 14 September 2018 we submitted our revised draft WRMP19 and associated 

Statement of Response, setting out the changes we had made to our Plan in response to the comments 

received. We received direction on 8 March 2019 from Welsh Government to publish our Final 

WRMP19 which is now available on our website. 

We published a full set of Ofwat Market information Tables alongside the submission of our draft 

WRMP19 and have updated and re-published these on our website, to support the submission of our 

Final WRMP19. 

Although this was classified as a low risk area, we have a number of controls and mitigating actions in 

place. In the table below we summarise the outcome of our assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

 A multi-layer quality assurance process around 
the development of the WRMP and associated 
data. This includes quality monitoring of 
individual data lines through external consultants 
and DCWW staff review, peer review of data 
processes and overall quality assurance of our 
processes through external audit. 

The external consultants we employ to undertake 
the technical assessments for the WRMP have their 
own internal systems of quality assurance. Within 
the Water Resources Team, we use our technical 
expertise to critically review the outputs received 
from the consultants.  
 
Ahead of submitting our dWRMP19 Jacobs reviewed 
the approaches we and our consultants had taken to 
producing the components of the dWRMP19 we had 
identified as high risk. The only matter identified was 
corrected before submission. 

 
 

 External framework consultants are used to 
develop and produce the majority of the supply 
and demand side data for the WRMP, e.g. 
deployable output, outage and headroom 
allowances. Our consultants employ their own 
assurance processes to ensure that data is robust 
and this information is further subject to DCWW 
review and sign off. 

 

We have used our Water Resources and Drought 
Planning Framework to procure expert consultancy 
support. The following consultants  have undertaken 
the technical assessments and associated reporting 
of key components of the  WRMP19:  

 Atkins;  

 Wood;  

 Ricardo;  

 ARUP;  

 HR Wallingford;  

 Decision Lab;  

 Jacobs; and  

 Artesia. 

 
 

 The Technical Auditor undertakes an independent 
audit of our processes and reviews the 
approaches that we and our partners have taken 
with regards to those components of the draft 
WRMP identified as high risk. This highlights 
potential risks to compliance with the WRMP 
guidance and considers how our draft WRMP 
processes are aligned to the Welsh Government’s 
guiding principles and Ofwat’s priorities for the 
2019 Price Review. The key questions asked were: 

- Have we demonstrated a good 
understanding of the Water Resource 
Planning Guidance (WRPG) and associated 
documents? 

- Were the processes used consistent with 
the WRPG, with any deviations explained 
and justified? 

We asked Jacobs to highlight potential risks to 
compliance with the WRPG and consider how our 
dWRMP19 processes aligned to the Welsh 
Government’s guiding principles and Ofwat’s 
priorities for the 2019 price review. Overall, for the 
dWRMP10 components that Jacobs reviewed, they 
concluded that: 

 we and our partners demonstrated a good 
understanding of the WRPG and associated 
documents; 

 the processes ourselves and our partners 
described were consistent with the WRPG, 
with any deviations explained and justified; 

 the plan adequately reflects the Welsh 
Government’s guiding principles and 
Ofwat’s key themes for the interlinked 
2019 price review; and 

 
 

https://www.dwrcymru.com/en/My-Water/Water-Resources/Final-Water-Resources-Management-Plan-2019.aspx
https://www.dwrcymru.com/en/My-Water/Water-Resources/Final-Water-Resources-Management-Plan-2019.aspx
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Controls, mitigating actions & Improvements Assurance Finding response 

- Did the plan adequately reflect the Welsh 
Government’s guiding principles and 
Ofwat’s key themes for the interlinked 
2019 Price Review?  

- Do the processes employed incorporate 
appropriate levels of quality assurance? 

 the processes incorporated appropriate 
levels of quality assurance. 

 Collation systems for demand forecast and supply 
demand balances have been developed by 
external consultants with expert peer review 
undertaken internally. This reporting system 
takes audited data and automatically generates 
the data tables required by regulators. This 
includes the reporting of WRMP and the market 
information data. We have peer reviewed this 
reporting system. 

One of our consultants (Wood), who are the experts 
in their particular field, were employed to undertake 
various technical assessments required to enable 
completion of the WRMP19. This involved producing 
a spreadsheet collation tool that automatically 
populated the required WRMP19 Natural Resources 
Wales/Environment Agency planning tables and the 
WRMP19 Ofwat Market information Tables. 
 
The reporting tables produced were critically 
reviewed by the Water Resources Team and were 
verified against the data tables we produce 
internally. 

 
 

 The Plan will be published for full public 
consultation in early 2018 and by September 
2018 we will produce a revised draft WRMP that 
takes account of the feedback received. 

In February 2018, Welsh Government gave us 
direction to publish our draft Water Resources 
Management Plan 2019 (WRMP19) for full public 
consultation. The consultation ran for 12 weeks, 
closing on 8 June, during which time we received 
eleven responses from regulators and other 
stakeholders. On 14 September 2018 we submitted 
our revised draft WRMP19 and associated Statement 
of Response, setting out the changes we had made 
to our Plan in response to the comments received. 
We received direction on 8 March 2019 from Welsh 
Government to publish our Final WRMP19 which is 
now available on our website. 

 
 

 We will continue to work closely with our 
regulators to continually improve our processes 
and understanding of the risks that we are 
presented with. We have invested in a new water 
resources modelling platform ‘Aquator’ which will 
provide us with a new application to support our 
water resources and drought plan development 
through improved water supply system 
modelling. 

We have produced Aquator models for our five 
largest water resource zones, namely SEWCUS, Tywi, 
North Eryri Ynys Mon, Pembrokeshire and Alwen 
Dee. We are in the process of signing these off and 
will report updated values to NRW once we are 
happy with the model performance. 

 

 We are also improving our catchment modelling 
capability so that we can improve the 
representation of the hydrological inflows within 
our reservoir and river catchments where 
needed. 

Work to improve some of our catchment modelling 
was undertaken during the preparation of our draft 
Drought Plan. We are currently producing a scope of 
work for issue to our Framework consultants to build 
on this. 

 

 We will continue to use the Annual Review 
process to report on any changes to our supply 
demand balances and to report on progress 
against this Plan. 

