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Background and methodology



Background (1): Vision 2050

A Thames Water has developed a strategic vision
known as Vision 2050, rooted in existing customer
and stakeholder insights.

A This details all goals of core service and additional hames Water's overall vision for 2050
goals that Thames Water aspires to meet by 2050, in
the form of customer outcomes.

A The main purpose of the research is to test if Thames =i .

Wat er has accurately 1int
expectations and understand how customers
prioritise these various outcomes. This will influence
the planning and delivery of the outcomes.

A The language in the 2050 vision was modified to be
more customer friendly. The next slide shows the
original version; the slide following shows the
customer facing version used in the research.

A Following evaluation of the plan overall, customers
evaluated each goal of the plan separately.



Background@?2): Vision 2050 in its original form

our customers that avoids supply interruptions and
leaks

single digits
AGuarantee high quality drinking water
AEliminate all lead pipes

AEnable customers to reduce average water
consumption by ~3040% (PCC under 110l/d)

ASecure sufficient water supply to meet future demand
without damaging environmentally sensitive sources

Solve water scarcity ang geveiop a re3|‘|ent network for

AGuarantee an uninterrupted service with leakage % in|

4

Waste and Rivers

Prevent all sewer flooding and wastewater pollution;
lead the wider effort to restore our water courses

AEradicate sewer flooding, especially in homes, gardens
and businesses, including

ABuild resilience against stormwater to stop all pollutions,

entire network

ALead the improvement of the environment and cleanup of
rivers in our region to become among the healthiest in the
UK

Asupport efforts to reduce damaging river flooding

Note: please see 2050 Vision for more details and key assumptions
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sewage overflows, and sewage spills into rivers, across thg

Deliver great service and value for all
customers, build passion for water saving
and cleaning up waste

AProvide an effortless service that is
personalised and digitally enabled

AFix service issues the same day

AKeep bills low vs incomes and show that
our services are value for money

AMotivate customers to adopt efficient
appliances and digital tools to save water
and waste

ATreat everyone who consumes our
services as a customer and partner with
others (retailers, NAVS, property
developers, etc.) to reach them

95\80%t|inﬂo%sly_e\%rllvfa the idEndr sSrdice
experience, embracing digital innovation,
partnering with new market entrants and
adapting to changing consumption
patterns

Energy Transition

Maximise the green energy we produce for ourselves
and local communities

AAchieve our netnegative carbon strategy
ABecome a major producer of green energy using
multiple technologies, creating 3 TWh+ production

ADrive the energy
footprint, building specialist businesses where we
have competitive advantage, and ensuring our
supply is truly renewable

Communities Impact

Be a force for good: eliminate water poverty, lead in
re/up-skilling communities and develop land assets
responsibly

AProvide inclusive service and ensure water is affordable
ACreate attractive and diverse employment opportunities;

drive change in our supply chain and beyond

ATake leading role in re/upskilling our communities
Almplement a balanced landuse strategy, delivering

investment, local jobs, biodiversity gain and access to
nature-based recreation

ADeliver property-related projects with inherent
sustainability and social value to address societal issues
such as affordable housing

transilti



Background (3): Vision 2050 simplified as presented to customers

Ensure there is enough water and develop a future
proof water network that avoids leaks and interruptions
to customers’ water supplies

AGuarantee high quality drinking water

AReplace all lead pipes

AProvide a more reliable supply of water
AReduce leakage to below 10%

AHelp customers to use much less water at home

AEnsure there is enough water for customers in the
future, without taking too much from rivers and
harming the environment

Waste and Rivers

Prevent all sewer flooding and wastewater pollution
and lead the effort to restore the quality of rivers and
streams

Astop all sewage flooding into homes, gardens and
businesses

APrevent heavy rainfall from causing sewage overflows and
sewage spills into rivers

ALead theimprovement of rivers in the region so they
become among the healthiest in the UK

AHelp reduce disruptive rainwater flooding

Customer

Deliver great customer service and value foj ‘ AMaximise the green energy produced for Thames

money

AProvide an easy and personalised
customer service, using the latest
technology, for everyone who uses the
service

AFix service issues on the same day

AKeep bills affordable and show that
services are value for money

Energy Transition

Help tackle climate change by becoming 'net
negative' and maximise the green energy produced
for ourselves and for local communities

AHelp tackle climate change by becoming 'net
negative'

Water and for local communities

Communities Impact

Thames Water is a force for good in communities by
eliminating water poverty, providing jobs & skills and
developing the land around its buildings & works

responsibly
‘ AProvide an inclusive service that works for

everybody and that everyone can afford,
supporting different needs and circumstances

ACreate attractive jobs for people in our
communities and help develop skills

AUse the land Thames Water owns to benefit wildlifd
and create natural spaces for people to visit

AUse the land Thames Water owns to create jobs
and housing




Background (4)

Setting the scene for the research

A Foundational research for Thames Water's PR24 (price review) programme was completed by Verve in October 2021 and this disedsn detail
what customers want from Thames Water and what their core expectations are.

A Deep dive research into eight potential enhancement areas for PR24 was then completed by Verve in April 2022. Customers dised in detail

what they thought of Thames V8Qter ®s proposed initiatives for 202

A This latest research looks further to the future, examining the 2050 Vision that Thames Water have developed, and the striategadmap to

achieve this (including what needs to happen in the next planning cycle of 20260 ) , as wel |l as ThameasalueWat er ®s
framework. Detailed objectives for the Vision 2050 element of the research are shown in the red box below:

. . - Test Vision 2050 ambition Understand oriorities Ensure the Strategic Understand what is
1.V|eWS on V|S|0n 2050 o ESEVISION NSIONS priort Roadmap is comprehensive important for AMP8
strategic ambitions and 3

. tg t b Id . t th % What is the right destination When should we achieve the  Are there any Given where Thames Water
prlo” IeS 10 DUl INto e O (ambition) for 2050? Vision 2050 ambitions by? gaps in the are, which area is most
deve|0pment of the 2050 or sooner? Vision 2050 ambitions? important to improve in?
. What is most urgent?
strategic roadmap
2 q q Understand their views on Understand what they
-g Und%rfst?jrg)(lji ér\nlgﬁjréance Understarrilgri%lél;hc LG Thames Water role in expect Thames Water
2 Understanding 3 P P delivering public value to do/not do
. Qo
customer and Stakeholder © How important are the wider What types of publicvalue Do they think it's Thames Where should Thames
. . benefit: deliver f I Id th Wa t ® bdic t Watet activitias stop?
views on public value e e B
environment

A The latest research was conducted by Verve using online qualitative and quantitative methodologies.

A At the time of the research there had been ongoing (over a year) national and local media coverage of sewage overflavis rivers. This may
have given heightened awarenessnd concern with this issue.



Overall methodolo@ee appendix for sampling details and separate document for questions/stimulus used)

1) Informed panel customers

A 60 customers

A Recruited from the Thames Water Customer
Voices panel (online community formed in
2021, recruited mainly usingPanelbase

AAI'l closely represen
geographic and demographic customer
makeup as possible

A A six-day community, 714" April 2022
A 30-40 minutes of activity per day

T Five days evaluating Vision 2050

-

I One day evaluating public value

AQualitatiwe amndt-agé
with customers undertakingprioritisation
exercises, identical to the quantitative
survey, for comparison

A -1 nf oby prier e@archactivities,
covering some of the same issues and the

concept of p_)lanning fqr the future
Qualitative online 563

community

¥

tat

ie ®

2) I

A 70 customers

A Recruited from external sourcesQbsurvant);
less well informed on Thames Water's activities
having not undertaken prior activities on the

panel
e of Thames Water ®s
All cl osely representa

geographic and demographic customer makeup
as possible

A

I Including 20 business and 10 future
customers (18-24 year olds)

A ldentical activities and fieldwork dates to the
Informed panel customers

AQual,tativyeaandt-ade mie
out pu t s . R .

customers undertaking prioritisation exercises,
identical to the quantitative survey, for
comparison

A-Informed® by
community

materi al

iR

Qualitative online
community

nf ormed -fr

¥

t

hBéUnlgfarrgetd household (HH) and

business (IQI—I'Iq)ecLs omers

A 600 customers
A Provided by an external panel@bsurvant)
Th

ARepresentative of

base
, A §Q0 haugeheltbagd10@:busingss sustomers
A 19-27th April 2022
A 10 minute online questionnaire
I Prioritising Vision 2050 goals
I Rating public value activities

A-Uninfor med® -dbptremateral
t p ontthe issuas (headline outcomes only)

A’ Quantitative outputs only

esented during the

Quantitative online
survey

$

Combined reporting highlighting overall findings and individual audience differences

ames

| ack



Methodologysee appendix for further details and separate document for screener/questions/stimulus

This research represehigh quality engagement meet i ng Of wat és mi ni mum

Useful and Neutrally Independently
: Fit for purpose : Inclusive and ethically
contextualised designed
J conducted
Thisresearch builds The methodology and sample Customers were asked for We spoke to a representative This research was conducted by
upon previous insights to covered was appropriate for the  spontaneous opinions up front, group of customers, including an independent research company
understandwhat customers want research objectives. We ensured then were shown household, nonhousehold, (Verve) and was carried out in
from Thames Water in the near the level of detail for customers to contextualinformation on each vulnerable and future customers. accordance with the Market
and longer term. digest was enough to help them  activity. Questions and We used two methodologies Research Society Code of
make judgements. Billing impact  stimuluswere designed to be (online community and online Conduct

The Vision 2050 framework

was developed from was not qvallable, bgt we a;ked for straightforward, using Plain English survey) to smulate different levels
) o an -in principle® response to of being pre-informed. See
previouscustomer insight. : .
guestions, and customers were appendix for breakdown of the
This researchfalls into a able to explain their answers sample and further details on the
wider body of insight gathering methodologies

aimed to understandwhat
customers want fromThames
Water in the longer term.



Executive Summary
Vision 2050

Based on both qualitative and quantitative findings



Vision 2050- overview of key objectives

Understand what is Ensure the Strategic

Test Vision 2050 ambitions : Understand priorities Roadmap is
important for AMP8 P P
comprehensive
. . o Given where Thames Water are, When should we achieve the Vision : -
What is t_hg right destination which area is most important to 2050 ambitions by? 2050 or Are there any gaps in the Vision
(@ambition) for 20507 . . . 2050 ambitions?
improve in? What is most urgent? sooner?
A Most customers are in support of A The most important area for the A Customers are satisfied with the A Overall customers felt Vision
the overall vision for 2050 and vast majority of customers was Vision 2050 goals but felt some 2050 was comprehensive
felt all 5 of the strategic themes attributed to t he eoulkbe achidved-a \Masboaer. ®. enough for them and had nothing
to be of importance. A Customers scored vision 2050 A Environment related goals, to add.
goal s centred ar oualtbdoughivadrtant, ierede#t to A Those with less experience of the
the most important . be less urgent. water industry put their trust in

Thames Water ®sS Vvi si ol

A Quantitative data indicates that : ,
consideration for customers.

Water & Waste are rated as most
important an in urgent need for A A minority wanted more detail
improvement. and clarity of each goal.
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Customer evaluation of Vision 2050

A Evaluation of Vision 2050 was a three stage process

1. Customers initially viewed a schematic of Vision—°
2050, featuring all of the goals broken down into
each of the themes. The Vision was evaluated as
a whole and customers were asked to prioritise the
themes in order of importance

2. Each goal within the themes was then evaluated
using a templated explanation including topic,
current performance, comparison against other
water companies and goal for 2050 -

3. Customers then conducted a quantitative exercise
where each goal was evaluated in terms of both
importance to customers personally and perceived
urgency for improvement based on the information
provided. This was then charted as an overall
importance vs. urgency for improvement matrix

Thames Water's overall vision for 2050

act

Thames Water is a force for goodin communities by
eliminating water poverty, providing jobs & skills and
developing the land around ite buildings & works
responsibly

Guarantee high quality drinking water

Whatis this about?

+ There are rare instances when drinking water does not meet the strict
safety and quality standards expected.

Where are Thames Water now

+ Last year there were 5 instances of unsafe water quality across the
Thames Water region which meant the water supply was turned
off temporarily in local areas.

How do Thames Water compare to other water companies?

= Thames Water's water quality levels are close to the average
compared with other water companies in the country.

Where do Thames Water want to be by 2050
= Zeroinstances of unsafe water quality.

How Thames Water can
improve by 2050

* Improve the water treatment
Process using new
technology as it is developed.

* Improve the quality of water
sources (rivers and
underground)

*  Keeping up with new safety
standards that may develop.

= Keeping up with patential new
water contaminants

11



Test Vision 2050 ambitions

Over al l ' t he vast maj or it y V@\aiistherﬁht%s&a&on@mmoﬁ)f&
2050 strategic goals and the methods to get there 2050?

A Customers think all the Vision 2050 goals arémportant
and should be a focus for improvementthough some
are prioritised more than others.

Thames Water's overall vision for 2050

A Greatest importance is attributed to the Water themé@ _“_ o ——
seen as Thames Water®s cor |0 | |[Tnaie
and essential for society. Goals prioritised include: rritermr, W [P g

A Guaranteed high quality water L e el | KEEEEE

Stoo fca, Us =
» Ensura thera s encugh water for customers in the e

A Ensuring there isenough water in the future ftre, ot kg 10 much o ersnd =i v 3 % v Gl I T —
hames Water is a force for good in communities by

harming the environmant .
* Fox service issleg on the sarme day eliminating water poverty, providing jobs & skils and

without taking too muchfrom rivers e Ko g e, oo 4
A Reducing leaks. ————

A Customers also emphasise keeping bills affordabl@nd
stopping sewage flooding into homes andgpilling into
rivers.

