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03 November 2025
Dear We Own It

Thank you for raising with us your concerns in relation to the future of Thames Water, as set
out in your petition and covering letter.

We appreciate the concerns you raise about the service the company provides and the level
of pollution incidents. We agree that Thames Water needs to improve its operational
performance, raising the level of service to customers and reducing harm to the
environment. It also needs to strengthen its financial resilience.

Responsibility for delivering these improvements rests principally with the owners and
leadership of the company. That said, we recognise that we too have a responsibility to
ensure that the regulatory framework is appropriate in the circumstances, including in terms
of holding companies to account.

You raise the issue of poor performance possibly being rewarded. Last week we published our
Water Company Performance Report 2024-25. It looks at the performance of all water
companies over the past year and sets out how we have held companies to account in the
period from 2020 to 2025.

In relation to Thames Water, the report sets out how we ensured that £169m of
customers’ bill money was returned to them over the 2020-25 period because of Thames
Water’s poor performance against the targets we set it at the last price control.

The report also includes details of enforcement action taken against Thames Water over that
time. That has included a £104m penalty - to be paid by the company, not its customers - for
the mismanagement of its wastewater treatment works and network, and the clawback of the
value of an unjustified dividend payment to investors of £131m. More details of both elements
of this enforcement action are available on our website.
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We are currently considering the proposal which a group of Thames Water's creditors, London
& Valley Water, has put forward. We have been engaging with them and scrutinising their
plans carefully to assess whether they will be able to deliver the required turnaround in the
company's operational performance and strengthen its financial resilience.

The position of the company is uniquely challenging and as a responsible regulator we will
have to consider carefully the right response to this. In line with our statutory duties, the
interests of customers and the environment are central to our consideration.

We are not able to make detailed comments on the points you raise in your letter, as these
points form part of that ongoing consideration. However, we agree with your comments on
the importance of transparency. If any proposals are progressed that require changes to the
regulatory framework or the company’s licence, these would be subject to public
consultation.

Given the pressing challenges that Thames Water faces, we are progressing our assessment
of London & Valley Water’s proposal as quickly as possible while ensuring that our

assessment is rigorous.

We have shared your letter with Defra and are copying our reply to them, given their
responsibilities in relation to the Special Administration Regime.

Yours faithfully

Chris Walters Helen Campbell
Interim Chief Executive Interim Executive Director, Delivery

Copy: Defra (David Hill - Director General for Strategy and Water)