We submitted our WRMP Annual Review to Welsh 
Government on 5 September 2018. 
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Statutory Financial Reporting  
Our Annual Report and Accounts are published on our website in July each year, and our Interim 

Statements are published in the preceding November. Although this was classified as a low risk area, 

we have a number of controls and mitigating actions in place. In the table below we summarise the 

outcome of our assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

 Our accountants perform the day to day 
accounting activities which include maintenance 
of accounting systems and month end 
reconciliations.  

The Internal Audit function performs an annual 
review of the adequacy of general ledger controls 
and their operation. The last report, dated February 
2019, was graded Satisfactory Assurance. 

 
 

 Data owners and managers are responsible for 
providing accurate information in line with the 
latest regulatory and statutory accounting 
guidance. 

The Regulatory and Financial Accountant has 
circulated the latest guidance to all responsible 
individuals, and has held a number of training 
sessions with data and table owners, focusing on 
those whose responsibilities have changed and/or 
where there have been significant changes to the 
reporting requirements. 

 
 

 Management oversight of the accountants’ 
activities includes regular reviews of information 
and final approval ahead of publication. 

All financial reports published externally are subject 
to a comprehensive suite of reviews, initiated within 
Corporate Finance and requiring sign-off from the 
Group Financial Controller and Finance Director prior 
to being circulated to the DCE, Audit Committee and 
Board. Reports are only published following Board 
approval. 

 
 

 Financial Auditors, working in line with 
International Standards on Auditing, review 
information presented within our statutory 
accounts and provide their independent audit 
opinion as to whether that information is true 
and fair based on its compliance with 
International Financial Reporting Standards and 
the Companies Act 2006.  

Similarly to previous reporting periods, the 
independent external auditors performed interim 
controls testing work in January 2019 and have been 
onsite throughout April to June 2019 to complete 
their audit procedures prior to providing their formal 
audit opinion in June 2019. 

 
 

 Review by the DCE and updates are provided to 
the Audit Committee. 

The DCE review took place in May 2019, prior to the 
Audit Committee review and Board sign-off. 

 
 

 A Board sign off before publishing. The APR and statutory accounts were reviewed by 
the Audit Committee on 5 June 2019 and approved 
by the Board on 6 June 2019, prior to a preliminary 
announcement on 13 June 2019 and formal adoption 
of the statutory accounts at the Members’ Annual 
General Meeting in July 2019. 

 
 

 Annual review of accounting policies (last 
performed in January 2019) to ensure compliance 
with changes to accounting framework and our 
ability to comply with future changes. 

At its meeting on 30 January, the Audit Committee 
reviewed and approved management’s assessment 
of the impact of changes to both statutory and 
regulatory financial reporting requirements, as well 
as the impact of changes to the group structure and 
the outputs of a review of other sector companies’ 
accounting policies. No significant issues were 
identified. 

 

 Implementation of an accounting system module 
which gives a consolidated overview and greater 
control over all month-end closing activities. 

 
Implementation of a consolidation module in the 
SAP accounting system will provide a more robust 
consolidation process to compile both Company 
and Group financial reports and will reduce the 
volume of offline journal entries. 

A “financial closing cockpit” was implemented in 
2018/19 which improves our visibility and control 
over month- and year-end closing activities. We have 
also built functionality to automate the monthly 
consolidation of our financial ledgers for reporting 
purposes. 
During 2019/20 we will look to automate elements 
of the closing cockpit and will complete 
implementation of the consolidation module. 
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Controls, mitigating actions & Improvements Assurance Finding response 

 Development of automated reports to reduce the 
need for manual cost allocation and increasing 
resources available to provide internal assurance. 

Our Finance Systems Manager has developed a 
number of reports which are being used by the 
Commercial Finance team on a monthly basis to 
reduce reporting time and the risk of manual error. 
During 2019/20 we will investigate the potential for 
generating automated reporting in the table formats 
required for the Annual Performance Report. 
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Natural Resources Wales (NRW) – Discharge Environment Permit Compliance  
Each year, we are required to submit to NRW data which is used by them to populate a set of 

compliance tables around how our Sewerage Treatment Works are performing against their discharge 

consents.   

This activity falls into the “Low-Medium” risk zone as we have a new system being introduced to report 

this important data to NRW. We have a number of controls and mitigating actions in place. In the table 

below we summarise the outcome of our assurance activities. 
Controls, mitigating actions & Improvements Assurance Finding response 

 Details of NRW and EA numerical permit limits 
are entered into DCWW’s Quality Database (QDB 
and LIMS). 

 

These limits are stored within the master system 
QDB. The limits can change within AMP periods in 
line with agreement with our regulators but the 
changes to numbers are not significant. There is a 
process in place to update these limits as they take 
effect. Historically, this process has been audited by 
our Business Assurance team and recommendations 
for improvement implemented. There is an ongoing 
plan for further improvements by the inclusion of 
the process into the IMS system, so that it is formally 
audited and is subject to an extra level of 
governance. This will be implemented as part of the 
SAMs project phase 2b. 

 
 

 The Operator Self-Monitoring (OSM) sampling 
programme is not visible to operational staff 
responsible for discharge performance. 

The QDB system has firewalls in place to ensure that 
operational staff do not have access to any of this 
information. This has also been incorporated in the 
new SAMs system. 
 
Staff training and awareness sessions make it clear 
that informal sharing of information by staff is not 
permitted. This is reinforced in all sampler training 
and regular training updates. 

 
 

 Suite of documentation and guidance available 
for staff in the DCWW Integrated Management 
System (IMS).   

There is a complete and thorough set of 
documentation that covers all aspects of the OSM 
sampling role. This is audited frequently by our 
Business Assurance team and UKAS as part of our 
UKAS certification. 

 
 

 Colleagues directly involved in the OSM process 
are free from any possible conflict of interest by 
reporting to different Heads of Business. 

The OSM team report to the Head of Science but 
operational staff report to the Head of Treatment. 
 

 
 

 Sampling results analysed by independent and 
United Kingdom Accreditation Services (UKAS) 
accredited laboratories. 

All analysis is sent to UKAS certified laboratories. 
 
 

 Sampling failures automatically reported from 
QDB and LIMS.  