A Energy transition, customer service and community
orientated initiatives are important, positive and
worthwhile, but not at the expense of Thame$/at er ®s
core mission.

12



Understand what is important for AMP8

_T h € ar ea O f (5: _Wa tere wa s (:Iivern/vhgeTharLDsQIat§aJe,whichIarem posp r
Improve on for the vast majority of customers important to improve in? What is most urgent
A Most i mportance was attributed to the area of -Water ® i

customer water supplies were safe and plentiful

A Top five 2050 Vision goals by importance:
1. Guarantee high quality drinking wate(8.83)

2. Ensure there is enough water for customers in the future, without taking too much from rivers and harming the
environment(8.57)

3. Stop all sewage flooding into homes, gardens and business€8.47)
4. Reduce leakage to below 10%(8.42)
5. Keep bills affordable and show services are value for mon€g.41)

Based on means score out of ten attributed to -impormpatae® with -

For context, prior to thisWgRIllsthenaskishgmegos thadpihbieemi tiodae:t hese go aotherwdrdsdeybutnk what you t

each goal is even an issue, do you care about it, do you agresith the ambition and the timescale of 20501 t ®s | mport ant that you remember that Thames
money fromc ust omer s® bill s. We®re really interested woryabowwhatewhha ti nydoi uv itdhuianl k gaobaolu tmiegahcth cgoosatl®. b ut

(Base: 711, all informed qual and uninformed quant respondents)

13



Understand priorities

Generally, customers believe that the timescales for Vision {90
are reasonable but if possible, would like some to be accelerkais

Y 6Eould we achieve the Vision 2050

s by? 2050 or sooner?

A Many customers want the goals to be Goals the majority of customers wanted to Goals the majority of customers felt were
achieved as fast as possible. Complexity see achieved before 2050 if possible -just right® to be ac
of deliverability was not considered in this _ T _
research. A Guarantee high quality drinking water A Ensure there is enough water for customers

in the future,without taking too much from

A Stop all sewage flooding into homes gardens . }
b g g g rivers andharming the environment

A Goals related to the environment, while .
and businesses

important, were generally felt to be less

urgent than goals that customers will A Reduce leakage to below 10% A Provide a more reliable water supply
benefit from personally A Keep bills affordable and show that services A Prevent heavy rainfall from causingewage
A The fin dings opposite refer to data are value for money overflows and sevx./age spills inteivers
collected in the qualitative community A Fix service issues on the same day A Replace all lead pipes
stage only (as not asked in the A Help reduce disruptive rainwater flooding A Lead the improvement of rivers in theegion
guantitative stage) so they become among thehealthiest in the
A Provide an inclusive service that works UK

f h fford, .
or everybody and that everyone can affor A Maximise the green energy produced for

Goals: A Provide an easy and personal Thames Water and for local communities
oals: Water ) .
customer service, using the latest

technology, foreveryone who uses the A Help tackle climate cha

negative®

A Use the land Thames Water owns tareate

- Waste/Rivers service
A Create attractive jobs for people in our A Help customers to use much less water
- Customer communities A Use the land Thames Water owns thenefit
wildlife and create natural spacesor people
B e fo vist

Communities Impact ~  rf-=--- - - e m e m e mmm—m———— - | jobs and housing

' Both listsordered by overall importance- highest to lowest I

(order based on all 711 responses to the importance question), 14




Urgency for improvement

On a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

Quanti tati ve

data s hows

Understand priorities

cWatere & ¢ Was

urgent for improvement; but all goals are deemed important (7+ out of 10)
Mapping Vision 2050 priorities; personal importance vs urgency for impréadimgaal and quant response&ll)

is very urgent to make the improvements, howrgent is it that Thames Water

makes the improvements for each of the goals.

10 A

Key -
- -
I water -
B Wwaste & Rivers Reduce leakage to Keep bills affordable and show that _-" -
below 10% services are value for money P
M Customer -~ ~ Guarantee high quality drinking wate|
o Prevent heavy rainfall from causing Pag
. Energy Transition . _ sewage overflows and sewage P -
Communities Impact Help tackle climate change by becoming 'net spills into rivers PR o
] P negative' (when we take more carbon out of the \ -7 o Stop all sewage flooding into homes,
— — Along this line, atmosphere than we put in) Help reduce disruptive rainwater flooding” gardens and businesses
. - ©
-l mportance¢e ® and 1 - " - L 8. Ensure there is enough water for customers in
Maximise the green energy produced for e ; . .
-ur enc for - - 9 ° the future, without taking too much from rivers
g y Thames Water and for local communities Replace\all leagpiPes e and harming the environment
i mpr ovement ® scor es ’,’ Q" Provide a more reliable 9
would be identical . _ .- o8 supply of water
Create attractive jobs for people inour _ -~ v . . . .
communities and help develop skills = o Lead the improvement of rivers in our region so
P ° Help customers to use much less they become among the healthiest in the UK
_- - i water at home
Use the land Thames‘wgter owns to create jobs” \ Fix service issues on the same day
- “and housing use the land Thames Water owns to benefit o, o 1 inclusive service that works for
-~ wildlife and create natural spaces for people to
P visit everybody and that everyone can afford,
- Provide an easy and personalised customer supporting different needs and circumstances
- service, using the latest technology, for
PR - everyone who uses the service
- e e e e e e e 1
_ - | Itis important to recognise that although this exercise was designed to
_ | -pull apart® the different goalslof
‘_,_’ ______ - goals remain more or less important, but that there are priorities in termsI
_- - | Please note: axes I I_of what they would like to see addressed, p
N | have been terminated |
at this point for clarity | >
I of labelling and : 6 7 8 9 10
I separation of the I
oals.
N ; Importance
On scale of to 10, where 0 is niompoartt aanltl airnep oeratcahn to fa ntdh el Of oilsl ovveirmigp iz



Understand priorities

Quantitative data shows a relatively clear prioritisation of Vision 2050 goals
¢ Wathenec Wa st e ak bdRh bwedty sféighest priority in both importance and urgency for improvement

A Looking at importance and urgency for improvement for each goal, it is clear that all of the proposed goals are deemed
both important and relatively urgent to improve by customers

-

All goals fall within the range 7.0 to 9.0 in terms of importance (out of 10 overall)

-

All goals fall within the range 6.0 to 8.5 in terms of urgency for improvement(out of 10 overall)

1 1
. i - 1
A There is a clear pattern where :Thl s chart shows how each . 'C| ustler ® of
h S _ - , each other (based on all survey responses, from the qualitative I )
- Wa ther-@Va st e & ey A Water | community and quantitative survey combined 711 responses in total) LT
more highly prioritised than P oo | e
ore g y p 0 Sed . a g N Il Energy Transition
ott:(ers, with thbe g)(lcelptlon of o Egﬁb | :@ EE:;T;;;Z .gpact
) €e p ! . S a = O ﬁ 8 &- ‘importance’ and -
service 1Issues s%gges dayjtéencyfért_bot
. improvement’ scores
= C us t Whm Br®a|SO S 3% ag WOF:.Ild be identical
[ % =]
highly prioritised g8 7 Customer
=3
53
A Itis important to note that these S gé 6
are relative differences only; all @é %'g
Of the VISIOn goaIS are deemed 5 “icz E g 5 .- - Pt is important to recognise that although this exercise was designedto 1
. 3 - “pull apart” the different elements of Vision 2050, the scores show that all |
Important at 7-0 and above 2 E _": _______ epl\emealstr;main rnoretor less i:nporl.ant,but lha.l‘there are prioriiieisi; 1
s} :é _ =~ | Please note: axes 1 \ terms of what they would like to see addressed, ‘|
o2 ave been termingted ' . ToTTTmTTmTmTmTmTmTm T E T EI T T T I T T T T
S % : 21 lhi;j;:ucbir'ltt{orclzalrtil::_1 ! F
ER | i | ’ ? : : E
g 0 1 glements. !
=
O

__________ i Importance
“On a scale of 0 to 10, where 0 is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”
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Understand priorities

Each of the goals are largely correlated in terms of their relative importance and urge

Mapping Vision 2050 priorities; personal importance vs urgency for improvementiTIptal

—|mportance =——Urgency

Waste & Rivers Customer  Energy Communities
Transition Impact

17



A

Understand priorities

For all goals and categories, urgency for improvement scotagsatiean overall
Importance

One potential interpretation of this is that there are no goals that customers consider to be in dire need of improvement
(i.e. performance is so poor that regardless of importance, urgency for improvement is disproportionately high)

Another interpretation is simply that customers want action taken on goals in accordance with the level of importance
they place on them

However, thesize of the gap between importance and urgency for improvement varies between 0.25 and 0.71 overall
across the goals. While this is not a major variation, it tends to follow the overall pattern of importance/urgency, in

whi Water® aWadie &River® show the smallest gap between I mportanc

speaking). -Environment ® also has smaller gaps. Thi s

T CUStomerS SImpIy Want Thames Water tO B gZIaplsreduce disruptive rainwater flooding mporanee 7.99 HHaen 7.74 prerenee 0.25
. . . Keep bills affordable and show that services are value for money 8.41 8.09 0.32]
fOCUS On Core SerVICe dellvery and ensurlng Prevent heavy rainfal! fro_m causing sewage overflows_and sewage spills into rivers 8.31 7.97| 0.34}
sewage does notim pact upon homes and Difference of g cumomers o e3¢ much s werm A pom 758 0 s
. . 7 Red ow 10% . 8.42 8.02 0.40]
t h e e n V | r O n m e n t | n a nUVderV(Dé y : r:la: II;TI-I-S- -1-e_- ..ET e_mﬂ?r.y- pr-_ .E::u_Ei. or {npmdgs Wal arﬂor@a\@munihes ;:2 ?:?'Zi g:;.
factors) Replace all 12ad pipes 518 77 0.5
Help tackle climate change by becoming 'net negative' (when we take more carbon out of the 7.62 715 0.47]

- atmosphere than we putin)
T While many of the as yet nestarted projects S e 00 o 053
. . . Proy upply of water 8.35 7.82 0.53
(e.g. building houses) are deemed important, - - 202 -
they are Iess urgent than ensurlng Water’ leference Of _ Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit 7.52 6.96] 0.56|
Waste and enV”'()n ment factors are taken over 0-5 Zr;vide:n inccllusivs sewice:hat works for everybody and that everyone can afford, supporting 7.99 742 0.57
Care Of Create attractive jobs for people in our communities and help develop skills 7.34 6.69 0.65
Use the land Thames Water owns to create jobs and housing 7.01 6.33 0.68]
L Provide an easy and personalised customer service, using the latest technology, for everyone 7.43 6.72 0.71

who uses the service

M ¢
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Ensure the Strategic

Generally, customers think the 2050 vision is comprehensive; SRR ICIZIENE

ere any gaps in the Vision 2050

minority want more detail to understand the nuances of each ggfgher=s

A

The vast majority of customers have nothing to add to the Vision in terms of components that are missing. This was
consistent from the beginning of the research to the end, both with high level and more detailed descriptions of each
goal

Some acknowledge they don't know the water industry very well, they are at loss to say what else could be done

As a result, they trust Thames Water has thoroughly considered what is achievable and created the vision based on
what is best for customers and society at large

A minority request more information relating to bill impact, tracking the initiatives and resources required
Anecdotal ideas emerged from a handful of participants, they fall into three themes:
1. Working with otherorganisationsto promote and develop products related to reducing water consumption
2. Opportunities to volunteer/ initiatives to educate people to save water

3. Greater collaboration with the government/ other businesses to exert influence to crack down on pollution, build
houses, enhance communities (details of what this would look like in practice were lacking)

I I't®s i mportant to be clear that for these I sgfues, ¢
they are pragmatic enough torealise that while benefits can be created for customers outside of core
services, it is by no means Thames Water's responsibility alone
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Awareness and attitudes
towardsThames Water



Alongside ensuring the core water system functions smoothly, customers want Thame
Water to more clearly publicise the other schemes they run

Customer s® cor e

remains drinkable and constant, alongside
good customer service

A Most are clear that Thames Water
delivers a reliable and consistent supply
of water, but some want to see
improvements in their customer service.

Primarily | expect a urinterrupted supply of fresh
clean water and the removal of sewage and waste
water for an affordable cost.

Male, 45-54, ABC1, White, Vulnerable, Waste Only,
Affinity Water

[Their customer service] has been historically
poor, not just in my personal experience but from

things | have read in the media.
Female, 3544, C2DE, White, Dual
Slough/Wycombe/Aylesbury

needs Talraemesn sWartienrg

insant &tr t a Ditsidd of @oke mairttenamsémpgrovements,
t hi n gcustoghers waulddike @ see greeh enerfydnltities,
assured affordable water and improved comms

outside of when
appetite from some to learn more

on Tha

C Omms
schemes, investment into green energy and
supporting customers to lower bills were
common responses.

A Customers feel out the looponnew Thames § Cl ear er

Water initiatives- they typically only hear
negative things through family/friends,
documentaries or social media.

Our local Facebook group talks about how hard our | would like to see Thames Water introduce water
water 1is quite a Dbit. Othegnffdersdoshol Fou fydl 1€kt tafsh dha T W

respo ”FS el 25345 ABICluV\r/]h'rt] eDI ‘I)Lf chi | ®. " give you a warning so you don't waste water which
emale, ' o Loy ELEIE R is better for the environment

Male, 18-24, ABC1, White, Vulnerable, Waste Only,
Affinity Water
| only talk about Thames Water when something
goes wrong [=2] I would im
environmental interests but | don't get to hear
about these.

| think | would like to hear more about what they are
doing in terms of sustainability and water use

Male, 55-64, ABC1, BAME, Dual London Male, 35-44, C2DE, BAME, Dual London
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Context: Customers were provided an overview of the water cycle along with a map
showcasing the remit of Thames Water

Thames Water is the UK's largest water and wastewater
services provider

10 million

water
customers

v

A Customers were provided with a map
where they operated.

