
Aim 1

To provide a reliable and sufficient 
supply of safe, high quality drinking water
This year we have replaced 16 kilometres of ageing water mains with new plastic 
pipe which is much less prone to bursts and leaks. Victorian engineers built 
things to last and many of our pipes have been transporting millions of litres of 
top quality water every day for well over a hundred years. We work very hard to 
target investment where it is needed most to ensure we can continue to provide 
reliable supplies to our customers for many years to come.

Our measures

Highlights

• Industry leading low level of 
supply interruptions, burst mains 
and customer contacts about 
the quality of their water Read more from page 24
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Vicki Elliot
Customer living 
in Brockham

Work started in April 2017 to replace a 
water main in my area. I was surprised to 
learn that the old main supplying my water 
was over 80 years old and the fact that 
the area had been having problems with 
the water supply for many years definitely 
called for action to be taken!

Whilst the work was being carried out, 
I’d go back and forth from my house – 
sometimes three or four times a day – and 
each employee I spoke to was pleasant, 
courteous and always had a smile on their 
face. They would even wave at me and 
move their vehicles and barriers so I could 
still access my house with ease. Not once 
did I feel like an inconvenience to them. 

I understand work like this does cause 
a level of disruption, however I really 
appreciated the team’s regular updates 
and their smiles – they made an annoying 
situation easy to handle!

• Only one water quality breach 
at a customer's tap

1

Measures Performance in 2017/2018

Supply interruptions over 
three hours (average 
minutes per household)

3.2
2017: 4.4
Target limit: 12

Number of bursts 214
2017: 234
Target limit: 290

Overall water quality

 Within regulatory tolerance
99.98%
2017: 99.98%
Target: 100%

Taste, odour and 
discolouration contacts

 Within regulatory tolerance

365
2017: 375
Target limit: 350

Water softening On track
2017: On track
Target: Deliver programme

Security of supply index 100%
2017: 100%
Target: 100%
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