All sampling failures are reported automatically 
through our QDB system and there are suitable 
processes in place. Reports of failures are generated 
automatically and circulated to the relevant staff. 
This has also been built into our new Sampling 
Analysis Management System (SAMs) which has 
replaced QDB.  

 
 

 Regular manual and automatic reconciliation 
checks are carried out by the company to ensure 
the NRW, EA and DCWW data sets remain in step. 

This is an essential process that takes place at least 
annually between NRW, Environmental Agency and 
ourselves. Once agreed, the data is signed off by 
senior managers in all organisations. This data then 
forms part of our compliance report to Ofwat. 

 
 

 Regular liaison meetings between NRW/EA and 
DCWW. 

There is a Liaison Framework in place between 
ourselves, Environment Agency and NRW. 
Operational staff from the respective organisations 
meet locally and strategic staff meet centrally to 
work on issues such as NEP, scheme progress, audits 
and data integrity. Outstanding issues can be 
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Controls, mitigating actions & Improvements Assurance Finding response 

escalated upwards through the framework to 
director level meetings. 
 

 Senior Manager approves the end of year data 
with NRW.  

Once the end of year compliance position has been 
agreed, the year-end data is signed off by Senior 
managers in both NRW and DCWW. 

 
 

 Annual independent audit of DCWW processes 
carried out by UKAS. 

This is part of a mandatory requirement to maintain 
DCWW UKAS certification and takes place annually, 
with all recommendations implemented promptly.  

 
 

 Annual audit of OSM management system carried 
out by NRW and EA. 

The Operator Monitoring Assessment (OMA) audit 
was performed by NRW in 2017 with excellent 
feedback. All recommendations were implemented 
promptly. Unfortunately, NRW were unable to carry 
out their 2018 OMA audit, this is a regulatory 
obligation and we have been in contact with NRW 
and we are hopeful that one will take place in 2019. 

 

 Annual audit of sampling technicians and the 
Management System by Business Assurance. 

This is a mandatory requirement of our UKAS 
certification, and the whole team of sampling 
technicians consistently achieve substantial 
assurance. 

 
 

 A Steering Group headed by the Managing 
Director of Wastewater Services, has been in 
place for some time to oversee implementation 
of the new system. 

The project team have successfully delivered the 
mobile aspect of the SAMs system and are now 
moving to the reporting aspect (phase 2b). The 
Managing Director of Wastewater Services has 
overseen, via the steering group. 

 
 

 Steering Group reports regularly to Systems and 
Change Group, chaired by the Finance Director. 

The Managing Director of Wastewater Services sits 
on the Systems and Change Group. 

 
 

 Pollution incidents entered into DCWW SAP 
system. 

All pollution incidents are entered into our corporate 
SAP system. This is undertaken by following an 
Information Management System (IMS) Pollution 
Incident/Reporting procedure. 

 

 Regular reconciliation between SAP system and 
NRW National Incident Recording System (NIRS). 

Information is exchanged on a monthly basis. This 
data is reconciled with our internal records held on 
SAP and variances are recorded. Any differences 
between NRW, EA and ourselves are reconciled and 
agreed by year end. 

 

 Regular formal and informal liaison 
communications with NRW provides assurances 
on the accuracy and classification of pollution 
data. 

There are open channels of communication 
throughout the year between NRW, EA and 
ourselves on both formal and informal matters. 

 

 Assurance further provided with the development 
of staff guidelines regarding the classification and 
definition of pollution incidents all defined within 
IMS procedures. 

We follow our IMS procedures and NRW and EA 
guidance documents. We have also taken part in 
joint training workshops with NRW. 

 

 Procedures developed for reporting and 
recording of pollution incidents with process 
mapping required and implemented through IMS. 

There is a complete and thorough set of 
documentation that covers all aspects of pollution 
incident recording and reporting. This is audited by 
our Business Assurance team and by the UK’s 
National Accreditation Body (UKAS) as part of our 
UKAS accreditation. 

 

 Year-end check of NIRS in line with the NRW 
timetable. 

This is an essential process that takes place between 
NRW and ourselves. 

 

 Draft return to NRW approved by Head of 
Wastewater Assets. 

Data is signed off by senior managers including the 
Head of Wastewater Assets. This data is then 
included in our pollution performance report to 

Ofwat. 
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Controls, mitigating actions & Improvements Assurance Finding response 

 New system introduced to replace QDB in May 
2018, however management and regulatory 
reporting will continue from the QDB system until 
2019. Other elements of the Sampling Analysis 
Management system (SAMs) delivery have 
impacted on funds available. Project plans and 
new delivery date being reviewed. 

The SAMs project team have now moved to the 
reporting aspect of the QDB replacement project. 
This is phase 2b and the business are currently 
collating impacted reports and subsequent 
requirements. 

 

 We will be setting up with NRW more regular 
reviews of the data within the reporting year. 
Review dates for 2019 to be agreed but aim to 
meet to review the Q1 data in May 2019. 

NRW are undergoing a reorganisation so they have 
been unable to undertake a data review. We will 
look to progress with NRW in the second half of 
2019. 
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Payment Policies, Practices and Performance  
The UK’s largest companies have an obligation to report on a half-yearly basis their payment practices, 

policies and performance for post 2017 financial years. The information must be published through 

an online service provided by the government and will therefore be available to the public. 

Although this was classified as a low risk area, we have a number of controls and mitigating actions in 

place. In the table below we summarise the outcome of our assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

 Financial systems and procedures are configured 
to ensure that we can pay all approved invoices 
within our agreed payment terms. 

As part of a drive to speed up the invoice payment 
process, in 2017/18 the system’s payment 
parameters were revised and the day of the weekly 
payment run was brought forward. 
A “Faster Payments” process was also put in place to 
ensure that the Accounts Payable team can respond 
quickly to urgent payment requests. 

 
 

 Lists of outstanding invoices are circulated to 
procurers and line management to ensure 
visibility. 

A report detailing blocked and parked invoices is 
circulated to all procurers, line management and the 
DCE on a monthly basis. The volume and value of 
invoices on this report is monitored and used as a 
KPI to track payment performance. 

 
 

 We have implemented systems enhancements to 
make it easier for procurers to confirm receipt of 
goods/services and to automate the timely 
provision of visibility of delayed items to line 
managers. 