15 million
wastewater
customers

A Customers were also shown a simplified version of the water cycle,
highlighting how water is treated to clean it, then delivered though customer
homes before the wastewater is taken away, treated and returned to nature.

of drinking w

A Following this, customers were asked the following questions: B |

A What is your overall impression of Thames Water having read this?
Thames Water and the water cycle

A D I d th IS te I I yo u anyth I N g N eW 0 r I nte restl n g 0 r We re yo u al ready aware Thames Water interacts with the water cycle, taking water from rivers and natural underground stores and turning it into

high quality drinking water. It then delivers the drinking water through a water pipe network to homes and businesses.
Once the water has been used (what goes down sinks and toilets) it is collected in the sewer network, ending up at

Of aI I Of th I S? sewage treatment works where the water is treated so it can be safely returned to rivers again.

A Do you have any questions or tho
activities as a result?

'a t
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Customers were interested to learn that Thames Water was the largest water and
wastewater provider, and were keen to know more about how water is treated

Thames Wat er ®s area of O P €T a  Themain thing that surprised me about the information shown is

A -l nfor med fresh® customer s wer e q:Jite hO\'{]V bighthefc?chment area::or I‘_I'ha(;neisatir servicesis.| o f
Thames Water, especially how it is the largest water and wastewater ~ 2"W&s fhought ot inem as more o a London based company.
provider Male, 25-34, C2DE, BAME, Waste Only Affinity Water

A Similarly, some customers weren®t aware of their operati ol

London, expecting them to only function within the capital.

| would like to know how Thames Water is able to treat almost 5
billion litres of sewage a day? How is the sewage treated? Does it
affect the environment?

Female, 1824, ABC1, BAME, Future customer, Dual

Any questions?

A Some customers were curious to understand how Thames Water
handles such large amounts of sewage, alongside the fact that some
customers only have wastewater services.

The Water Cycle . e
I hadn't really thought about the wate]; cycle; the image really
A Although many customers were al rh&nRe Bome RoWirfpdrtdt it i9tdl balarceldr@ironmefla® t U T @

cycle, some appreciated the refresher with others keen to learn more factors with business and use requirements.

about the -treatment® section of t he ¢y Crenfle 3544, ABCL, White, Dual London
A Some referenced the environment, realising the natural balance
this cycle relies on. | knew about steps 15 of the water cycle but have less

understanding of the process through which water goes through
Any questions’? during steps 6-10. Does Thames Water organise tours of its
S ) . treatment plants to increase understanding and awareness?
A Similarly, some customers were keen to find out more about how the
Male, 5564, ABC1, BAME, Dual London

treatment process functions.
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Al t hough

36% of customers rankedl/ 5 areas. s

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

Pl ease
Base: 124

t

36%

e |

Waste

us

cust omer s

Customer Communities

m0-4 m5-7 m8-10

how

mportant

eloe,

| argely felt all
Thames Water's remit is where they place the most importance

Energy

each

of

of

ut most

| mportance

Key to descriptions

1.

Water. Ensure there is enough water and develop
a future-proof water network that avoids leaks and
interruptions to customers' water supplies

Waste and rivers Prevent all sewer flooding and
wastewater pollution (when untreated wastewater
spills into properties and rivers) and lead the effort
to restore the quality of rivers and streams
Customers Deliver great customer service and
value for money

Energy. Help tackle climate change by becoming
'net negative' (when we take more carbon out of
the atmosphere than we put in) and maximise the
green energy produced for ourselves and for local
communities

Impact on communities Thames Water is a force
for good in communities by eliminating water
poverty (so all customers can afford to pay water
bills), providing jobs and skills and developing the
land around its buildings and works responsibly

h

these is to yonpor toamnta® scal

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only
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What do customers expect in each of these areas?

A Reduce water leakage A Prioritise sewer maintenance
A Ensure water quality remains high A Reduce river spills and provide
reassurances on this

A Greater transparency on service issues A Take steps to tackle climate change A Affordability of bills so everyone can
o E.g. providing service issue maps to o Electrify fleet/eco fuels access clean water
hel p customers 1 dento fRgducewatet wasteyaid stippdnt e 0 Supporting poorer customers to
affected customers in doing so as well reduce water poverty
A Supporting customers to reduce water o Net negative carbon practices A Developing local jobs and skills that are
usage (e.g. providing water meters) A -Futpuroomfing® of busi nealpaidt hr ough
A More online/social media support and green technology A Support customers in saving water and
communication on schemes and money through technology/advice
innovations

Yes these points are very important to ensure Thames Water runs smoothly going into the future and that us as
customers continue to have high quality water coming into our homes. And there are less chances of hazards
occurring within the systems. And of course the environment is very important so continue to be climate friendly and
environment friendly

Male, 18-24, C2DE, BAME, Vulnerable, Waste Only, Future customer
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Context: Customers were provided an overview of the 2050 vision

A Customers were provided with an overview of the 2050
vision, and were asked the following set of questions:

A What are your initial reactions to what you have just read? Thames Water's overall vision for 2050

A Is this plan what you would expect of a business like Thames =~ jussrrs Energy Transiion
Water? Or would you expect them to be doing something Ensure there s anaughwater and

proof waler networ

velop @ future. Help tackle climate change by becoming 'net
ks and termuptions negative’ and masximise the green energy produced

d iffe re r]‘t’> o cpstomers W - for oursehves and for local communities
' G ¥ O . .
* Replacs all lead pipes negative’

I S t h e r e a. n y t h i n g t h a. t S h 0 U I * Provide & mare refiable supply of water ’ Deliver great customer service and value for * Maximise the green energy produced for Thames

* Reducs leakage to bekow 10% maney Water and for kacal communities
= Help customers ta use much kess water at home * Provide an easy and persanalised

Looking at the timescale of 2050 to achieve these ambitions, « Ensure thers s enoughuter for customers nthe customar servicdlitche et

future. without taking too much from rvers and technalogy, for everyona who uses the Communities Impact
- sarice

do you think this ok, not fast enough or too fast, why? S — «Fcoorvion PR TRITS oy Thares Waters.a fore for goo in comemuritios by

= - eliminating waler poverty, providing jobs & skills and
Waste and Rivers » Kgap bills affordable and show that developing the land around its buildings & works
sarvices are valua for manay resmm

T

T

Prevent all sewer floeding and wastewater pollution

A Do you think some of the initiatives are more important than varf serToding andwastowtar polion
. . . and lead the effort 1o restore the quality of rivers anc s +and that everyane can affard
others? Which ones? Talk us through your thinking here. srears pporing SR noeqs and SfoPatonces

« S1op all sewage floedng inte homes, gardens and

‘ « Prowice an inclusive servics that works for

. . . businesaes «Create attr active jobs for p-eoolel in our
A Under each of the five headings in turn are there any goals - Preventheavyraifall fom causing sewage onerous anc o
sewage soils into fvers + Use the land Thames Water cwns to benefit wikdlife
H H H H 2 +Lead the improvamant of ivers in the region so they and create natural spaces for people 10 visit
that you think might be missing”~ T R

- Help raduce danuptive raimwater flooding and housing

A And is there anything else that you think Thames Water
should be doing that is not covered anywhere here?

A If you think about your local community or society as a
whole, do you think these ambitions meet their needs are
they different to your needs, if so how?



Woul d you

Overall support for Vision 2050 is strong

Thames Water's overall vision for 2050

ntee high quality drinking water

+ Replace all lead pipes

+ Reduca leakage to below 10%

* Help customers 1o use much less water at home

+ Ensura thera is enough water for customers in the
future, without taking toa much from rivers and
harming the environment

maney

* Pravide an easy and persanalisad
customer servica, using the latest
technalegy, for everyonawho uses the
sarvice

= Fix service issues on the same day

» Keap bills affordable and show that
sarvices are valus for manay

Prevent all sewer floeding and wastewater pollution
and lead the effort o restore the quality of rivers and

« Provide a more reliable supply of water } Deliver great customer service and value for

support

M Enoy Transiion S

Help tackle climate change by becoming 'net
negative' and maximise the green energy produced
for oursehies and for local communities

- Help tackle climate change by becoming net

negative’
‘ * Maxirmise the green energy produced for Tharmes
Water and for lacal communities

Thames Water is a force for good in communities by
elinilmi_ng waler poverty, pl_o.-k!il_'ngjobe & skills and

P s & works
‘ responsibly

+ Prowide an inclusive service that works far

slreams

= Stop all sewage flooding into homes, gardens and
buzinesses

» Pravent heavy rainfall from causing sewage overfiows and
sewage spills into rivers

mant of rivers in the region so they
become amang the healthiestin the LIK
» Help reduce disruptive rainwater flooding

~After I
Base 117

ear n

yoody and that evengane can afford
supporting difierent needs and circumstances

+ Create attractive jobs for people in our
communities and help develop skils

* Use the land ThamesWater owns to benefit wildlife
and create natural spaces for peaple to vist

+Use the land Thames Water cwns to create jobs

and hausing

ng

about

or

Strongly opposel%

oppose

Thames

Wa t

Somewhat oppose2%

Somewhat
support 21%

Strongly
support 76%

Thames

Wat er ®s

Vi

Informed panel customers (thosel
that have undertaken typically !
more than one detailed deep
dive project in the past few
months) tend to be more
supportive (81%) on this
guestion than informed fresh
customers (71%).

This is not however statistically
significant.

sion for 2 05

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only 28



Customers are largely positive of Vision 2050, and feel tltpadlsewere suitably
ambitious, important and align with their expectations
Initial reactions

This is a massive undertaking for any company and with the large

A Most customers were I mpressed a! areacovered by Thames 'Water it is @ logistical nightmare!!!
promised but some questioned whether this was achievable within the Male, 65+, C2DE, White, Waste Only, Affinity Water
timeframe.

A The hOI|St|C V|eW was appl’eCIa'[ed by many, WhO felt th'S Covered a.” th‘ They have stated what they intend to do, but how? | get its a brief

key areas they®d expect I N a c¢ | e doc butlwouldbe more interested in knowing how they plan on
. carrying out these actions.
A Some felt there could be more around climate change/green energy

Female, 2534, ABC1, Business, 39 employees, Water reliant
however.

On the timescale

A Although some customers felt the timescale was overall realistic given o L
| think this is a feasible timescale, although there could be room to

the scale of change, many felt it was far too slow. make some of the suggestions happen sooner. 2050 may not
seem very relevant to older demographics (if this is likely to be
Which goals are more important’? outside of their lifetime). May be better broken down decade by
) decade.

A Customers felt all goals were important, especially initiatives that
ensured core functions, like water quality and customer service.
o For younger audiences, energy transition plans were given
increased emphasis. Energy transition amidst the growing concern surrounding climate

: : T change - big companies should be seen to be putting this at the
Does this meet the needs qf their community” | | i g sy
A Generally, customers feel this meets the needs of society and their I R p——
community, with some suggesting that lower income communities will ’ ’ ’ ’ ’
need more support in the relevant areas of the vision.

Female, 1824, ABC1, White, Dual, London

of
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Evaluating individual goals
of Vision 2050

Thames Water's averall vision for 2050

BN Encrgy Tansition S

Helptackle climate change by becoming 'net

F ! : megative and masimise the green enengy produced
to customers' water supphes for oursehes and for local communities

* Replace all lead pipes negative’

« Prowide 2 mare reliable supphy of water ’ Deliver great customer service and value for 1 « Maximise the green energy prodused for Thames

» Reducs leakage to bekow 10% maney Water and for lacal communities
* Help customers ta use much less water at home * Provide an easy and persanalisad
customer sarvica. using the latest
technology, for everyone who uses the
sarvice

* Fix service issues on the same day

» Ensura thare is enough water for customers in the
future, without taking toa much from rivers and
harming the environment

Thames Water is a force for good in communities by

elimirating water poverty, providing jobs & skills and

» Keap bills affordable and show that developing the land around its buildings & works
sarvicas are valua for manay resmw

Prevent all sewer flooding and wastewater pollution
and lead the effort 1o restore the quality of rivers and
streams

‘ + Prowide an inclusive service that works for
evenyedy and that everyana can affard
supparting different needs and circumstances

= Stop all sewage flooding ints homes, gardens and i .
businesses = Create attractive jobs for pecple in cur

mmunities and help develop skl
= Prawent heavy rainfall from causing sewage overflows and communiies AEDe e R

sewage spills into fivers * Use the land Thames Water owns (o benafit wikdlife
« Lead the improvement of rvers in the region sa they and create natural spaces for people to visit
become ameng ihe healthisstin the LIK « Usie the land Thames Water owns to create jobs

= Help reduce danuptive rainwater flooding and hausing




Customer evaluation of goals of Vision 2050

A For the next stage of discussions, customers were A Considering the issue, current situation and 2050 goal, would you
presented with information slides detailing the goal, support or oppose this 2050 goal>
current performance and activities related to meeting T | strongly support this goal
the goal. The 19 goals were shown in a different order I 1 somewhat support this goal
for each participant. y

| somewhat oppose this goal
A Customers were asked to evaluate and comment on i 1strongly oppose this goal
each goal as follows:

: : : *Note: for the these -closed® questions
? ? 7
A s this an important issue to you personally? Why/why not? sages) doesn®t always add to the 122 tha
A How do you feel about how Thames Water is currently answering the question properly
performing on this goal?
A How do you feel about the goal of what Thames Water Guarantee high quality drinking water
wants to achieve by 20507 Please focus on the 2050 goal i | -

. . . Whatis this about?
itself and whether you would like to see this, rather than - There are rare instances when drinking water does not meet he srct Low Thames Water can

What |t WOUld take to achieve |t safety and quality standards expected. improve by 2050

* Improve the water treatment

A How dO you feel about hOW Thames Water planS to Where are Thames Water now ggﬁfgigiigg ir:?;vdeveloped_
address this issue? Is this something you think they should " Lastyearthere were 5 nstances o unsafe vater qually across he vk
be getUng involved in? off temporarily in local areas. iR

b *  Keeping up with new safety
standards that may develop.

