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Kelda Eurobond Co Limited

Business Review
for the year ended 31 March 2013

OUR BUSINESS

Kelda Eurobond Co Limited (the company) and its subsidiaries, joint ventures and
associates (the Group) is made up of several businesses:

Yorkshire Water

Yorkshire Water Services Limited (Yorkshire Water) is the principal UK subsidiary of the
Group, providing water and waste water services to more than 4.9 million people and
130,000 businesses.

Every day, Yorkshire Water supplies around 1.3 billion litres of water to homes and
businesses in Yorkshire. Through the efficient operation of its extensive waste water
network and treatment facilities, it also ensures that the region’s domestic and industrial
waste is returned safely to the environment.

Business strategy:
Yorkshire Water’s vision is ‘Taking responsibility for the water environment for good’.
There are six strategic objectives that shape everything the business does:
e Trusted company;
Safe water;
Excellent catchments, rivers and coasts;
Water efficient regions;
Sustainable resources; and
Strong financial foundations.

UK Service Operations

Kelda Water Services

Kelda Water Services Limited (KWS) is a major participant in the UK water and waste
water contract operations market, with its subsidiaries operating contracts during the year
2012/13 in England, Scotland and Northern Ireland.

Business strategy:
e Leveraging the value from Group assets and skills;
e Maximising value from our existing business; and
e Continuing to grow through new opportunities in the water, waste water and related
markets.

Loop

Loop Customer Management Limited (Loop) specialises in cost effective customer
relationship management. Loop’s main contract is to provide customer service support to
Yorkshire Water.

KeylLand

KeyLand Developments Limited and its subsidiaries (KeyLand) add value to the Group’s
surplus property assets, usually by obtaining planning permission for the most beneficial
use and selling into the market or undertaking development in partnership with others. The
results of KeyLand include the Group’s share of its associates and joint ventures.

Business strategy:
e To add value to the Group’s surplus property assets and to maximise proceeds
from the sale of those assets.



Kelda Eurobond Co Limited

Business Review (continued)
for the year ended 31 March 2013

BUSINESS STRATEGY
The Group has a vision — ‘taking responsibility for the water environment for good'.

The essence of the vision is doing what's right - for our customers, colleagues, partners
and the environment.

To achieve the vision the Group has developed a plan and the plan has been named
Blueprint. Blueprint is something everyone can contribute towards to make a difference.

Our strategic objectives:

To deliver the plan the Group has developed six Strategic Business Objectives (SBOs).
These SBOs shape everything the Group does.

“Taking responsibility for the
water environment for good”

Safe water Excellent Water S =%
catchments, efficient ffesotifces |l financial
rivers and regions =5 "-‘:-1 foundations

coasts

These are our six strategic objectives, that shape everything we do:

Trusted company — The way the Group does business means its products, services and
promises are trusted by all our stakeholders, now and in the future.

Safe Water — The Group protects public health and makes sure water is safe to drink. It
ensures that water does not harm our customers or communities at any point in the
process.

Excellent catchments, rivers and coasts — The Group maintains and improves the water
environment from source to sea.

Water efficient regions — The way the Group operates and influence others creates water
efficient regions.

Sustainable resources — The Group uses sustainable resources, gets the most out of
them and reduces emissions and waste.

Strong financial foundations — The Group delivers services to customers at a price they
are willing and able to pay, whilst providing investors with returns that attract long-term
investment.

The above strategic business objectives apply to all business of the Group. Kelda Water
Services, Loop and KeylLand have additional strategic objectives specific to their
circumstances.



Kelda Eurobond Co Limited

Business Review (continued)
for the year ended 31 March 2013

OPERATIONAL PERFORMANCE

Yorkshire Water Services Limited

Explanation of key performance indicator measures (KPIs) is provided in the Appendix to the Business Review
on pages 21 to 24.

Strategic objective: Trusted company — The way the Group does business means
our products, services and promises are trusted by all our stakeholders, now and in
the future.

Target Current  Previous
year year
Service Incentive Mechanism (SIM) 77 78 77
Serviceability — water infrastructure Marginal Stable Marginal
Serviceability — water non-infrastructure Stable Stable Stable
Serviceability — sewerage infrastructure Stable Stable Stable
Serviceability — sewerage non-infrastructure Stable Stable Stable

Customer service is an area Yorkshire Water Services Limited (YW) always seeks to excel
in and a number of new initiatives were launched in 2012/13 aimed at improving
performance.

A new ‘customer promise’ was developed and rolled out across the business, with
colleagues encouraged to work together to deliver the best possible outcomes for
customers.

The emphasis is on being proactive and easy to deal with, with a view to fixing things first
time.

In December YW achieved its highest ever score in Ofwat’s Service Incentive Mechanism
(SIM) survey.

The CCWater annual tracker survey for 2012 demonstrated that for water, 95% of
customers say they are satisfied with Yorkshire Water's overall drinking water service and
94% with the wastewater service. It also showed that 87% of customers agree that the
company’s charges are fair and affordable compared to the industry average of 74%.

In March 2013 YW came top of the utilities sector for customer service in the Institute of
Customer Service’s twice-yearly customer satisfaction index (UKCSI). The UKSCI asks
customers to rate organisations on key attributes of customer service including
professionalism, quality, efficiency, ease of doing business, problem-solving, timeliness
and the way complaints are handled.

YW also recorded its best ever performance around annual billing, answering 98% of all
customer contacts.

YW’s strong record for providing good customer service was just one of many factors that
saw it retain its ‘gold’ status in Business in the Community’s annual index of corporate

























































































































































































































































































