Systems enhancements were deployed in April 2018 
which send automated emails to the procurer when 
an invoice is received, with reminders and escalation 
to line management if the confirmation is not made 
within a set timescale. 

 
 

 We are continuing to implement systems 
enhancements to make it easier for procurers to 
confirm receipt of goods/services and to improve 
timely visibility of delayed items to line managers. 

We have developed reports to provide 
administrators with visibility of colleagues’ P2P 
(Purchase to Pay) transaction status. 
We are restricted by our current system 
functionality, but are looking to upgrade this in the 
next price review period, which will allow us to 
implement further improvements, including the 
introduction of a KPI dashboard and a mobile app for 
confirming receipt of goods and services. 

 

 Systems enhancements to improve suppliers’ 
experience. 

We have already made a number of enhancements 
in this area, including system and process 
improvements to deliver sector-leading payment 
performance and we now have the ability to accept 
invoices by email to our dedicated inbox. Going 
forward, we will be introducing a facility to auto-
email remittance advice slips. 

 

 Signing up to the Prompt Payment Code. Our payment performance throughout 2018/19 met 
the criteria to sign up to the Prompt Payment Code 
and we were confirmed as an official signatory on 28 
May 2019. 
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Customer Engagement  
We ensure that data and information that is used to inform any customer research is derived from a 

reliable and accurate source and also that it processed correctly. We have in place a framework for all 

customer engagement activities.  

 Although this was classified as a low risk area we have a number of controls and mitigating actions in 

place.  In the table below we summarise the outcome of our assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

 All customer research is undertaken by a 
reputable research company with a strong track 
record in the field of customer research. We use 
three research companies under a framework 
contract which was competitively tendered. All of 
the companies are members of the Market 
Research Society and are therefore bound by 
their code of conduct on how such research 
should be conducted. 

During 2018-19 we used all three research 
companies under our framework contract. For 
example they have undertaken customer research in 
relation to PR19 Measures of Success and customers’ 
willingness to pay. All of the research undertaken is 
in line with the Market Research Society (MRS) best 
practice. 
This framework has been extended to run until the 
end of the AMP and we will undertake a new 
procurement exercise in 2019 to re-tender and 
update this framework. 

 
 

 Generally, data used in the research is sourced 
from our published documents such as our APR or 
the Annual Reports and Accounts which 
themselves have been subject to the appropriate 
level of assurance.  

Where possible, we have ensured the use of already 
published data in our research, for example, when 
highlighting company performance, data has been 
taken from 2017/18 APR. 

 
 

 Where data is obtained from documents 
published by reputable external bodies, e.g. NRW 
we assume that the data has been subjected to 
the appropriate assurance.  

We continue to make this assumption. The UKCSI 
survey is undertaken on behalf of the Institute of 
Customer Service which benchmarks customers’ 
satisfaction for companies across the UK. The 
research partner used is a member of the MRS, and 
data used from this companies surveys are assumed 
to be subject to the appropriate assurance. 
Similarly, CCWater also use reputable research 
companies who are a part of MRS to conduct their 
research and so we assume appropriate assurance 

 
 

 Data owners within the business are responsible 
for processing the data and satisfying themselves 
that it is reliable and accurate.  

For all MOS and KPIs there are Methodology 
Statements that state the process for sourcing and 
validating internal data, including any checks which 
need to take place. 

 
 

 Generally customer engagement undertaken for 
PR19 is shared with the CCG and they have the 
opportunity to challenge & scrutinise the 
approach and materials provided. Our research 
briefs and questionnaires are shared with the CCG 
as are all final reports on the results. 

Any relevant research is shared with the Customer 
Challenge Group for their independent advice and 
challenge.  
 

 
 

 Following completion of the PR19 research we 
will undertake a lessons learnt exercise with the 
CCG, which will include a review of how the 
controls and mitigations listed above were 
followed. 

This has been completed with the CCG with the input 
from Welsh Water and research agencies. Findings 
from this review will be aligned to next steps for the 
CCG and any forward plans for customer 
engagement work in the business. There were no 
issues found with the integrity of any of the above 
controls. 
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Our Priority Services for Vulnerable Customers 
Vulnerable customers, i.e. those who have particular requirements due to their age, health, medical 

condition or extra communication requirements are encouraged to register for Priority Services so 

that we can help adapt our services to meet their needs. We publish a “Priority Services” booklet 

which explains what is available, how we can help and how customers can apply.  

Although this was classified as a low risk area we have a number of controls and mitigating actions in 

place. In the table below we summarise the outcome of our assurance activities. 

Controls, mitigating actions & Improvements Assurance Finding response 

 The company maintains our register for our 
priority services, which includes over 32,000 
customers. 

We have dedicated resource to manage and 
maintain the Priority Services Register (PSR).  We 
provide CCWater with a quarterly report.  

 
 

 Customers’ information and needs are registered 
onto relevant business systems, where reports 
can be produced.  

We have a dedicated Priority Services field in two of 
our primary company systems to identify any 
customers on our PSR and the additional services 
they require.  

 
 

 Access to the register is restricted so we comply 
with Welsh water’s policy on sensitive 
information. 

Five employees currently have access to the PSR. 
These access requirements are reviewed as people 
join/leave the team. 

 
 

 Data sharing agreements are in place with other 
utility providers to receive details of customers 
signed up to their priority services schemes. 

We currently receive customer share data from 
Wales and West and Western Power Distribution. All 
information shared is sent electronically to our 
Priority Services inbox and password protected.  

 
 

 The register is maintained in various ways, such 
as application form received from the customer, 
information received from Renal Dialysis Units 
regarding additional service customers and 
information received during a telephone 
conversation with a customer if for example they 
are unable to complete an application form. 

Direct customer applications are scanned onto our 
BPM system which is then allocated to the Priority 
Services team for processing. Information from Renal 
Dialysis Units are received monthly and are sent to 
the Priority Services team to update records and 
make contact with the customer if necessary.  
Assistance is given when customers request 
assistance in completing our Priority Services 
application.  