A How doeS the timescale for ThameS Water to aChieve thlS How do Thames Water compare to other water companies? « Keeping up with potential new

water contaminants

goal by 2050 feel tO you?k = Thames Water's water quality levels are close to the average

compared with other water companies in the country.

I About right
Where do Thames Water wantto be by 2050
T Too fast « Zeroinstances of unsafe water quality.

I Too slow 31



Water

Guarantee high quality drinking water

Guarantee high quality drinking

What s this about?

« There are rare instances when drinking water does not meet the strict How Thames Water can
safety and quality standards expected. improve by 2050
* Improve the water treatment
process using new
Where are Thames Water now technology as it is developed.

- Last year there were 5 instances of unsafe water quality across the C “’.'?_':‘E'a"'tl-; of water
Thames Water region which meant the water supply was turned ' IVETS ane
off temporarily in local areas.

standards that may d

How do Thames Water compare to other water companies? Keeping up with potential new
water contaminants.

= Thames Water's water quality levels are close to the average
compared with other water companies in the country.

Where do Thames Water want to be by 2050

+ Zeroinstances of unsafe water quality.




Clean drinking water is paramount for almost all customers; there is no compromise t
made

Summary overview:

For nearly al/l customers, the need for high quality drin
express this varies; some simply say they expect it as a given, others go further saying that it is essential for a funatmpni
society, free of disease. The very small minority that appear less concerned generally drink bottled water, and there are

those that are suspicious of tap water in general. ‘
Low importance Moderate importance High importance
What ® i mportant/uni mportant? Intherownwords

It is very important that drinking water is safe for consumption. | think this

A Clean water is something that most feel should simply not ever be in is the bare minimum | would expect being a Thames Water customer.

any doubt.
Male, 25-34, ABC1, BAME, Dual, London

A Some customers highlight that it s </ . (i¢Cal I of Utneii (anu ot he

and wellbeing). As a general public health rule, the cleanest practicable drinking water is
A Though not everybody drinks tap water, so this is less of a concern for ~ absolutely essential.

a very small minority. Male, 55-54, C2DE, White, Vulnerable, South East Water

How is Thames Water currently performing? | mean to me personally it®s not very
about tap water not being drinking water..

A Perceptions of current performance varies: Female, 2534, C2DE, BAME, Dual, London

T Some think performance is excellent
Five instances is low, but zero instances should be standard.

o . .. Female, 2534, ABC1, BAME, Dual, London
I Some think it is acceptable but further progress would be welcomed 33

T Some think performance is poord&nyissues are a failing)



The majority of customers feel the timeline to meet this goal is too slow; emphasising
Importance of clean drinking water

72 customers think the 47 customers think the 0 customers think the
t i mes ctaolsle\®i s - t I me s cahduteighit®s - t I me s ctaolfast® i s -
What do customers think about the goal overall? In their own words

_ _ _ _ _ You'd hope it would be earlier than 2050 but again, | don't know the
A The goal itself is largely well received, with zero instances of poor water processes and how difficult this could be.

qua“ty admirable. Female, 2534, ABC1, 0-9 employees, Water reliant, Business customer

A A smal |l number acknowledge they d
details of the challenges involved, and many feel that 2050 lacks
ambition for such an important element of service.

I think the goal itself is absolutely the right goal, but 2050 is 28 years
away.

Female, 2534, ABC1, White, Affinity Water
What do customers think of

| don't feel that their plans are clear enough to understand how they plan

) ) .. on doing this.
A The plan itself is generally accepted, many customers are positive

.y Female, 2534, ABC1, 0-9 Employees, Water reliant, Business customer
about the use of technology and forward thinking; somsuggest =

working with other organisations on this. | think perhaps they could work with other water companies and share
A Many trust that Thames Water will take the right approach, though a Ideas so everyone can benefi.
minority feel the plans lack detail. Male, 65+, ABC1, White, Affinity Water 34

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



There iIs no direct opposition to the plans to improve water quality; the only pushback is
should be undertaken more quickly

A As with previous comments, many feel that clean water is the foundation of society and so support this

94 customers plan _ o
—» -Because we don't want people 111 from drinking wh
-strongly supports® world. ®

the plan Female, 4554, C2DE, BAME, Dual, London

Those that only somewhat support the plan feel that it could either be completed more quickly, or that 5
17 customers instances of unsafe water is already a strong performance
somewhat support® —> - The goal needs to be achieved but Thames Water <co
carry out changes and make a few updates to the sy
the plan Male, 55-64, ABC1, BAME, Dual, London

S customers The timeframe is not acceptable to all
somewhat oppose® ~* - | believe that with today®s technology they could

the plan Male, 65+, ABC1, White, Affinity Water

Opposition is only on the basis of timeframe
-2050 is far too far i n t h-@yedrssmadiune36-I8rigtemtc1d er m go a
years. 2050 is unmanageable.®

Female, 65+, C2DE, BAME, South East Water

Q
©
©
O

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only 35



Replace all lead pipes

Replace all lead pipes

Whatis this about?

+ There are a small number of instances when drinking water contains
tiny amounts of lead, picked up from lead pipes. Lead can be harmful
to health, particularly for young or uniborn children.

Where are Thames Water now

+ There are overa millionlead pipes in Thames Waler's network, and
around the same amount within customer properties.

How do Tharmes Water compare to other water companies?

+ Thames Water have more lead pipes than any other water company,
because it covers more people and properties than others. Also
London and other towns in the region are more likely to have older
water networks containing lead pipes, which were commonly used
until the 1970s.

Where do Thames Waterwant to be by 2050

+ Nolead pipes.

How Thames Water can
improve by 2050

schoals to replace lead pipes
into drinking water fountains,
and help customers repla

on their properties.

Water



Replacement of lead pipes is a new issue for many, and one that provokes concern

Summary overview:

Many customers are not aware of the issue of lead being harmful to health and are surprised that it is to be found in the
water network. Concerns about the impact on health, and in particular the potential danger to the young, are very
apparent. There is a clear appetite for Thames Water to address this as a priority.

Low importance Moderate importance High importance

What ®s i mportant/uni mportant ? Intheirownwords

It is an important health and safety issue, | am particularly concerned to

hear that there are lead pipes going into water fountains in schools when
children are at most risk. This should be prioritised straight away. .

A But there is an overriding concern for safety, particularly in the case of FermElE, SR8, AEICL [BRuds, Dl Leren

young children.

A The main concerns are for public health. A small number are less
concerned due to their age or knowing they do not have lead pipes.

| do think this is quite an important issue as it's in everybody's interests
for tap water to be clean and safe to drink. | would also expect this to be
one of the core business reasons for Thames Water wanting to remove all

How is Thames Water currently performing? lead piping.

Male, 45-54, ABC1, White, Sutton & East Surrey Water

A Views are mixed. Some are happy that pipes are already being
replaced while some believe that given the extent of the issue, greater | appreciate that this is a huge scale problem but I think this needs to be
importance and urgency should be placed upon this initiative. addressed more thoroughly especially to replace the pipes in schools and
drinking fountains. | would like to know when this improvement from

10,000 to 50,000 will occur.
Female, 3554, ABC1, BAME, Dual, London 37



For most, the ti mescale Thames Water s
although a sizeable minority would like to see a faster uptake on this scheme

54 customers think the 61 customers think the 6 customers think the
t i mes ctaolsle\®i s - t I me s cahduteighit®s - t I me s ctaolfast® i s -
What do customers think about the goal overall? In their own words

A The goal of replacing all lead pipes is what customers believe is wholly It seems rather unambitious. If they're replacing 10,000 pipes a year now
necessary. then what was the replacement rate 30 years ago when TW was formed?.
Male, 55-64, ABC1, White, Sutton & East Surrey Water
A Some understand that this will take time, others feel this should be

accelerated. The goal is a great one. increasing the replacing of pipes to 50,000

annually will go a long way and achieving 0 lead pipes by 2050. | think

; creating water fountains in school.is also a great idea.
Wh at d 0 customers t h LN k 0 f Female, 4554, ABC1, BAME, Dual, London

A A number of customers see this as a major undertaking, and some

guestion why local authorities and housebuilders do not also have a role 10,000 at the moment and going up to 50,000, who pays the added

to play. costs, huge increase in workforce to achieve this..
. L Male, 45-54. ABC1, BAME, Dual, London
A Overall, customers are behind the plan, regardless of timings. 38

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



There is very strong support for the goal of replacing all lead pipes

One customer strongly objects to the timescale

A Very strong support for mitigating risks to public health and upgrading the network
~Probably two reasons, one is for the customer hea
— especially for small children and the unborn and secondly it will upgrade the water network for the very
\ 91 customers long term..°
stronqgly supports® Male, 35-44, ABC1, White, Vulnerable, Affinity Water
the plan
Others agree with the goal, but are either concerned about the timescale or in some cases are not
convinced of the dangers due to little media coverage
23 customers —% | 'm not hugely moved by it (if it was a real heal
-somewhat support® Water to replace them right?) But if it was flagged as causing damage then this would probably get more
theplan i mportant and require greater pace.?”® _
Male, 35-44, ABC1, White, Dual, London
6 customers Some customers are not convinced of the importance of this, others are not supportive of the timescale
somewhat oppose® — |l ts a good goal but not one that | feel should be
about once other problems are sorted out first.?®
the plan Male, 18-24, C2DE, White, Vulnerable, Future customer
| agree with the goal but the timescal emadism shocKki
term and long term goals. | know it is a mammoth undertaking but a goal set for 28 years hence in 2050
i's not I|Iikely to motivate people in my opinion.?®

Female, 65+, ABC1, White, Affinity Water

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



e a more reliable suppl

Whatis this about?

* The water network can sometimes experience breakdowns or
damage which can cause customers to have periods of low water
pressure or no water at all.

Where are Thames Water now

+ Interruptions to customers’ water supply average 22 minutes per
property per year.

How do Thames Water compare to other water companies?

+ Water supply interruptions average 10 minutes per property per year
across the rest of the country.

Where do Thames Waterwantto be by 2050

+ Interruptions to customers’ water supply will average less than 3
minutes per property per year, and there will be no major water
interruptions (mare than 48 hours).

Provide a more reliable supply of water

How Thames Watercan
improve by 2050

*  Improving the condition of the
kto a more
cluding a

s0rs inside water
any damage
5 repaired or
replaced before the water
supply is impacted.

Improving how water supplies
d he

supplies across the south
east.

Water



A more reliable supply of water is important for all, but mediated by the fact that
performance is generally accepted to be good

Summary overview:

Customers are clear that a reliable supply of water is important. At the same time, many feel it is lower down the list of
priorities for them as they either do not see 22 minutes of outage as especially poor, or they have never experienced
such problems themselves. But the principle of reliability is of prime importanfe.

Low importance Moderate importance High importance
What ®s i mportant/uni mportant ? Intheirownwords
A A number of customers feel that this is an important thing to ensure, This is an important issue to me. Whilst | think it is acceptable, the 22

minute interruption of the service on average for TW customers, as a

but at the same time do not see a huge issue with performance. comparison to other companies, it is a bit disappointing that this is more

A Some simply see it as lower priority than other issues that need to be than 2x as much on average of other companies.
fixed Female, 5564, ABC1, BAME, Dual, London
I don't see this as important as TW®s
a higher interruption rate of 22 mins
How is Thames Water currently performing? Female, 45-54, C2DE, BAME, Dual, London
A Views on this are very mixed; some see current performance as The system is nothing if not super reliable!
exceptional, through to those that feel it is poor due to direct Male, 4554, ABC1, BAME, Affinity Water

comparisons with other water companies

Disappointed that they compare poorly to average. If changing water
suppliers was an option, | expect people would have...

Female, 25-34, ABC1, White, Dual, Slough/Wycombe/Aylesbury a1



Views on the urgency for a more reliable water supply are mixed

43 customers think the 74 customers think the 2 customers think the
t 1 mes ctaolslen®i s - t I me s cahduteighit®s - t i me s ctaolfast® | s -
What do customers think about the goal overall? In their own words

A Reactions to the goal are very mixed. Some see it as perfectly | cannot stress to strongly that the 2050 goal is simply not acceptable.
The public pays a surprising amount for clean water, and therefore have

reasonable given current performance, while there are those that would : . :
every right to expect that leaks will be reduced to acceptable proportions

like to see progress accelerated. much sooner..
Male, 55-64, ABC1, White, South East Water

) think that they should be involve Ithlnkth idea of linking networks
What do customers think of h?\c/ht@ iR CeS gooWV@d | Birk L&I’% tecrplo og@idh dreat forward

_ _ . thinking plan.
A Timescales aside, customers are largely very positive about the plan, Female, 3544, C2DE, White, Sutton & East Surrey Water

particularly the use of technology.

