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Statement of significant changes
2019-20 Household Scheme of Charges

We expect that our average household bill willincrease by less thanthe rate of inflation nextyear because
we've taken steps to keep our average billsdown.We try to manage the change inbills fromyear to year
where we can.Our research!tells us that our household customers would be concerned if their overall bill

increased by more than £2 per month, sowe try to keep pricerises below this level.

Increase Without mitigation
Average bill 2018-19 2019-20
£ / month £ / month
Water £180 £175 -2.6% -£0.50 -2.6% -£0.50
Waste water £169 £179 6.4% +£1.00 17.8% +£2.50
Combined bill £348 £354 1.8% +£0.50 7.3% +£2.00

You canread more about why billsarechangingand the steps we have taken to reduce the impacton
customers this year (mitigation) further on in this document.

Illustrative bills —household customers

Bills for typical customers who stay on the same tariff from one year to the next (thatis, customers who don’t
switchto a meter or apply for assistance) will seebill changes thataredifferent from the “average” household.
Illustrative bill changes for a range of customers areset out below.

Bills for typical customers (all areas except Chester)

2018-19 2019-20
Water Waste Water Waste Increase
Unmeasured
Low £101 £61 £162 £101 £67 £168 3.8% +£0.50
Average f£164 £162 £326 £163 £178 £341 4.5% +£1.25
High £246 £244 £489 £244 £267 £511 4.5% +£1.75
Metered
Low £118 £109 £227 £118 £115 £233 2.8% +£0.50
Average £176 £189 £365 £176 £200 £376 2.9% +£1.00
High £321 £327 £648 £319 £348 £667 2.9% +£1.50
Assessed chrg
Single person £215 £62 £278 £214 £68 £282 1.7% +£0.50
Flat/Terrace £177 £118 £295 £175 £130 £305 3.3% +£0.75
Semi-detach’d £189 £118 £307 £191 £130 £321 4.4% +£1.25
Detached £215 £118 £333 £214 £130 £343 3.0% +£0.75
Social Tariffs
WaterSure+ £180 £169 £348 £173 £179 £352 1.1% +£0.25
Big Diff'nce 30* £126 £118 £244 £121 £126 £246 1.1% +£0.25
Big Diff'nce 70* £38 £35 £73 £36 £38 £74 1.1% <£0.25

*Big Difference customers can receive discounts of between 10% and 90% - two bandings have been presented for illustration.

1 This researchwas carried out through customer surveys and focus groups involving customers billed directly by Severn Trent and
households billed for ST sewerage on our behalf by South Staffordshire Water.



We also providewater services inthe Chester area. We don’t provide sewerage services there, sothe
wastewater charges for these customers will beset by either Dwr Cymru Welsh Water (DCWW) or United
Utilities. We've estimated overall billsincluding DCWW wastewater bills becausethey supply the majority of
Chester customers.

Bills for typical customersin Chester

2018-19 2019-20
Water Waste* Water Waste* Total Increase

Unmeasured

Low £145 £202 £347 £149 £206 £354 2.0% +£0.50

Average £194 £283 £477 £200 £289 £489 2.5% +£1.00

High £273 £416 £689 £285 £424 £709 2.9% +£1.75
Metered

Low £108 £190 £298 £107 £194 £301 1.0% +£0.25

Average £142 £23%) £381 £141 £243 £384 1.0% +£0.25

High £280 £437 £717 £280 £445 £725 1.0% +£0.50
Assessed

Single person £89 £193 £282 £97 £196 £293 4.1% +£1.00

Multi-occupier? £128 £309 £436 £147 £314 £462 5.8% +£2.00
Social Tariffs

WaterSure+ £157 £189 £346 £170 £192 £362 4.5% +£1.25

Big Diff'nce 302 £110 £113 £223 £119 £115 £234 4.8% +£1.00

Big Diff'nce 702 £33 £113 £146 £36 £115 £151 3.2% +£0.50

1.  Multi-occupier charge combined with DCWW rate for 3 or more persons. DCWW also has a charge for 2 occupants.
2. BigDifference Scheme customers can receive discounts of between 10%and 90% - two bandings have been presented for
illustration.Rate combined with DCWW HelpU charge.