 
 

 We currently work with over 180 partner 
organisations as a way to promote our Priority 
Services Register, as well as this we have a one 
way data share agreement in place with Western 
Power and Wales and West Utilities.  We will 
expand this data share further and incorporate all 
of the areas that the energy sector will provide 
for their customers under their Priority Services, 
known as needs codes which will be live by 2020. 

We have a dedicated ‘Promotion’s’ team who work 
with external partners to raise awareness of the 
Priority Services Register.  They also attend 
events/forums to connect directly with customers in 
order to place them onto the Priority Services 
Register.  The Data Share agreement currently in 
place is currently only one way, but further work is 
underway in order to provide a two way exchange.  
This will hopefully be delivered once we have 
incorporated all of the needs codes. 

 
 

 Plans are in progress to recruit specialist advisors 
who will cover all aspects of financial/non-
financial support options with customers.  This 
service provision will start as a pilot in early 
summer 2019. 
 
We are currently working with a number of 
different companies to scope what training and 
support we will require going forward for call 
advisors to identify customers in vulnerable 
circumstance.  This will enable the call advisors to 
offer the most appropriate support on a case by 
case basis. 

Seven specialist advisors have been recruited to 
cover all aspects of financial and non-financial 
support options with customers.  This service will 
begin on 5th June 2019. 
 
The specialist advisors have received class room 
training since 7 May and will come onto the floor on 
5 June 2019.  They will also receive on-going 
‘specialist’ training to ensure that knowledge/ 
experience is maintained and developed throughout 
their employment.  
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CCWater Reporting  
The Consumer Council for Water (CCWater) is a statutory consumer body for the water industry in 

England and Wales. 

We provide, on a regular basis (monthly, quarterly and half yearly), a suite of data to CCWater on areas 

such as our performance on sewer flooding, supply interruptions and the number of customer 

complaints we have received.  In addition, a copy of our company scorecard, which shows 

performance against our key targets is provided to CCWater monthly.  

In addition, and following discussions with CCWater, we have developed a non-household report 

which we submit to CCWater on a quarterly basis. The report includes information on the volumes of 

telephone contacts and written complaints received. CCWater also reviews and discusses this report 

at the regular quarterly meetings. 

The accuracy and completeness of the information we provide to CCWater is very important for all 

customers and other stakeholders in general and justifies its inclusion within this document. We 

therefore ensure that the data that we provide follows the same high level of assurance that we 

provide to all of our other regulators. 

Controls, mitigating actions & Improvements Assurance Finding response 

 Data sign off by the data owner, business 
manager (where appropriate) and the relevant 
Director. 

100% complete. All data has been signed off by the 
data owner, his/her manager and the appropriate 
Director. 

 
 

 Commentaries are provided to support the data. 
These are reviewed and signed off by the relevant 
Director. 

All data and commentaries provided are reviewed 
and approved by the relevant business director. 

 
 

 Regulation Team review data, methodology, 
performance and supporting audit trails. 

During May and prior to the Jacobs’ audits, due 
diligence meetings took place with all data owners. 
Amongst the matters reviewed were: 

 The application of the appropriate; 
Methodology Statements and reporting 
requirements;  

 Assumptions and judgements; and 

 Data Commentaries explaining performance by 
reference to targets and historical data. 

Verification checks by reference to previously 
reported data were also carried out. 

 

 Third party detailed audit of the year end data 
collection and reporting process by our Technical 
Auditor to provide assurance that the data can be 
reported reliably and accurately and in 
accordance with any relevant reporting 
requirements. This includes sample checks to test 
processes, assumptions, methodology, 
implementation, governance and results. 

Jacobs’ audits took place between 1 May 2019 and 4 
June 2019. Reports were prepared for each audit 
and the risks were scored. Jacobs also produced a 
letter to the Board summarising their findings and 
attended both the Audit Committee meeting on 5 
June 2019 and the Board meeting on 4 July 2019 to 
report their conclusions and to answer any 
questions. There were no material issues identified. 

 

 Quarterly meeting held with CCWater who 
challenge our performance where relevant. At 
least one Director attends these meetings.  

We have ongoing attendance at the quarterly 
CCWater meetings by colleagues from across the 
business, along with at least one Director. 

 

 Public meetings are arranged by CCWater and 
customers can attend and question the company. 

Ongoing attendance at the public meetings arranged 
by CCWater by colleagues from across the business. 
These are usually twice a year. 

 

 Methodology Statements will be developed in 
2019 for all information that is reported to 
CCWater. 

Methodology Statements have been produced and 
have been and internally scored by the Regulation 
Team. These helped focus both the due diligence 
sessions and the external audits. 

 

 In consultation with CCWater, the reporting 
mechanisms will be kept under review. 

We have an open relationship with CCWater and 
work with them to develop appropriate changes to 
their reporting requirements. 
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Corporate Resilience  
Strengthening resilience so that our customers can depend on their water and sewerage services, both 

now and in the future, is a major feature of our Business Plan. 

We take a ‘whole business’ approach to resilience, and as such our plans for resilience are embedded 

in almost every element of our Business Plan. We have developed a comprehensive framework, 

including the DCWW ‘Resilience Wheel’, to assess resilience across the business, based on 

international good practice and national guidance. 

The UK Corporate Governance Code sets out standards of good practice in relation to leadership, 
effectiveness of the Board, accountability, remuneration and relations with Shareholders. Although 
the Code is more applicable to companies whose shares are listed on the London Stock Exchange, we 
endeavour to follow the spirit of the Code and the principles it sets out.  
 
Each year we publish our Annual Report and Accounts in as fair and balanced a manner as possible 
and our Directors confirm that the company is a “going concern” and make a long term viability 
statement. In our Annual Report and Accounts we report against the UK Corporate Governance Code, 
including ensuring a “fair, balanced and understandable” review of the performance, business model 
and strategy of the company.  
 

Controls, mitigating actions & Improvements Assurance Finding response 

 We are headed by an effective Board which is 
collectively responsible for the long-term success 
of the company. 

As we provide a vital public service, we understand 
that how we are governed is crucial to earning the 
trust of our customers. It is our vision to Earn the 
Trust of our Customers Every Day. 
 
The Board and its Committees have the appropriate 
balance of skills, experience, independence and 
knowledge of the Company to enable them to 
discharge their respective duties and responsibilities 
effectively. The Board regularly reviews this in 
discussions with the Company Secretary, 
Nominations Committee and as part of our annual 
effectiveness review. 
 