Yes | think the plan sounds like a great idea. | think the idea of sensors is

interesting.
Female, 2534, C2DE, White, Affinity Water 42

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Although a number of customers see a more reliable water supply as lower priority thar
other initiatives, it receives strong support

The customers that strongly oppose the plan believe it is of much higher priority than it is being given
~This is so important to customers and in my Vview

efficiently than is the case. .?”
Male, 65+, ABC1, White, Dual, London

4 Customers believe a reliable supply of water is an absolute necessity and that nobody should be without it
| - Thi s i germeneckssany@aak work needs to be ongoing on this to ensure real progress and a
sustainabl e, high performing and functioning servi
0 78 customers Female, 3544, ABC1, BAME, Dual, London
66% -strongly supports®
the plan
Others are generally supportive, but are more vocal that other goals should take priority
33 customers _>_I support the goal because it has an i mpact on th
28% |l ead pipes are replaced is far more i mportant.?®
0 -somewhat supports® Female, 2534, ABCL, White, Dual, London
the plan
6 customers Those that somewhat oppose the plan do so in terms of other issues being more pressing
somewhat oppose® ~—*> "Because 22 mins a year is the length of 3 commerc
the plan Male, 65+, ABC1, White, Dual, London

43
Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Reduce

What s this about?

+ So that customers have a sustainable supply of water, and to avoid
wasting water, Thames Water needs to reduce the amount of water
that leaks out of the network.

Where are Thames Water now

* Almosta quarter (23%) of the drinking water that Thames Water
produces is lost before it reaches customers’ taps due to leakage.

How do Thames Water compare to other water companies?

+ Thames Water has by far the highest level of water leakage compared
to all the other water companies in the country. Others have between
a quarter and a half of the amount of leakage (per kilometre of pipes)
compared to Thames Water.

Where do Thames Water want to be by 2050

+ Leakage to be under 10% of water lost.

Reduce leakage to below 10%

How Thames Water can
improve by 2050

There will be more smart
water meters in pro i

detect where leaks o

leaks will be detected via
satellite — these are two ways
Thames Water could use
technology to find and repair
leaks quicker.

Maore old and leak-prone
pipes will be replaced in the
water network as well as
customer-owned pipes.

Water



Reducing leakage is highly important to most; many associate leakage with increased c
Some also worry about indirect environmental damage caused by requiring more water

p SIS

Summary overview:

Many feel they are directly impacted by leakage through higher bills which could otherwise be avoided. This is the main
driver of why they feel this is important. Some are frustrated that leakage has got to these levels, believing Thames Water
has sat on the issue for too long. In contrast, many respondents acknowledged the logistical complexity involved in
reducing leakage. Overall, customers view this as an urgent core responsibility to tackle as soon as possible.

Low importance Moderate importance High importance
- _ In their own words
What ®s i mportant/ uni mportant?
There is a strong reaction to the idea of huge quantities of water being wasted. Water leakage is important to me because it affects

) ) o cost and increases waste. Reducing the leakage
Most equate water wasted with money lost, and given the current economic climate, are il reduce costs and waste.

more sensitive to this. Female, 4554, ABC1, BAME, Dual, London,
Some also believe this will indirectly harm the environment.

. . They are preforming pretty poor and | can see this
How is Thames Water currently performing? when driving on London roads and seeing that they
are digging up the roads because of a water leak. To
Many think Thames Water ®s per for mance i S beYaifits pyobalfly @obtheir fdulef theBvater pes ard  p € |

other providers but without context as to why. old and need replacing.

. . , Female, 45 54, ABC1, 10- 49 employees, Water
It is important to note, the transparency shown by Thames Water is appreciated by e Bureliees eueEmeE

customers, who believe it is committing to being better here.

45



For most, the timescale for reducing |
full context or rationale behind the timings

76 customers think the 43 customers think the 2 customers think the
t 1 mes ct@alslew®i s - t i me s cabdutgighi®s - t i mes ctaolfast® | s -
What do customers think about the goal overall? In their own words
A Most customers support the end_goal but struggle to understand why it It is way too slow, the first project of using renewable energy to 100%
would take 28 years to replace pipes. replacing present methods | understand will require huge investments,
A Some said that they would be more accepting of the timeframe if they knew Ut no way will it take 28 years to the year 2050 to fix all leaking pipes,
the context behind this but at a glance, if these improvements could be This should be achieved by 2030, that is 8 years to replace all leaking
' .. . pipes and they should be able to get it to 5% not 10%.
made much faster, Thames Water should prioritise this. Male, 45-54, ABC1, 10- 49 employees, Nonr water reliant, Business
What do customers think of Thames Water ®s pl an? °som
A Man y support Thames Water®s plan %mnngt sur% k?ovlv oild Sip\i/ngeis agd ﬂo&av gustaitnatgleeit is tsoetocre?xr%eevl 0gic
means to take action is credible. piping, | wouldn't say it would be completely fixed by 2650even to 10%
A However, while many also support the use of smart meters, they but it would be a game changer as | can imagine losing 23% isn't great.

wonder why it will take up to 28 years to have these installed en masse. Female, 2534, ABC1, 0-9 employees, Water reliant, Business customer 46

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Reducing leakage to below 108&trongly supported by most customers; almost all of the
opposition is not against the end goal, but the timescale stated

&
©
O

Most believe the methods to meet this goal sound proactive; and many instinctually believe it will benefit
them and the wider environment; some customers are able to better articulate the environmental benefits

—, and better understand the logistical undertaking required here

90 customers
strongly supports®
the plan

21 customers
somewhat supports®
the plan

7 customers
somewhat oppose® —*
the plan

q

p |

-To guarantee
reduce

water supplies, reduce river/ stream e
i nterruptions to traffic due to repairingl/re
Male, 55-64, C2DE, BAME, Dual, London

A minority who -somewhat support® still support the
think its good there are solutions, but they nee
ambitious as possible as soon as possible.
Male, 18-24, ABC1, White, Dual, Future customer
A handful of those who -somewhat oppose® feel very
few think 10% is not ambitious enough
-1 oppose because | feel that they need to be tryi:r
Female, 5564, ABC1, 50+ employees, Nor water reliant, Business customer
T&ﬁ 3 that strongly oppose, conclude that Thames We
timeframe is -doing the mini mum®
-1 don®t oppose the goal but the timescale of 2050.
astoni shingeHow can a goal for 28 years away be mot
Female, 65+, ABC1, White, South East Water 47

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Water

Help customers to use much less water

Help customers to use much le

Whatis this about? How ThamesWatercan

+  Supporting customers to reduce the amount of water they use, so improve by 2050

there will be enough to go round in the future, with a changing climate * Install smart water meters on

and growing population.

Where are Thames Water now

« Each person in Thames Water's region uses on average 147 litres of
water per day.

How do Thames Water compare to other water companies?

+ The UK average daily water use is lower at 142 litres per person, this
is even lower in some other countries, like Germany at 121 litres.

Where do Thames Water wantto be by 2050
+ Average water use per person to be 110 litres per day.

data from t I.
inform customers how to save
water and how to spot
potential leaks.

Guiding praperty developers
and landlords to water-
efficient applianc

Warking with manufacturers
of washing machines,
dishwashers and showers, so
that Epp|IEI1u~"‘ avallable to

vhere water
e a certain




Helping customers reduce water use, while broadly supported, receives a muted resp
many believe they are not wasteful; a minority believe this will increase costs

Summary overview:

Many customersbelieve they are not personally wasteful with water. Many believe smart meters will save them some
money and help the environment. There is some pushback from a minority (mainly those with less trust in Thames Water)
who do not like the idea of having smart devices in their homes on the basis it may cost them more money per year.

Low importance Moderate importance High importance
What ®s i mportant/ uni mport ant|dtheir own words
A Many take the goal on face value and believe it will encourage less water usage,
save money and also help the environment. For me personally it's not such an important issue as | am
) ) ) ] ) already careful with my usage of water and other utilities.
A However, many believe that reducing leakage and working with appliance However, | get that working with product manufacturers to
manufacturers to reduce water usage is a more important issue to address. make more efficient products will be beneficial to me.

Female, 4554, ABC1, 10- 49 employees, Water reliant,

A Some customers attributed slightly more importance here, believing that even a BUei
usiness customer

small change en masse, can make a significant difference.

How is Thames Water currently performing?

A . ) ) ) ) ) ) It is definitely an important issue but one that is more
Many believe that while Thames Water is performing satisfactorily, the evidence  ,.countable and responsible for people that really want to

suggests more investment is required in educational activities and partnering make those changes for themselves so not entirely Thames
with manufacturers to reduce water consumption. Water ® responsibilities.
. . . Male, 1824, C2DE, White, Vulnerable, Future customer
A Freshly recruited participants wereallt%lé more criticarof Th
performance, as they were less aware of the educational efforts Thames Water is 49

making.



For most, the timescale for helping cu
although a sizeable minority would like to see more immediate action

45 customers think the 69 customers think the 5 customers think the
t i mes ctaolsle\®i s - t I me s cahduteighit®s - t I me s ctaolfast® i s -
38% 58%
What do customers think about the goal overall? In their own words

A The goal is largely supported by customers, and they expect it should save a S|gn|f|canl'I s i TTsEliE AE Ay ST RS fE e, |

amount of water. think most people would save money on a meter, and they

A A sizeable minority wonder if Germany are really 28 years ahead in their approach to ¢an alert you much more quickly if there is a leak which you

reducing water, and why Thames Water c adfi OW b%'tafhiasé‘aé’ﬁingdtomﬁa?q'tfos“ﬂ?et hod
this sooner hun reds of pourlds as | didn't have a mete

. Female, 3544, C2DE, White, Dual,
What do customers think of Thames Wat er ®&gughykodoéAdesbury

A There is widespread support for working with manufacturers of water efficient

appliances on the basis that it is no effort on part of the customer and willhaveabig | ®m not sure | agree with incre

impact. you use, as there are many issues why you could be using
more water.

A'A minority don®t agree with using smart Dgae 85545020 Mfith, Suffol d EBsGSurrbywareW i | |

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Helping customers to use much less watstrongly supported by most customers, the few
that do not support the goal, do so on the belief that smart meters may be fimamstaléy

Most believe the goal will save customers money and protect the environment

-l't's nice that they act on so many |l evels and the
>l ess. ®
77 customers Female, 2534, C2DE, White, Dual, London,
strongly supports®
the plan
Those that -somewhat support® want assurance Thame
water to customers, believing fixing leaks and other goals are more important
- Great goal, but Thames Water should focus on beco
26 customers — Male, 1824, ABC1, White, Dual, Future customer
-somewhat supports®
the plan

A small minority did not agree with the use of smart meters, believing that it would be used to penalise greater

9O customers levels of water usage

0 _’-Installation of smart meters suggests an intentio
8% -somewhat opposes® remain flat unless you yourself use |less and then
the plan Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water

Those that strongly oppose are even more wary of smart meters, they have less implicit trust in Thames Water

p | aswall; some of these people also believe the 2050 goal is too slow and more immediate action can be taken

-1 don't Ilike this idea of having smart meters 1in
keep going up every year and work out very expensi

Male, 45-54, ABC1, 10-49 employees, Nonwater reliant, Business customer

C
©
©
O

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only 51



Water

Ensure there I1s enough water for customers in the
future,without taking too much from rivers
andharming the environment

g tn

Whatis this about?

How Thames Water can
- We need to have secure supplies of water into the future, with a improve by 2050
changing climate and growing population, but the environment should - Developing new water
not be damaged in the process. sources such as transferring
water from other areas of the
country, building a new
vater recycling

Where are Thames Water now

+ Veryrarelythere is not enough water to go roundif an extreme
drought happens. There are growing challenges to sourcing water, _ )
taking too much from vulnerable rivers and streams (including chalk Stopping taking water from
streams) is already causing damage to wildlife there, vulnerable rivers and streams

’ . (including chalk strearms).

Reducing lzakage down to

+ Like Thames Water most water companies in the country are able to "35‘5 t']all" 10% by repa ng
cope with droughts. All companies are aiming to improve their ability and replacing more pipes.
to cope with more extreme droughts in future. Helping customers to reduce

their water usage.
Where do Thames Waterwantto be by 2050

* Mo customers will be without water due to climate change (extreme
droughts). Thames Water will protect vulnerable rivers and streams by
stopping taking water from these.

schemes.

How do Thames Water compare to other water companies?




Water
Ensuring there Is enough water for customers is perceived as a fundamental need the
much of the importance attributed here; customers also value protecting rivers/waterv

Summary overview:

This goal resonates strongly primarily because of the value customers place on water, both for themselves and society at
large. Customers accept the realities of climate change and want to avoid a future of reduced living standards due to less
water supply. Customers also greatly value not damaging the environment in the process and so believe this is one of the

most important issues raised. ‘
Low importance Moderate importance High importance
What ®s i mportant/ uni mpor t ant ?Intheirownwords

Customers believe that ensuring a clean, safe and plentiful water supply is

. It's important to me that we have enough water to go roundl . .
paramount and is one of Thames Wat e P 2 g 501 b

was a child in the 70s with standpipes, keeping and reusing the
While maintaining a plentiful water supply is very important to customers, many Wwaste water from washing up/running taps etc. and having to
openly declare concern about climate change and are relieved to hear that really save water
Thames Water plan to achieve this goal by minimising its impact on the

environment.