Dwr Cymru sewerage billsfor 2019-20 are estimates because we didn’t have their final charges atthe time of
publication. We've taken their charges from lastyear and increased them for inflation and an adjustment for
their previous revenue recovery. We don’t think customers in Chester will seeincreases of more than £2 per

month.

Why bills are changing

Each year the revenue controls set by our regulator, Ofwat, allow us to recover a fixed amount of revenue
from our customers. For most of our charges this is modified by inflation, adjustments for performance and
any past over or under-recovery in previous years.

This year:
e Inflationas measuredinthe Retail PriceIndex (RPI) was 3.2%;
e There is some upward pressureon wastewater billsbecause of revenue correction (catchingup on

revenue we didn’t collectin previous years);
e The oppositeis happeningonwater bills, which arebeingreduced because we over-collected before;
e Wastewater charges are increasing because we performed really well on some Qutcome Delivery

Incentives (ODIs), especially preventing sewer flooding; but
e Water charges are reducingbecausewe did not deliver the servicecustomers expected on other
measures such as supplyinterruptions.


https://www.ofwat.gov.uk/

Pleasenote that ODI-based changes will not apply to customers inthe Chester area this year —only to
customers that had a water or wastewater servicefrom Severn Trent before 1 July2018.

Customer views

Our research tells us thatour household customers would be concerned if their overall billincreased by more
than £2 per month, so we try to keep pricerises belowthis level. Because changes in our wastewater bills
affect some households thatare billed for water by other companies — particularly South Staffs Water - we
made surethat we included some of these customers in our research. We also showed a draftof this
statement to an online panel of our customers and have taken account of their views regarding the way we
communicate bill changes.

Our waste water bills arerisingmore quickly than our water bills, so we’ve worked with South Staffs to
understand the combined impacton the customers they bill.Based on draft charges in October, we expect
that most of these customers will not see increases of more than £2 per month. However, some unmetered
customers with high charges (around double the average) could see increases abovethis level. Our assessment
of the impacton South Staffs billsis here.

We showed a draft view of our charges to CCWater, who represent the views of water customers. Given the
level of change in billsfor mostcustomers, CCWater did not raiseanysignificantconcerns aboutthe increases
we proposed for households.

Our discussions with CCWater were based on indicativecharges in October. There can be some variation when
we publish our final charges —mainly because we don’t know what the final inflation figure will be until
December. There have been no significantchanges sincethen —the RPIl isinlinewith our forecastand no
customer charges are now increasing by a significantamountas a resultof the changes we have made.

Managing changes in customer bills

To keep bill rises down, we can defer some charges to smooth the impacton customer bills. We've discussed
our overall approach to managing Outcome Delivery Incentives and bill smoothing with CCWater, which we
have established over several years. We try to include ODI rewards when the overall effect on customer bills
canbe kept to a reasonablelevel —for example, when inflationis low or when there are other downward
adjustments which offset any rewards we may have earned.

This year we have onlyincluded around one third of the amount that we could have claimed for Qutcome
Delivery Incentives to smooth the impactthis has on customer bills.Youcanread more about our ODI

performance and Ofwat’s determination on their website.

Without ODI smoothing, our average bills would haveincreased by 7.3% this year. As a resultof ODI
smoothing, they’ll be increasingby 1.8% overall, whichis less than the rate of inflation.

Households with high unmetered billsarelikelytosee the largestincreases. Customers in this positioncan
often reduce their charges by switchingto a meter. If you arenot already ona meter, you have the option of
switchingfree of charge. If you don’t savemoney by switching, you have two years to change your mind. You
canapplyvia our website.


https://www.ccwater.org.uk/
https://www.ccwater.org.uk/
https://www.ofwat.gov.uk/consultation/2018-draft-determination-of-in-period-odis/
https://www.stwater.co.uk/my-account/my-water-meter/apply-for-a-water-meter/

Support for customers who struggle to pay their bills

For customers who may struggle to pay their bills, we offer three schemes: WaterSure, WaterSure Plus and the
Big Difference Scheme. This year we’re planningtoincreasethe number of people we help through these
schemes. There is more information on how you might qualify for WaterSure and the Big Difference Scheme

on our website. We alsodonate to the Severn Trent TrustFund, which can help customers who are struggling
with their bills.