The composition of the Board was reviewed by the 
Nominations Committee at its November 2018 
meeting, to confirm an appropriate diversity of 
background, skills expertise and experience, and to 
plan for Director succession. The composition of the 
Board Committees was also reviewed and changes to 
current Membership proposed and approved. 

 
 

 We have a clear division of responsibilities 
between the running of the Board and the 
executive responsibility for the running of the 
company’s business. No individual has unfettered 
powers of decision-making. 

The effectiveness of the Board is essential to 
ensuring the long-term success of the business and 
there is a clear division of responsibility between the 
strategic focus of the Board and the Executive 
responsibility for implementing strategy in the day-
to-day running of the business. 
 
Whilst the Chief Executive is responsible for leading 
the business, our Chairman is responsible for 
leadership of the Board and ensuring its 
effectiveness, and Non-Executive Directors 
constructively challenge and help develop proposals 
on strategy. 
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Controls, mitigating actions & Improvements Assurance Finding response 

We consider the independence of our Non-Executive 
Directors on an ongoing basis and formally on an 
annual basis. 
 
All of our Non-Executive Directors are deemed to be 
independent in accordance with the UK Corporate 
Governance Code and free from any relationship 
which would compromise their independent 
judgement. 

 We have formal and transparent arrangements 
for considering how it should apply the corporate 
reporting, risk management and internal control 
principles and for maintaining an appropriate 
relationship with the company’s auditors. 

The Boards determines the appropriate risk appetite 
in achieving our strategic objectives, whilst ensuring 
sound systems of internal control and risk 
management. 
 
The Board is accountable to a wide range of key 
stakeholders including the Glas Members, our 
investors, customers, colleagues, suppliers, partners, 
and regulators and its judgements and processes are 
subject to review by its Auditors, KPMG and the 
Company Reporter, Jacobs. 
 
As part of the ongoing development of our Directors, 
the Company Secretariat ensures that developments 
in legislation, corporate governance and reporting 
are brought to the attention of the Board and its 
Committees as appropriate. Regular attendance 
from our Auditors, KPMG, at meetings of the Audit 
Committee means that Directors are kept up to 
speed on current developments, including the 
changes to the UK Corporate Governance Code set 
out in the Revised Code.   

 

 We prepared an overview of the proposed 
modifications within the Ofwat consultation to 
simplify various conditions of all undertakers’ 
licences to ensure that our assurance processes 
were in place before any licence modifications 
took place. 

In September 2018 Ofwat consulted on proposals to 
modify various conditions of all companies’ licences. 
 
Our Dŵr Cymru Executive Team was briefed about 
the changes proposed to each individual licence 
condition. 
 
Particular attention was paid to any bespoke 
conditions that specifically applied due to our 
operating wholly or mainly in Wales. 
 
These actions allowed us to consider any changes to 
systems or processes that were required to ensure 
continued compliance with all our licence conditions. 
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Financial Resilience  
Our customers need to know they can rely on the services we provide over the long term and ensuring 
the long-term resilience of our business, including financial resilience, is therefore a key area of focus 
for us. 

As we do not have shareholders (who could provide equity in the case of financial distress), 
maintaining ready access to low-cost debt is a key part of our not-for-profit ownership model. The 
benefits of this low cost finance are then passed on to customers in the form of lower bills. 

Controls, mitigating actions & Improvements Assurance Finding response 

 Financial resilience is embedded in our business 
planning process; this includes robust risk 
management controls, financial forecasting and 
sensitivity analysis, as well as regular budget 
reviews. 

Internal and external assurance feedback on our 
business planning and risk management controls has 
been positive, with no material weaknesses 
identified. 

 

 In 2018/19 the Board considered that a period of 
up to 11 years was the most suitable period over 
which the Board should assess the prospects of 
the Group (covering the current price control 
period to 2020 and the next two regulatory 
review periods, to 2030). 

An 11-year period was agreed by the Board at its 
meeting on 6 June, following review and a 
recommendation for Board approval by the Audit 
Committee on 23 May. 

 

 We have clarity of our current regulatory price 
controls to 2020, have developed detailed plans 
for the next regulatory period (AMP7) to 2025, 
and we are also developing outline plans for the 
following period (AMP8) to 2030 in the context of 
our strategic planning document, “Welsh Water 
2050”. 

The Board approved our 2019 Financial Plan in 
February 2019, covering the period to March 2025 
and has been presented with forecasts which show 
indicative financial performance through to 2030. 

 

 We stress-test our business plan forecasts against 
a variety of financial scenarios which include the 
estimated impact of each of our identified 
principal risks and uncertainties occurring, both 
individually and together based on the Board’s 
assessment of their likelihood and severity. We 
also combine the forecast impact of these with 
high and low inflation scenarios and “blanket” 
financial stresses over the period. 

At its meeting on 23 May the Audit Committee 
reviewed the outputs of 22 different financial 
scenarios and concluded that even in a “crisis” 
scenario we do not expect to breach the 85% gearing 
trigger level set out in the Common Terms 
Agreement. 

 

 The Company operates in a stable sector with 
predictable cash flows and a supportive regulator; 
levels of investor confidence have historically 
been high and likely changes to the regulatory 
environment and the Company’s own principal 
risks are unlikely to have a material impact on our 
credit ratings in the foreseeable future. 

All funding is in place to deliver the business plan to 
March 2020, including allowance for flex to the most 
extreme combination of adverse scenarios over this 
period; we are considering additional funding 
sources for AMP7 and beyond and, given the success 
of our last bond issue (in January 2018), do not 
currently anticipate experiencing significant 
difficulties.  
 
We have the best credit rating in the UK utility sector 
which means that, in the event of the water sector 
as a whole being seen as higher risk, our relative 
lower risk profile would become even more valuable 
to potential new lenders. 

 

 The Company retains robust forecast and actual 
gearing of around 60%, a strong level of liquidity 
and ability to raise finance. 

Funding available at 31 March 2019 included net 
cash and short-term deposits of £362m and undrawn 
bank facilities of £170m. This demonstrates a strong 
level of liquidity, giving a balance of readily-available 
funding of £532m. 
 