Female, 5565, ABC1, White, Vulnerable,
Slough/Wycombe/Aylesbury

How is Thames Water currently performing? You don't hear of anyone being without water, so | guess they
are achieving that. | do not know how much water is currently
Overall, customers are broadly happy @Kanrompyuinefapesqyees so ggapqt commgnson hgvawells oy,

: they are achieving that. If the goal is to reduce wastage to less
have not experienced water shortages. than 10%, then | presume that it is currently higher than that

A few acknowledge that while this is positive on the surface, they would want Male, 45-54, ABC1, White, Vulnerable, Sutton & East Surrey
assurance that Thames Water are currently going about this in an Water
environmentally sustainable way. 53



For most, the timescale for ensuring e
sizeable minority want assurance Thames Water protects waterways in the interim

51 customers think the 69 customers think the 0 customers think the
t i mes ctalslewW®i s - t i me s cabdutgighi®s - t i me s cteolfast® i s -
What do customers think about the goal overall? In their own words
A Customers think the overall goal is not only commendable but essential to the | think that 2050 is too far away and this could be achieved

future of both customers® wellbeing apg@apstnth&nextrtiyybafs. At B KeRnf of time,

A A sizeable minority believe that action should be taken more urgently or provide ~ €SPecially considering the at risk areas of water which could
well suffer very much if it takes so long for TW to stop using

them with assurance that Thames Water will not cause significant damage to A
waterways during this process of balancing water supply vs. environmental needs. Female. 2534 ABC1. White. Dual. London

Wh a t do customers think of T Eetﬁnmoe[h§goal\é{%ngurﬁignhz@tﬁere'sgu’fic&&a?er is

thing but Th Wat ise that that has tg be d
A Customers applaud Thames Water ®s comminztsji%nléb}esg Ssgiﬁseégiﬁogngzegthzlr}eagogilgg_%'Pneenou

will reach customers in an environmentally sustainable way. Male, 4554, ABC1, White, Dual, London

54
Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Water
Ensuring there is enough water for customers in the Wwithoaut taking too much from rivers

andharming the environments st rongly supported by mo
standards without compromising the environment

Most customers want to ensure they have enough water and also commend Thames Water for doing this in a

A

sustainable way
—» -There is clearly an i s s ueananotehoughtatertegolareund ifjwet o o ma
88 customers continue to operate like this, the planet is going to be damaged. We must protect our environment and current
strongly supports® water sources. | like that TW are going to invest in new water sources, so we don't have to keep damaging the
theplan existing ones. ®
Male, 25-34, ABC1, White, Essex & Suffolk Water

Some support the goal but think that climate change may get exponentially worse and therefore, a more
25 customers __, aggressive target should be set
somewhat supports® -Again | think 30 years is just too long. Climate change seems to be rapidly increasing so these changes need
to happen now for them to be effective.®
the plan Female, 2534, C2DE, BAME, Dual, London

These customers are mostly frustrated by Thames Wa
5 customers person believed there was unlikely ever to be droughts in the future and so too much emphasis was being put
somewhat oppose® ~—* onclimate change
the p| an -Thames Water always gets bad PR when water leaks occur across the country. | would like to see the repair
element drastically speeded up as there would then be more water around to be used more efficiently.
Male, 65+, ABC1, White, Dual, London

p | Ofe Person claimed the goal is already being met (and the other must have miticked here as their
—» comment was supportive)
-I't'"s not a goal iif its already being met.®
Male, 45-54, ABC1, BAME, Dual, London
55
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©
O

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Waste & rivers

Stop all sewage flooding into homes gardens anc
businesses

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and

Stop all sewage flooding into homes, wastewater pollton andeadhe efort
gardens and businesses

Whatis this about?

-+ Sewer flooding in homes, gardens and businesses can happen when
the sewer system becomes full due to blockages or too much rain
water.

Where are Thames Water now

*+ About 150 customers per year experience sewer flooding on their ’ 3 at shouldnt

properties. be put down toilets and sinks.
How do Thames Water compare to other water companies? *  Working with manufacturers of

roducts like wet wipes, to make

+ Thames Water has one of the worst rates of property sewer flooding in 5 ble. pe

the country. It has 2.3 sewer floods for every 10,000 properties

compared o the best co_mpany having 1.3 and the worst having 4.5

for every 10,000 properties. rainwater in gardens and the

Where do Thames Water want to be by 2050 earth, instead of entering drains.
i N ) . +  Building bigger sewer pipes near
+ No sewer floods on customer properties. the properties at highest risk of
sewer flooding.




Stopping all sewage flooding into buildings and gardens is seen as a basic hygiene fé
most, although It doesnet personall vy I

Summary overview:
Customers believe protecting homes, gardens and businesses from sewage flooding is an essential core function of
Thames Water. They admit their perceived importance of the issue would increase hugely if it were to personally impact
them, but assume this is very unlikely given the numbers provided. Many do not think about the growing pressures on the

network in the future and so believe that while the goal is important, other initiatives relating to fixing leaks, and proter
the environment should be prioritised. ‘

Low importance Moderate importance High importance
What ®s i mportant/uni mportant? In their own words

This goal is seen as an important hygiene factor for Thames Water to

pursue. This is not something | have experienced, however, it is important that

However, as many see the amount of homes affected as small in th 0 X/tl) c substances such as sewage do no
i ; ; ; ; ome/pusIiness.

comparison with the W|de_r network, they want assurance pursuing this Male, 25:34. ABCL, White, Dual, London

goal won®t | mpact other 2050 goa.

How is Thames Water currently performing?

Many customers believe Thames Water are performing wellduetothe | don®t think Thames Water is doing t
low number of homes impacted, coupled with plans to eradicate this customers they have the number is reasonable. _

completely via technological innovations. \Ilvr:)i\llg I£|;J§r|}'~:koenally never experienced it, so | can only imagine what it

A small minority feel Thames Water could do better on the basis that Female, 2534, ABC1, White, Dual, London

compared with other water companies, they are below average on this
measure; they want to know the context behind this. 57



Many believe that instilling behavioural change in customers to help stop sewage floc
can be achieved before 2050; others feel timings are proportion to the scale of the is:

65 customers think the 55 customers think the 0 customers think the
t i mes ctelsle\®i s - t i me s cabduteighi®s - t i mes ctelfast® i s -
46%
What do customers think about the goal overall? In their own words
A Customers believe the goal is essential so that standards do not slip. | think that this is a fair goal. Especially considering that TW needs to
_ _ _ _ educate the consumer (it takes a long time and a lot of work to change
A Due to lack of personal experience of the issue and interpretation thatonlyp e opl e®s habits), and work with manuf
very few homes are impacted, most admit other initiatives resonate take a long time to get processed changed. _
stronger with them and should be prioritised over this goal. Female, 2534, ABC1, White, Dual, London

What do customers think of A’i‘”ﬁsﬁ"i‘??é“?sseW& d @ays @ 'gckle fig prgplpmasewer

monitors are an mterestlng ea, but | am not sure how they would work.

Customers need to be addressed in various languages and it would help
if Thames Water worked in conjunction with local councils if a problem is
ongoing, to ensure that people understand the consequences of their

A A small minority feel that working with local councils could hasten positive actions.
behavior change. Female, 65+, C2DE, White, Dual, London 58

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only

A Customers support the plan, although the majority feel that the timescale
to achieve behavior change is slow and believe this can be done faster.



Stopping all sewage floodisgstrongly supported by most customers to ensure the situati
does not get worse and begin to affect

One customer believed there was not enough emphasis on education and another was annoyed by the very
premise that sewer flooding into homes happens
P |-ame key is education. There®s not enough emphasi s
—» behaviour to avoid blockages. Education is essential and should not take 28 years to achieve. Compare
i ntensive drink drive campaigns at Christmas whi ch
Female, 65+, ABC1, White, South East Water
59

A Many support the goal and agree working with manufacturers is an excellent initiative to accompany wider
education
\ —> -1 think working with manufacturers on making fl us
72 customers although we shoul dn®t put certain things down t he
strongly supports® Female, 1824, C2DE, White, Dual, Swindon/Oxford
the plan
These customers support the goal but due to the small numbers impacted, feel this is not as important as
other ambitions, they also want to understand the cost of this before fully committing to it
18 customers —» -1 somewhat support it but would have concerns ove
-somewhat supports® l ow number of properties.®
the plan Male, 35-44, C2DE, White, Affinity Water
These customers still support the goal, but one believes the plan is too slow and another believes other
3 customers initiatives are more impactful to society and the environment and should be prioritised
-lt's ok to try to give their best, but | think th
-somewhat opposes® ~" p o | ution of water and damaging nature more than h
the plan Female, 2534, C2DE, White, Dual, London

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Waste & rivers

Prevent heavy rainfall from causing sewage
overflows and sewage spills into rivers

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and

Prevent heavy rainfall from causing wastewate pokton and ead thoefr
sewage overflows and sewage spills
into rivers imroue by 2080 1

Whatis this about? . D’edic:lateq’ ra irt”,at':jr n_j'ra ins will

be built, separate to sewers.

+ When it rains heavily the sewer network can become overloaded ; such as blockages wil
causing diluted sewage to sometimes spill over and pollute rivers and new sewer
streams. itors, so they can be

fixed before sewer

Where are Thames Water now © N

+ Last year there were about 300 incidents of river pollution following
sewage spills, 13 of these incidents were deemed serious. 5 London will be

2025 which will

How do Thames Water compare to other water companies? e

+ Thames Water's level of pollution incidents are lower than the average
for all water and waste companies in the country,

Where do Thames Waterwant to be by 2050
Thames Water wil

+ Noriver pollutions from sewage spills, and no serious pallutions by quickly to red he ¢
2027.




Some customers have a high level of interest in preventing sewage spills into rivers,
some it Is not their main priority

Summary overview:

For most customers preventing sewage spills into rivers is an important issue due to the potential health risks. Those
personally affected are particularly frustrated by previous experiences of flooding in their area. While customers see the

| mportance of this, they also acknowledge other |Issues t
issue ‘

Low importance Moderate importance High importance

What ®s i mportant/ uni mportant? In their own words

A The potential impact sewage overflows can have on both local

environments and communities means it is an important issue for Nobody wants sewage spills.... dangerous to wildlife, people and the
many. general environment. | have never had experience of a sewage leak but

A .. . _ _ a friend of mine has. It was a nightmare and they thought the smell would
However, this issue is more relevant to those who live near a river and never go. Sewage spills into rivers would be spreading it possibly for

so doesn®t have the same shared miles and be extremely difficult to clean up. al |l
people. Female, 65+, ABC1, White, Vulnerable, Dual, London

How is Thames Water currently performing?

A Most feel that Thames Water is performing well, with many pointing out

that the number of pollution incidents is lower than other companies. Selfishly it®s not an important issue

. . . river so don®t ffeel it would affect n
A There are many that believe there is a lot to be done and achieved but =i, EEE, ARCIL B0k areleymes, Nemmier el EuEness

the overall goal can be accomplished within the proposed timeframe. T

61



Most customers f eel the ti mescale for
some who want Thames Water to be more proactive

44 customers think the 70 customers think the 5 customers think the
t i mes ctaolsle\®i s - t I me s cahduteighit®s - t I me s ctaolfast® i s -
What do customers think about the goal overall? In their own words

A This goal is largely supported by customers that welcome the 2027
target of no incidents. I think it is a good goal to have and seems like they are on their way to

_ ) _ achieving this with the Thames Tideway super sewer due to be built by
A Some believe Thames Water should be more proactive when it comes 2025.

to this issue and implement more preventative measures. Male, 25-34, ABC1, BAME, Sutton & East Surrey Water

What do customers think of Thames Water ®s pl an?
A Most feel it is Thames Water®s res yd“?'}’estqbﬁ]rquw‘?d?s 'S'Tﬂli'mﬁ”é’c’bdeﬂd?é"bgf:'e\?nwﬁfer but

id it Id hel ith thi | to customers. | think their plans are ok, but they should be done more
wider community cou €lp wi IS goal. maybe involving volunteers to work faster, it would be beneficial for

A Many people are very receptive for the completion of the Thames everyone. _
Tideway super sewer and optimistic it will help achieve this goal. Female, 2534, C2DE, White, Dual, London
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Preventing sewage overflows into rivers is strongly supported by most customers

88 customers
strongly supportsp
the plan

25 customers
-somewhat support®
the plan

2 customers
-somewhat oppose®
the plan

©)
©
O

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only

Maintaining clean and environmentally safe rivers is very desirable for most customers

-Keeping our rivers clean is very important especi

menti on for people to use the rivers for | eisure.®
Female, 3544, C2DE, White, Sutton & East Surrey Water

Some acknowledge that amount of people actually impacted is relatively low and so may not be a main

priority
-Although the i mpact to consumers is fairly | ow I
_>spills create. ®
Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water
Ot her customer feel the progress being made curren
initiative
., -If the super sewer will be completed within the n
There is definitely more that can be done by 2050.

Female, 2534, ABC1, White, Affinity Water

A few customers were not satisfied with the timescale proposed and costs of the goal and so this
ighs the benefits of it
pl%‘}r\‘fe whol e thing

is taking too |l ong and costing us
escalating as time goes on.®
Female, 5564, C2DE, BAME, Affinity Water
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Lead the improvement of rivers in the
region so they become among the
healthiest in the UK

What s this about?

+ Thames Water want to take a leading role alongside the Environment
Agency and other industries, to create healthier rivers in its region.

Where are Thames Water now

« Only 3% of rivers in our region have ‘good’ environmental status and
none are officially safe to swim in.

How do Thames Water compare to other water companies?
+ 14% of rivers across England have 'good’ environmental status.
Where do Thames Water wantto be by 2050

« T75%of rivers in the region will be at ‘good’ environmental status and
there will be 10 river areas designated safe for swimming.

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and

wastewaler pollution and lead the effort

ta restare the quality of rivers and
streams

How Thames Watercan
improve by 2050

Taking a leadership role with
the Environment Agency,
agricultural organisations and
other environmental

create healthier riv

Impraoving rivers by t

sewage pollution; reducing
how much water is taken from
vulnerable streams for
drinking water, and structural
improvement: returning
rivers toa me atural state
by removing man-made
structures

mmunities to enjoy
e by improving the
ity of wildlife and safer
canditions for fishing,
swimming and water-sports.