Bills for sewerage only customers

The largestgroup sewerage only customers in our region are billed by South Staffs Water. Whilewe don’t
know what their final charges will beat the time of publication, we have worked with them to produce the
illustrative bills belowbased ondraft charges in October.

Estimated Bills for typical South Staffs customers

2018-19 2019-20 £ per
Water Waste Total Water Waste Total Increase month
Unmeasured
Low £75 £61 £135 £77 £67 £144 6.1% +£0.75
Average £123 £162 £285 £127 £178 £305 6.9% +£1.75
High £184 £244 £428 £190 £267 £457 6.9% +£2.50
Metered
Low £105 £109 £214 £105 £114 £219 2.0% +£0.25
Average £147 £189 £336 £147 £199 £346 3.0% +£0.75
High £251 £327 £578 £254 £345 £599 3.7% +£1.75
Assessed chrg
Single person £91 £62 £153 B! £68 £159 4.1% +£0.50
Flat/Terrace £140 £118 £258 £140 £130 £270 4.6% +£1.00
Semi-detach’d £196 £118 £314 £196 £130 £325 3.8% +£1.00
Detached £248 £118 £366 £248 £130 £378 3.3% +£1.00
Social Tariffs
WaterSure+ £145 £169 £314 £149 £179 £328 4.5% +£1.25
Big Diff'nce 30* £102 £118 £220 £104 £126 £230 45% +£0.75
Big Diff'nce 60* £41 £47 £88 £42 £50 £92 4.5% +£0.25

*Big Difference customers can receive discounts of between 10% and 90% - two bandings have been presented for illustration. This has
been combined withan estimated South Staffs Assure tariff, which offers discounts of up to 60%.

We have smaller numbers of sewerage customers on the borders of our area that are billed on our behalf by
Anglian Water, Dwr Cyrmru Welsh Water, Yorkshire Water and Thames Water. Whilewe have not estimated
the bill rises for all customers, given the level of inflation we would expect a similar impactfor our other
sewerage-only customers.


https://www.stwater.co.uk/my-account/help-with-account/i-have-a-low-income-but-my-water-usage-is-high/
https://www.stwater.co.uk/my-account/help-with-account/am-i-eligible-to-get-money-off-my-bill/
https://www.stwater.co.uk/my-account/help-with-account/what-is-the-severn-trent-trust-fund/

Glossary

Revenue correction

Every five years, Ofwat sets revenue controls for Severn Trent. We areallowed to collecta fixed overall
amount to cover the cost of runningthe network, supplying water, collecting waste water and treating
sewage. When we set charges, we try to make surethat they will recover the correct amountin the next
chargingyear, but we need to forecast— for example, we don’t know exactly how much water customers will
use inadvance. If we collect more than Ofwat allowed, we return this to customers by reducing future charges
andvice versa.

Go back

Outcome Delivery Incentives (ODIs)
When Ofwat sets our revenue controls, we also agree a set of Performance Commitments with Ofwat. These
are things that our customers tell us are importantto them suchas reducing interruptions tosupply, leakage
andsewer flooding. If we don’t hitour targets then customers get a reduction intheir bills;if we do really well
and exceed the target then we are allowed to collect some more revenue. Overall,ODIs area small proportion
of the average bill. You canread more about what your bills payfor on our website here.

Go back

The difference between typical and average bills

An average bill issimply thetotal amount billed to households divided by the number of household customers.
It generallyrises ata lower rate than typical billsbecause some customers will switch to lower tariffs during
the courseof a year. For example, some customers will opt to have a meter installed if they think that they will
savemoney by doingso. Customers that stay on the same tariff will notget this one-off saving. Atypical bill is
the amount that they will payif nothingelse changes (for example, if a customer is already metered and
carries on usingthe same amount of water from one year to the next).

Go back


https://www.stwater.co.uk/my-account/our-charges/