Gearing, at 58%, remains in line with the Board’s 
target of around 60% which is deemed the optimal 
balance for customer value and low-cost borrowing. 
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Controls, mitigating actions & Improvements Assurance Finding response 

 On publishing our 2019 long-term viability 
statement in July 2019, we have had sight of 
Ofwat’s PR19 initial assessment of plans covering 
the period 2020 to 2025, giving us additional 
clarity for our medium-term planning. 

In March 2019 the Board approved the 1 April 
submission to Ofwat of our revised PR19 business 
plan submission following receipt of Ofwat’s initial 
assessment.  
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General Data Protection Regulation (GDPR)  
Our business holds a huge amount of personal information about our customers and colleagues. The 

coming into force of the General Data Protection Regulation (GDPR) and Data Protection Act 2018 on    

25 May last year meant that we had to make some changes to the way we handle personal information 

of our customers and colleagues, including changes to systems and controls, and to raise awareness 

of the steps all colleagues can take to minimise risks under Data Protection.   

Controls, mitigating actions & Improvements Assurance Finding response 

 A GDPR Project team supported the business 
through the change process. This included the 
establishment of a GDPR Steering Group and 
GDPR Programme Board with members from 
different business areas.  

The processes and changes introduced as part of the 
GDPR Programme, in advance of GDPR coming into 
force have been successfully embedded into the 
business.  

 

 Data Protection Officer (DPO) appointed to 
ensure compliance across the company. 

The DPO works with colleagues across the business 
to ensure compliance, and to ensure that colleagues 
are provided with relevant guidance to minimise any 
risks. 

 

 Consolidated communications campaign in three 
phases initially focussing on awareness then 
tailoring our messages and finally thinking about 
reinforcement and embedding change beyond 
May 2018. 

Relevant and targeted communication campaigns 
ensured that colleagues’ awareness was raised of 
the steps we can all take to minimise risks and the 
importance of compliance with GDPR. 

 

 E-learning training rolled out to all colleagues, 
and face to face scenario based training provided 
to all relevant colleagues. 

E-learning was rolled out to all colleagues with 
additional face to face scenario based training 
provided to customer facing colleagues, and 
colleagues who deal with particularly sensitive 
information and also employee personal 
information. 
 
This training is now embedded into business as usual 
and all relevant colleagues are provided with annual 
refresher training. 

 

 Updated relevant policies and created new ones 
where necessary.  

All relevant policies have been reviewed and 
updated to ensure compliance with GDPR. 

 

 All system changes since May 2018 have been 
subject to our data protection and information 
security impact assessment process. 

All relevant system and process changes since May 
2018 have been subject to our Data Protection and 
Information Security Impact Assessment process. 
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Gender Pay Gap  
The gender pay gap is the average difference between the remuneration for men and women who are 
working. Women are generally paid less than men within the UK, although this could be attributable 
to a higher proportion of women choosing occupations that offer less financial reward (e.g. 
administration). 
 
Companies like DCWW who are large employers are required to publish their gender pay gap and 
gender bonus gap. 
 
At DCWW, we believe in creating a workforce that is truly diverse and gender-balanced and fully 
reflects the customers and communities we serve. 

Controls, mitigating actions & Improvements Assurance Finding response 

 We published a Gender Pay Report in April 2018 
(and will do so again in April 2019) that highlights 
the breakdown between male and female 
workforce profile across the total, the DCE and 
the Board.  

We published a Gender Pay Gap report in April 2019 
and this is available on our website. 

 

 Our published report highlights that our gender 
pay gap is much lower than the current national 
average, however we are committed, through a 
range of initiatives, to reducing this further until 
there is no gender pay gap between men and 
women. 

We will provide a programme of diversity and 
inclusivity training for all our people. We will 
continue to work, learn and benchmark  
ourselves by partnering with leading academics on 
gender equality and organisations. 

 

 We have made good progress in recent years to 
promote diversity across all levels and all types of 
roles within the company. This was acknowledged 
in 2017 when we were named Employer of the 
Year by Welsh equality charity, Chwarae Teg. 

This year our graduate and apprentice programmes 
have seen a 29% increase in the number of female 
applications. 39% of new hires in 2018/19 were 
female. 55% of our scientists are female and 150 
females were offered promotion or new 
opportunities this year. 

 

 The Chief Executive and the People and Change 
Director confirm that the information in the 
Gender Pay Gap report is accurate and prepared 
in accordance with the Equality Act 2010 (Gender 
Pay Gap Information) Regulations 2017. 

The published Gender Pay Gap includes a ‘sign off’ 
from both the Chief Executive and the People and 
Change Director. 

 

 Engaging young people - We will use our 
Education Outreach programme to support 
workshops that provide young people with key 
skills that are relevant to our business, through 
our dedicated Welsh Baccalaureate resource. We 
will encourage our leaders and aspiring leaders to 
mentor female participants to help develop their 
interest in working in our industry. 

In 2018 year we worked with pupils from schools in 
north and south Wales on the challenges of energy 
efficiency and conservation to reduce customer bills. 
Taking part in the initiative allows participants to 
obtain merit towards their Welsh Baccalaureate. In 
2018 we held three events with role model female 
speakers at each who spoke to over 45 female pupils 
about their career. 

 

 Promoting Diversity - We will support activities to 
ensure we retain existing talent and continue to 
attract new female talent to develop and pursue 
science, technology, engineering and maths 
(STEM) careers at Welsh Water - including 
through our award-winning apprentice and 
graduate programmes. We will continue to 
support women throughout their careers with 
Welsh Water. In 2018 we joined the EU Skills 
Diversity Group to share and listen to ideas from 
companies across the energy and utility sectors. 

We will launch our Welsh Water Inclusivity Forum in 
July once Inclusivity Ambassadors have been 
appointed from across all business areas. We 
continue to offer students a flexible approach to 
work placements in all areas of the business. This 
year we have facilitated 19 placements for females. 
We will continue to work along 31 other utilities and 
energy companies as part of the EUSkills Inclusion 
Commitment – working together to attract talent 
that reflects the diversity of the customers we serve. 