Waste & rivers

Lead the improvement of rivers in the region so
they become among the healthiest in the UK



Some customers express the importance of having environmentally healthy rivers, wr

few customers have less concern of this

Summary overview:
Enjoying rivers for recreational purposes is what makes this initiative important for some, as they are surprised at how few

have a -good® environment al

stat us.

For ot her cust omer s,

generations can enjoy rivers. However, others feel that this issue is more exclusive to people who frequent rivers regularly

and thus not a priority to themselves personally.

|

Low importance

What ®s

Many think
recreational purposes.

Customers feel that they are unsure of the scope of this project and
how achievable it will be for TW.

S 0ome we r-oa® benditwofrthes gaalfandt h
It ®Ss purpose.

I t ®s i mportant to mai

However,
SO question

How is Thames Water currently performing?

Most feel Thames Water are performing poorly as only 3% of the
region®s rivers have a good

Some feel that the aim of 75% of rivers to be at a good status was
commendable but they were not clear how this will be achieved.

Moderate importance

i mportant/ uni mportant?

v I do not agree with this goal on spending a lot of money so a few people

High importance

In their own words

nme n:

can enjoy the rivers for a few months of the year. We live in cold climate
and much of our rivers and activities are only used in the warmer
months. A few select projects are ok, but to aim to clean up every single
river is not realistic and only adds costs to the consumer.

Female, 65+, ABC1, White, Vulnerable, Dual, London

~ Yesthis is important. | would love to be able to take my children swimming
e nvi riothe me satlya |

status.
Female, 3544, C2DE, White, Sutton & East Surrey Water
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Most customers feel t he ti mescal e for
customers feel the 1 nitiative doesnet
46 customers think the 66 customers think the 7 customers think the
t i mes ctalslen®i s - t i me s cahduteighi®s - t i me s cteolfast® i s -

What do customers think about the goal overall? In their own words
A The goal is largely supported by customers who believe it will have a _ o _ o _
positive impact on communities and wildlife. I t_hmk this is something that Thames_ Water s_hould be gef[tlng involved in.
It is good that the plan to address this issue involves environmental &
A Yet , a few feel Il mproving 75% of agricvit@al goupstkiorgams@®idans go f ar enough befo
and more can be done sooner. Male, 25-34, ABC1, BAME, Sutton &East Surrey Water

What do customers think of Thames Water ®s plan?

Its good that TW are planning to deal with sewage pollution but | hope

that their leadership role with the Environmental Agency does not lead to

initiatives that benefit them more than dealing with the rivers

A For some, they are unsure of Thames Water's motivations to take on a Female, 2534, C2DE, White, Dual, London
leadership role in this issue. 66

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only

A Most feel that Thames Water should be involved and welcome the
collaboration with other groups like the Environment Agency.



The I mprovement of river health was ¢st
can be achieved a lot sooner

Customers who support the plan are eager to see better environmental conditions which will also

A
alleviate health risks from rivers
—+ -Very important to have clean | akes and rivers for
70 customers being caused by bacteria or germs in the water sys
69% stronqgly supports® Male, 35-44, C2DE, White, Essex & Suffolk Water
the plan
Other customers who are in support of the plan, feel some aspects could be improved, like the proposed
25 customers _, timeline ) g b oa .
-Bring the goa ate to 5 an get everyone in t
Somewnhat Supports® Male, 65+, ABC1, White, Affinity Water
the plan
3 customers A few customers feel this isn®t the responsibility
somewhat oppose® — l " m unsure i f I '"m honest, | think it's a good goa
Thames. ®
the plan Female, 2534, ABC1, 50+ employees, Norwater reliant, Business customer
P | TRoda who strongly oppose feel there is no point to this plan but rather it is a waste of resources
-1 think it®s wasteful.®
Female, 2534, ABC1, 50+ employees, Water reliant, Business customer
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Help reduce disruptive rainwater
flooding

What s this about?

+ After heavy rainfall sewers can become full, so additional rainwater
can't drain away quickly enough, causing floods to land, road and
properties.

Where are Thames Water now

+ During recent stormy weather there have been a number of localised
and widespread incidents of disruptive rainwater flooding.

How do Thames Water compare to other water companies?

« This can happen anywhere in the country, but it is a particular issue in
London because there are more pipes there that take both rainwater
and sewage.

Where do Thames Water want to be by 2050

* Nodisruptive rainwater flooding incidents.

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and
wastewaler pollution and lead the effort
ta restore the quality of rivers and
streams

How Thames Water can
improve by 2050

+  Thames Water will adapt and
ge sewer, 1 sewage

ca age and
rainwater in the case of heavy
rainfall.

ed rainwater drains
uilt, separate to
SEWErs.

ainage will be built

vhere there is a lot
of concrete and tarmac, by
adding grassy areas or
gardens that can soak up
rainwater rather than it run
into drains or sewers.

Waste & rivers

Help reduce disruptive rainwater flooding



Previous flooding experiences place disruptive rainwater flooding at high importance 1
some. A few customers questions the reality of being able to predict future flooding e\

Summary overview:

This is an important issue for some customers because they have fiisand experience (or know someone who has been
impacted) with flooding and its destructive disruptions. A few feel flooding to be unpredictable and difficult to fully
prevent, therefore not a top priority issue for Thames Water to be involved in.

\

Low importance Moderate importance High importance

What ®s i mportant/uni mportant ? Intheirownwords

Many customers are concerned about the potential damage to their
homes that flooding could cause. I think it®s important but it®s an un

Concerns about quality of life for future generations, and the :hot deal V\t’ti tt h. So whilst I think it®s
- e at require more attention.
protection of wildlife come through as well. Female, 2534, ABCL, White. Dual, London
However, It I S | es s ur gent to those vy WL I 1 Ve (T a 11 0uding
currently.
How is Thames Water Currenﬂy performlng? I can imagine flooding will become a more frequent issue in London as

the effects of climate change begin to take hold so buildi?]g infrastructlﬁe _
Most feel Thames Water are perf 0rc%bbblé&deéﬁr@a\ﬁitﬁltMs?stgolhte}{ycri ct that they di
have enough information to put this is any context. Male, 25-34, C2DE, BAME, Affinity Water

Some suggest that Thames Water have a particularly difficult

challenge due to having to manage the London area. -



The majority think the timescale for r
However, some customers who live in flood zones, feel there is more of an urgency

48 customers think the 72 customers think the 1 customers think the
t i mes ct@lslew®i s - t i me s cahduteighi®s - t i mes cteolfast® i s -
40% 60%
What do customers think about the goal overall? In their own words
A The goal is largely supported by customers who feel it is achievable and  This is an important goal because the problem seems to be getting worse
an essential preventative measure, especially considering climate and worse now, so something needs to be put in place soon to try to
change. mitigate these issues

) _ . Female, 2534, ABC1, White, Dual, London
A A few question whether it can be accomplished due to the

unpredictable nature of floods.

What do customers think of HhkaimedsmethiVyaat TRFe®\Ster spolid Be Betthg involved in,

_ _ the plan to address this issue seems good with the increased capacity
A Most feel it makes sense for Thames Water to get involved because of for sewers & treatment works as well as dedicated rainwater drains &

their plans for new drainage infrastructure. green drainage.
: : Male, 25-34, ABC1, BAME, Dual, London
A Some customers particularly |like the plan for -green ralnage® an
environmental forward thinking. 70
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Helping reduce disruptive rainwater floading ¢ st rongly supporte

1 Most customers who strongly support the plan are particularly receptive to the plans around green
drainage, due to the environmental benefits and futur@roofing element of this
79 customers -1 really | i ke thees pedceiaalolfy girne etnh es eamaegae t hat Thame s
Female, 2534, ABC1, White, Affinity Water
strongly supports®
the plan
Some customers want more from the plan and feel a lot more can be done to reduce disruptive floods
37 customers — - But the goal needs to be rewritten and much much
somewhat support® Male, 45-54, ABC1, White, South East Water
the plan
2 customers Those who oppose, are not satisfied with the timescale given and feel Thames Water is far from achieving
somewhat oppose® — s goals
bp -TW should achieve zero flooding |l ong before 2050.
the plan Male, 65+, C2DE, White, Dual, London
P | Afevdcustomers had no personal connection with this plan and so it was not a priority for them
-Too slow and not an issue that i s personal to me
Female, 5564, C2DE, White, Vulnerable, Dual, London
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Customer

FIX service Issues on the same da

Fix service issues on the same day

N How Thames Watercan
Whatis this about? improve by 2050

« When customers experience problems with their water or sewerage « Animproved, quicker process
service or bill they expect this to be resalved quickly.

Where are Thames Water now

+ While emergency issues are often resolved on the same day, this isn't An improved way of informing
always the case, and other kinds of issues can takemuchlonger to customersif an unforeseen

fix. Dissatisfied customers often say it took too long to fix their issue. problem happens on the
water or waste network which

How do Tharmes Water compare to other water companies? impacts their with
. ) ) . aff available to handle
+ Thames Water are currently last in rankings for customer satisfaction, eries throug arent

compared with the other water and waste companies in the country. communications routes at
these times.
Where do Thames Water wantto be by 2050 _'J ©
; L An improved way of
+ Customers will have service issues resolved the same day that they onitaring the water and
report a problem. network to spot any

same day.




p SIS

Customer

Fixing service issues on the same day Is essential for most customers

Summary overview:

Fixing service issues on the same day is important for most customers. All customers expect a great customer service
from Thames Water and whether they have already experienced issues or not, they would like issues fixed as soon as
possible.

Low importance Moderate importance High importance

What ®s i mportant/uni mportant? In their own words

It is of great importance having service issues solved within 24 hours.

Cust d about the i tth . iaht h It is an important, because the longer the water is off due to unforeseen
ustomers are concerned about the impact tnese Issues mig ave issues, my business would have to close and I'm in a loss of finance.

on their property and wellbeing. Having immediate response and being resolved within 24hrs would be

Business customers are mainly concerned about the impact these nlice?rfzgy;grszsABm 0.9 emblovees. Water reliant. BUSiness customer
iIssues might have on their finances. ' ‘ ’ PIOYees, ’

How is Thames Water Currently performmg? Any issues that customers face should be dealt with as quickly as
possible in my eyes. It is something which Thames Water should b%facir_lg

Most are di sapp O_i nte d in Thames Wgalc&ith 4858t if tReFhhvé tR WdREdtsmer seFit FatBs: erng
the lowest ranking for customer satisfaction. Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water

Most suggest this is something Thames Water should focus on to

improve.
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Customer

For most, the timescale for fixing 1 ss
to see urgent Changes
86 customers think the 32 customers think the 2 customers think the
t I mes ctawlslew®i s - t i me s cahduteight®s - t i mes cteolfast® i s -
What do customers think about the goal overall? In their own words
A The goal is strongly supported, largely due to the perceived | think 2050 is too far off, but the goal itself is a good one. I'd like to know how
importance of having an efficient customer service and samday the goals will be achieved will it just be a case of hiring more staff? Will
repair methods and operating procedures be changed? Will the improvements initially
' cause further issues?
A Many would like more details as to how the goal will be achieved. Female, 2534, ABC1, White, Affinity Water
What do customers think of Thames Water®s plan?
Do TW seriously expect anyone to get excited about service levels improving in
A Most believe that customer service should be at the core of Thames 28 years time? The timescale is ridiculousimprovements need to be made
Water ®s business and feel it i s NWRePESeVigglevely sould bg gddregse By gneaddion pigg thaghgs ¢ o
improve specific and measurable objectives for improving service levels, perhaps with
) harder targets over subsequent years. | would have thought a-$ear plan for
A For the vast majority of customers this goal seems slow. They think  improving service levels would be more reasonable, not 28 years!
this can be achieved within a shorter timeframe. Male, 55-64, ABC1, White, Sutton & East Surrey Water 74
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Customer

Fixing service issues on the same day is strongly supported by most customers

D
S
>

Most believe that guaranteeing a higiguality water service to households and business should be one of
the main goals of a water company. Also, assuring an excellent customer service is essential for overall

N reputation
83 customers -To maintain the quality and supply of the water s
Male, 45-54, ABC1, 10- 49 employees, Nonr water reliant, Business customer
-strongly supports®
the plane
Those that -somewhat support® the plan, feel that
see Thames Water achieving the goal faster than 2050
26 customers ., -An i mportant goal, but the customer facing techno
mewh r seems | i ke it should be shorter.®
somewhat SUpports Female, 4554, ABC1, BAME, Dual, Kennet Valley
the plan
Some feel even more strongly that the timeframe to achieve the goal is too far in the future. They want
Thames Water to take action immediately
6 customers -2050 is too far in the future to have to wait for
somewhat opposes® —> amount of technology and resources which Thames Water has at its disposal progress should be made
h lan much more quicker.®
e [ Male, 65+, ABC1, White, Dual, London
The few customers who -strongly oppose® the plan a
SC uUSst ostoaa@ly - customer satisfaction, they would like to have more practical information about how Thames Water is

opposes® t h e p | ptanning to achieve this goal
__, No measurable/quantifiable activities. Loose/vague language. No explicit commitment No indication of
penal ties to be incurred i f so called '"targets' ar

4 Male, 55-64, C2DE, BAME, Dual, London
75
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Customer

Keep bills affordable and show that services are
value for money

Keep bills affordable and show that
services are value for money

Whatis this about? How Thames Water can

+ Customers want our services to be value for money and affordable. improve by 2050

Where are Thames Water now + Value for money will be
greater, with an improved

+ Thames Water's average yearly bill for households is currently £423. service, environment and
community focus.

