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1. Provide an effortless 
customer experience
This means, for example…
• Treating you as an individual
• Letting you contact us in the 

way you prefer
• Doing what we say we will

3.Deliver a safe and 
dependable wastewater 
service
This means, for example…
•	 Keeping our sewers and 

treatment works operating 
well

•	 Protecting the environment by 
avoiding pollution

•	 Reducing the risk of flooding 
from sewers 

2. Deliver a safe and 
dependable water service
This means, for example…
•	 Providing a constant supply of 

water which is safe to drink
•	 Fixing leaks quickly
•	 Keeping our pipes and 

treatment works working 
properly

4. Plan for the future
This means, for example…
•	 Helping you to use water 

efficiently and prevent sewer 
blockages

•	 Increasing the amount of 
available water by sourcing it 
from new places

•	 Using innovative technology 
to produce more renewable 
energy 

5. Be a responsible company
This means, for example…
•	 Providing an affordable 

service that gives value for 
money

•	 Being a good neighbour 
by reducing noise, traffic 
disruption and odours

•	 Protecting and improving the 
environment

Our five priorities
These are our promises to our customers. They set out how we’ll deliver our services, and 
describe what you can expect when you deal with us. We’ll measure them, so you can 
always judge how we’re doing.  We Will...
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We’d 
welcome 

your 
feedback

Last autumn, you told us what you thought 
of our early ideas for improving our services. 
This helped us understand what’s important to 
you, and what it’s like to be a Thames Water 
customer. 

We used this information to decide what our five 
priorities should be for the next 25 years.

We’re now ready to put our plan of action 
together, and we’d love to sound you out 
again – this time on the finer details of what 
we aim to do. 

So we’re inviting you to tell us whether we’re 
making the right choices, what impact our ideas 
will have on you and your community – and also 
what we might have missed. 

Can we 
pick your 
brains? To keep our promises we need 

to take action in three areas: our 
relationship with you, the water we 
supply to you, and the water and 
waste we take away. We’ve set out 
our ideas, and we want to know 
what you think.

Take a 
closer 
look
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1. Provide an effortless 
customer experience
This means, for example…
• Treating you as an individual
• Letting you contact us in the 

way you prefer
• Doing what we say we will

3.Deliver a safe and 
dependable wastewater 
service
This means, for example…
•	 Keeping our sewers and 

treatment works operating 
well

•	 Protecting the environment by 
avoiding pollution

•	 Reducing the risk of flooding 
from sewers 

2. Deliver a safe and 
dependable water service
This means, for example…
•	 Providing a constant supply of 

water which is safe to drink
•	 Fixing leaks quickly
•	 Keeping our pipes and 

treatment works working 
properly

4. Plan for the future
This means, for example…
•	 Helping you to use water 

efficiently and prevent sewer 
blockages

•	 Increasing the amount of 
available water by sourcing it 
from new places

•	 Using innovative technology 
to produce more renewable 
energy 

5. Be a responsible company
This means, for example…
•	 Providing an affordable 

service that gives value for 
money

•	 Being a good neighbour 
by reducing noise, traffic 
disruption and odours

•	 Protecting and improving the 
environment

Our five priorities
These are our promises to our customers. They set out how we’ll deliver our services, and 
describe what you can expect when you deal with us. We’ll measure them, so you can 
always judge how we’re doing.  We Will...

Take a 
closer 
look
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To keep our promises we need 
to take action in three areas: our 
relationship with you, the water we 
supply to you, and the water and 
waste we take away. We’ve set out 
our ideas, and we want to know 
what you think.

We’d 
welcome 

your 
feedback

Be a part of
our future

Last autumn, you told us what you thought 
of our early ideas for improving our services. 
This helped us understand what’s important to 
you, and what it’s like to be a Thames Water 
customer. 

We used this information to decide what our five 
priorities should be for the next 25 years.

We’re now ready to put our plan of action 
together, and we’d love to sound you out 
again – this time on the finer details of what 
we aim to do. 

So we’re inviting you to tell us whether we’re 
making the right choices, what impact our ideas 
will have on you and your community – and also 
what we might have missed. 

Can we pick your brains?
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Be a part of our future

Our tap water costs 
less than a tenth of a 
penny per litre

Did you know?...

Can we pick your brains?

Your feedback on our 		
five priorities

Last autumn, you told us what you thought of our early ideas 
for improving our services. This helped us understand what’s 
important to you, and what it’s like to be a Thames Water 
customer. 

We used this information to decide what our five priorities 
should be for the next 25 years.

We’re now ready to put our plan of action together, 
and we’d love to sound you out again – this time 
on the finer details of what we aim to do. 

So we’re inviting you to tell us whether we’re 
making the right choices, what impact our 
ideas will have on you and your 
community – and also what we 
might have missed. 

Big thanks to those of you who took the online survey to 
share your views on the first draft of our priorities. Most of 
you thought they were clear, and properly described what’s 
involved. We improved some phrases that were a bit wordy 
or confusing. Just over a quarter (27%) felt we’d missed 
something, and we’ve taken this into account in the final 
version, which you can find… 

In the last 12 months…
n	 10% of you have used Thames Water social media
n	 41% have visited our website
n	 463,000 have signed up for online account 	

	 management (OAM) 

Our five priorities

What we learned…

1.
2.
3.
4.
5.

Provide an effortless customer experience. This means, for example…
•	 Treating you as an individual
•	 Letting you contact us in the way you prefer
•	 Doing what we say we will

Deliver a safe and dependable water service. This means, for example…
•	 Providing a constant supply of water which is safe to drink
•	 Fixing leaks quickly
•	 Keeping our pipes and treatment works working properly

Deliver a safe, dependable wastewater service. This means, for example…
•	 Keeping our sewers and treatment works operating well
•	 Protecting the environment by avoiding pollution
•	 Reducing the risk of flooding from sewers 

Plan for the future. This means, for example…
•	 Helping you to use water efficiently and prevent sewer blockages
•	 Increasing the amount of available water by sourcing it from new places
•	 Using innovative technology to produce more renewable energy 

Be a responsible company. This means, for example…
•	 Providing an affordable service that gives value for money
•	 Being a good neighbour by reducing noise, traffic disruption and odours
•	 Protecting and improving the environment
•	 Supporting vulnerable customers, such as those with disabilities

These are our promises to our customers. They set out how we’ll deliver our services, 
and describe what you can expect when you deal with us. We’ll measure them, so you 
can always judge how we’re doing. We will:

You shared your views by taking part in surveys and workshops. We also carried out 
research, analysed calls to customer services, and ‘listened’ on social media. This gave 
us a really good picture of what you thought of our ideas, what you need and expect 
from us, and what you’re prepared to pay. 

Some of the things you said were important:

Thames Water supplies 
an average of 2,600m 
litres of drinking water 
supplied per day.

Thames Water maintains 67,000 
miles of sewer, 
2,530 pumping 
stations and 
1.2 million manholes

Did you know?...

Did you know?...

Give us a 
single point 
of contact. 

Make 
installing 

smart meters 
easier 
on us.

Stop 
sewers from 

flooding.

Make our
bills clearer.

Enhance the 
environment, 

not just
protect it.

Involve us 
more in your 

projects.

Treat us 
well when 
we contact 

you.

Reassure 
us you’re 

planning for 
the future.

Make 
information 

easily accessible 
when we 
need it.

Do more 
to fix leaks 

and prevent 
flooding.

Be clear 
about what 

we’re paying 
for.

Reduce your 
energy usage 

and CO2 
emissions.
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