 

 Working in partnership - We will continue to 
work, learn and benchmark ourselves by 
partnering with leading academics on gender 
equality and organisations such as Chwarae Teg 
and Women in Science and Engineering (WISE) 

We have signed up with Chwarae Teg to be a fair 
Play Employer.  Over 40 of our aspiring females have 
participated in Chwarae Teg’s Agile Nation 2 
Programme and we are offering colleagues the 
opportunity to attend future programmes. In 2018 

 

https://www.dwrcymru.com/-/media/Files/Library/Leaflets-and-Publications/English/2019---20/GPG-EN-FINAL.pdf
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Controls, mitigating actions & Improvements Assurance Finding response 

and pledging to support initiatives such as the 
Equality and Human Rights Commission’s 
Working Forward campaign. 

we were finalists for the FairPlay Employer of the 
year.  Last year we signed up to the Wise Ten Steps.   

 Equality and Diversity – In 2018 we piloted a new 
e-learning module to employees in north Wales, 
which will now be rolled out to all employees 
during 2019.  
 
It covers the importance of equality, diversity and 
recognising unconscious bias and will also 
signpost employees to our Code of Conduct for 
further guidance. All our leaders participated in 
an unconscious bias workshop to highlight the 
importance of making objective decisions at 
work. 

The e-learning module will be rolled out to all 
employees in June 2019 and will be mandatory for 
all new employees. 
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Board Leadership, Transparency and Governance Principles  
Ofwat introduced the board leadership, transparency and governance principles and complementary 

principles for holding companies in 2014. Since the 2014 principles were introduced, Ofwat consider 

there have been some improvements in the governance arrangements of companies, but 

developments in the sector and wider economy have reinforced the important role of effective 

corporate governance and strong board leadership in driving high standards and securing the proper 

discharge of regulated water companies’ functions. Poor corporate behaviour and some significant 

service failures have undermined trust in the sector. These developments led Ofwat to revisit the 

board leadership, transparency and governance principles. 

In July 2018 they set out a proposed framework to give companies the autonomy and flexibility to 

deliver the highest standards of accountability and responsibility for their behaviours while also 

reflecting their own circumstances. Reflecting the importance of these principles to this sector, Ofwat 

also consulted on a new licence obligation for all companies to meet the principles and considered 

further obligations on company board composition. 

In Ofwat’s January 2019 conclusions on board leadership, transparency and governance principles 

they set out draft wording for a licence condition. When Ofwat refer to “the principles” they mean the 

overarching objectives, guiding provisions and their overall approach to assessing compliance.  

Strong corporate governance underpins the values set by the Board, and supports the decision-making 

framework of the Group. As we are not a listed company we are not obliged to comply with the UK 

Corporate Governance Code, but we do so voluntarily as far as it is applicable given our ownership 

model. 

Controls, mitigating actions & Improvements Assurance Finding response 

 Paper prepared outlining obligations required 
under the new Ofwat Board Leadership, 
Transparency and Governance Principles 
including the Transitional Requirements for the 
2019 APR. 

Ofwat published its revised Board Leadership, 
Transparency and Governance Principles on 21 
January 2019. Alongside this document Ofwat also 
published a “Conclusions” document outlining their 
observations following the comments received 
during the consultation exercise with companies. 
A Paper was prepared outlining Ofwat’s conclusions, 
recommendations and expectations for future 
reporting. 

 

 Mapping of obligations required by the UK 
Corporate Governance Code against the Ofwat 
Board Leadership, Transparency and Governance 
Principles. 

The UK Corporate Governance Code published in July 
2018 relates to our Annual Report for 2019/20. 
However, we have chosen to report against these 
revised Principles for 2018/19, noting any elements 
which are under development. 
The Audit Committee was updated with details of 
compliance with the revised Principles in September 
2018 and the Board in November 2018. 
Following receipt of the Ofwat revised Principles a 
mapping exercise was undertaken against the 
obligations listed in the UK Corporate Governance 
Code. The Audit Committee was provide with details 
of this mapping exercise in January 2019. 

 

 Report to be drafted by senior management with 
co-ordination by the Deputy Company Secretary. 

The 2014 Ofwat Principles remain in place until April 
2019, and companies will report against these in 
their 2019 annual performance reports. However, 
there is an expectation from Ofwat that 2019 annual 
reports explain the steps they are taking towards 
ensuring companies can meet the objectives of the 
new 2019 Principles going forward.  
All these requirements were taken into account in 
the drafting of the narrative required for the Annual 
Report. 
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Controls, mitigating actions & Improvements Assurance Finding response 

 General Counsel and Company Secretary to act as 
the editor to ensure consistency and that all 
explanations are “effective, accessible and clear”. 

As in previous year’s the General Counsel and 
Company Secretary acts as the editor to ensure 
consistency and that all explanations are “effective, 
accessible and clear”. 

 

 Licence /regulatory compliance assured by 
Compliance team. 

The Compliance Manager was part of the internal 
team involved in the Ofwat consultation on Board 
Leadership, Transparency and Governance and the 
proposed Licence obligation. 
The Compliance Manager prepared a Briefing Paper 
for the General Counsel and Company Secretary to 
ensure that all licence and regulatory obligations 
were identified and complied with. 

 

 Review by members of the DCE team and a 
verification process involving the company’s 
Financial Auditor.  

There is a continual review process but a draft was 
presented to the Dŵr Cymru Executive Team on 28 
May 2019. 

 

 Final draft reviewed by Audit Committee prior to 
review and approval by the Board, and 
submission to Members as part of the APR. 

[The final draft was discussed at the Audit 
Committee meeting held on 5 June 2019.] 

 

 Any specific requirements relating to the Board 
Leadership, Transparency and Governance 
Principles which may be contained in Ofwat’s 
guidance in their annual information notice 
(which sets out expectations for companies when 
producing their annual reporting) will be 
incorporated in the overall APR Checklist 
maintained by the Regulation Team as soon as 
Ofwat’s guidance is published. 

In March 2019 Ofwat published Information Notice 
19/06 called “Expectations for monopoly company 
annual performance reporting 2018-19”. 
There was guidance in this document on 
expectations regarding Board Leadership.  
These obligations were subsequently included within 
the APR Checklist maintained by the Regulation 
Team. This Checklist is published in the Overview 
Section of the Annual Performance Report. 

 

 