+ 3% of all customers are supported with reduced tariffs, including Thames Water wi tinually
those with water-dependent medical conditions such as kidney look for ways (o become more
dialysis. efficient so that the money

How do Thames Water compare to other water companies? ;L?{H ;.L'St':”“ersl bills go
+ Thames Water's average yearly bill is slightly higher than the national Thames Water will proactively
average of £419. fy customers that

Where do Thames Water want to be by 2050 ’ ";ﬁ;ﬂﬂﬁ é:'ri';

= Customers will consider their water bills value for money and supportwhere itis

affordable for all.




Customer

Keeping bills affordable and value for money is important for many

Summary overview:

Keeping bills affordable and showing that services are value for money are important issues for most customers due to
the increase in the cost of living. Showing good value for money takes on a greater importance, with customers wanting
to know their money have been spent well.

Low importance Moderate importance High importance

What ® i mportant/uni mportant? In their own words

Keeping bills affordable is very important for customers, especiall _ L o
Ping y Imp P y Value for money is what everyone wants and with rising bills it needs to be

with the cost of living going up being top of mind currently. shown where the money is going. The area Thames Water serves is larger than
Thames Water ®s service needs t otheotherssol wouldexpectsome difference in bills. Its a relevant goal to have.

reassure customers® money has Female, 5565, ABC1, White, Vulnerable, Slough/Wycombe/Aylesbury
Future customers are less worried because they are not directly
involved now, but they are aware this would be a concern in the Yes. It is a very important issue as we all pay to get this service from Thames
near future. Water. If they help us to reduce the cost. They will proactively find the customers
struggling to pay their bills and help them financially.
How is Thames Water currently performing? Male, 65+, ABC1, BAME, Sutton & East Surrey Water

Most believe Thames Water is currently performing reasonably . : : _
. Lo . Currently | feel Thames water isn't performing too bad on this goal, although their
well. Yet some expect bills should be in line with those from other bills are £4 higher than other companies which isn't fair and should be lowered in

water companies. line with the other companies.
Male, 35-44, C2DE, White, Essex & Suffolk Water
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Customer

For many the timescale for keeping bil
t

si zabl e amount belil eve I Il S cabout ri
73 customers think the 46 customers think the 2 customers think the
t 1 mes ctaolsle\®1 s - t I me s cabduteighit®s - t i me s ctaolfast® | s -
60% 38%
What do customers think about the goal overall? In their own words

A The goal is largely supported by customers. It feels achievable and
realistic. | think it®s good and in fitting with

A A small minority are sceptical about how the goal will be achieved and affordable across the board "T’:: r;a:lrepcggt?) 4 C2DE. BAME. Dual. London
feel Thames Water should better define their plan for this. ’ ’ ’ ' ’

i ?
Wh at do customers think of Ihplk%og%%tgo far\allyvgyttheechre@[gcono%ic! clﬁna'?e clearly shows

A Most feel this is sensible for Thames Water to be involved in and help iz areislielie (920l Bl RSNG5O [ sturediilng Sar o ot 9 ieolise

tomer rticularly the ones in most financial need the pressure on customers, Thames Water should be making these
customers, partcuiarly tne ones oS ancial need. changes as soon as possible

A However, for many the 2050 goal feels too far away. Customers want to Female, 2534, ABC1, White, Affinity Water
see a positive change in their bill savings now. 78
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Customer

Keeping bills affordable and showing that services are value for money is strongly supp
many customers

Most strongly support the plan. These customers believe it is of extreme importance for Thames Water to

A
help customers coping with the current financial climate (increase of cost of living and overall bills)
—» -This would really help out a | ot of people and cu
73 customers were reduced. ®
strongly supports® Female, 3544, ABC1, Affinity Water
the plan
Those who -somewhat support® the plan, feel that T
should consider it as a longterm commitment and start doing something as soon as possible
33 customers —> -1 support this goal but again | see It as an ongo
-somewhat supports® 2050. ®
the plan Female, 2534, ABC1, White, Dual, London
Those who -somewhat oppose® t RG5O fpelséoafarfawag. Custermeesn mor
10 customers want Thames Water to take action immediately
8% somewhat oppose® ~” -1 oppose the 2050 goal as we need it now! Today!
theplan we need it now.®
Female, 1824, C2DE, White, Dual, Swindon/Oxford
Those who -strongly oppose® the plan, are not agai
timeframe Thames Water set to achieve it. These customers would like to see more commitment now
p |-dme goal i's ingenuous without defining some hard
a 3 year horizon.®
Male, 45-54, ABC1, White, South East Water
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Customer

Provide an easy and personal customer service,
using the latest technology, for everyone who use
the service

Provide an easy and personal customer service,
using the latest technology, for everyone who uses
the service

What is this about? How Thames Watercan

improve by 2050

+  Thames Wat it +  Thames Water will adopt new

ing. ' ; kanes. 2 to keep pace with
fixing water s s and > eep pa

network. expectations.
Where are Thames Water now Thames Water will communicate
mers expect their dealings with Thames Water tobe e Bl el e e i e
nvenient methad of o ften t e, Thames Water will understand
tomers sometimes expenel e customers umstances and

How do Thames Water compare to other water companies? R

There will be an impro
quicker way of handling
from initial contact to being
Where do Thames Water want to be by 2050 resolved.

Thames Water are currently last in rankings for customer satisfaction, compared
with the other water and waste companies in the country.

Customers will be able to contact Thames Water in ways that best suit them and
Thames Water will understand the customer’s circumstances and service history,




Customer

Most customers want to have an easy and personal customer service with Thames W
However other customers are already satisfied with the service they receive

Summary overview:

Many customers expressed the importance of having a line of communication they can access if a problem occurs or to
receive important information. Additionally, it's important for customers to feel connected with Thames Water and their

customer service facilitates. However, some feel t hat th
to contact customer services. ‘
Low importance Moderate importance High importance
What ®s i mportant/ uni mportant ? Intheirownwords
A Customers want to feel they can rely on Thames Water when they have an
urgent problem and be able to seek guidance. It ® an i mportant issue as custom
A Ot her customers feel satisfied with feel they can contactthe_(':ompanyln a§|mpleand straight L abl e
. .. forward way. Personally it's not a huge issue for me as haven't
mind minimal contact. had the need to contact them in a while.

How is Thames Water currently performing? Male, 45-54, ABC1, White, Vulnerable, Affinity Water

A Most were dissatisfied with Thames Water®s current performance be
ranks last in customer satisfaction, althougimost had no direct experience
with customer services and could only speculate why Thames Water was last. I : :
ve not really needed to deal with customer services, | have
A Some feel 2050 was not a reasonable target and improvements could be managed everything online to this point with no problems.
made sooner, althougheventhose who had contacted Thames Water were Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water

unclear howspecific technology could be employed to improve matters, and
assumed Thames Water would have access to the same technology as other

utilities. 81




Customer

A large majority of customers think the timescale to provide an easy and personal cus

service Is ¢ctoo sl owe and feel 't shou
90 customers think the 28 customers think the 2 customers think the
t 1 mes ctaolsle\®1 s - t I me s cabduteighit®s - t i me s ctaolfast® | s -

B\

a

A 4

What do customers think about the goal overall?

In their own words

A Whilst the goal is largely supported, many customers want customer

service improvements to be implemented within 5 years. 2050 is way too far to improve customer service ranking this should be

A Customers support improvement in technology to facilitate customer something to achieve in the next 2 5 years
services in order for Thames Water to catch up to other companies Female, 4554, C2DE, BAME, Dual, London

What do customers think of Thames Water ®s pl an?

_ _ o _ _ | think they need to be looking and investing into virtual platforms as this
A Most feel it should be a high priority for Thames Water to actively improve is a good way of providing quicker and easier forms of customer service

their customer service. for most people nowadays.
Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water

A However there has to be more clarity on what changes will be introduced for
customers to make the most use out of services. 82
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Customer

Providing an easy and personal customer service using the latest technology, for every
uses the service, is strongly supported, by most customers

A Customers are supportive of plans to improve customer service as they feel this is important if a problem

was to occur in their homes
— - Customer service is vital for a running business
73 customers happen. | ®m happy about this that you feel you can
stronqgly supports® Male, 25-34, C2DE, White, Affinity Water
the plan
Ot her customers aren®t as i mpressed as they believ
have already been implemented (e.g better technology)
30 customers _, -2050 feels too long as plans made today will be o
somewhat supports® solvable within a few years. Tech already exists and just needs the right number of staff with the relevant
training and experience.®
the plan Male, 45-54, ABC1, White, Vulnerable, Affinity Water
7 customers A few customers are not at all satisfied by how little development the plan included within the proposed
somewhat opposes® ~—* timescale
theplan -1 support the goal of i mproving the service offer
achieve this. |l would expect vast i mprovements by
Male, 25-34, ABC1, White, Dual, London
A number of customers can not get behind this plan due to the 2050 timescale
Again, 28 years is just too | ong®.
Male, 3544, ABC1, White, Dual, London
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He

change by be

Whatis this about?

+ Thames Water is removing fossil fuels from its main operational
processes to reduce carbon emissions, this will help reduce the
impacts of climate change.

Where are Thames Water now

+ Thames Water has removed over half of its operational carbon
emissions, mainly by generating green energy from sewage treatment
which provides a quarter of Thames Water's electricity needs.

How do Thames Water compare to other water companies?

« All water companies in the country are signed up to achieve 'net zero’

operational carbon emissions by 2030.
Where do Thames Water wantto be by 2050

+ Thames Water will go beyond zero carbon emissions and actually
remove more carbon than it puts in (by producing more green energy
than it can use).

How Thames Watercan
improve by 2050

Achieving ‘net zero’

ban emissions
y v
‘net negative’ (beyond zero)
target can be met.
Using muIUpI-= technoloulws to

Environment



Environment

Sustainable initiatives to tackle climate change are important for most customers but,

N\

S 0Ome, not cessenti al e
Summary overview:
Becoming -net negative® is an i mportant issue for most ¢
support is only in -isolation® for some, when compared a
Low importance Moderate importance High importance
What ®s i mportant/uni mportant ? Intheirownwords

,C“mate_ change is tOP of mind for many, and so initiatives like this are In isolation yes this is important to me. The reliance on a dwindling
increasingly welreceived. supply of fossil fuels forces your hand somewhat though and the situation

There are concerns about quality of life for future generations, and the ~ in Ukraine obviously highlights a need to reduce reliance on imports.
protection of wildlife. When looked at as part of your 2050 plan overall, the eco credentials of

Thames Water are at the very bottom of the list.
However, some are sceptical of C Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water e | T

reducing emissions.

How is Thames Water currently performing?

| think they are doing amazing. Not all companies can say they achieve
Most are pleasantly surprised at Thames Water's performance here, half of their operational carbon emission. _
with the reduction of 50% of emissions standing out. Female, 2534, ABC1, White, Dual, London

Some suggest these schemes and achievements should be made

more visible to customers.
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Environment

For most, the timescale to become c¢cnet
minority would like to see urgent changes

43 customers think the 72 customers think the 5 customers think the
t i mes ctaolsle\®i s - t I me s cahduteighit®s - t I me s ctaolfast® i s -
60%
What do customers think about the goal overall? In their own words

A The goal is largely supported by customers, mainly due to the
perceived importance of sustainability and climate issues. | think it is admirable that Thames Water want to go beyond net zero and

L . . . . . to actually be net negative. This kind of stance will truly make a difference.
A A small minority are scc_eptlcal of the_ bgneflts for investing here, wanting Male, 35-44, C2DE, White, Affinity Water
the focus to be on service and quality issues.

What do customers think of Thames Water ®s pl an?
| think the 2050 target is rather unambitious given the intention to

A Most feel this is sensible for Thames Water to be involved in, and are become net-zero by 2030- why do they need another 20 years for this?
impressed at how energy is selfjenerated. Why not have 2040 as a target?
) Male, 55-64. ABC1, White, Sutton & East Surrey Water
A For some, while the 2030 -net zero® plan 1's pralseg, tEhlsyma es t

vision feel slow and unambitious by comparison. 86
Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Environment

Hel ping tackle climate change by becomi
customers
A Most of those who support the goal do so because of their concerns around the environment. Actions
like this are seen as important and admirable
—+» -1 have no doubt that we have severely damaged the
82 customers damage being done.®
69% strongly supports® Male, 45-54, ABC1, White, Dual, London
the plan
Environmental benefits remained a key focus, although some customers felt investments elsewhere were
29 ¢ a higher priority
customers — - Al though a good and valid goal to aim for, | thin
-somewhat supports® the main goal .®
the plan Female, 5564, ABC1, White, Vulnerable, Dual, Slough/Wycombe/Aylesbury
7 customers Although some customers opposed the goal due to a long timeframe, mostly this group were sceptical of
-I'f I ndia and China continue as they are zero prod
the plan Male, 65+, C2DE, White, Dual, London
plORAg customer was fully di smi-sex®eexdér ¢cih®eegoal , see
-The goals are a drop in the ocean and just a tick
relates to higher bills for the consumer. ®

Male, 45-54, ABC1, BAME, Dual, London

: : : o . - N _ 87
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Environment

Maximise the green energy produced for Thames
Water and for local communities

How Thames Water can

Whatis this about?

*  Thames Water could help other companies and communities to
reduce carbon emissions by sharing the green energy it produces and
by selling green technologies it has developed.

Where are Thames Water now

+ 22%cof Thames Water's energy needs are generated from its own
renewable sources (such as the sewage treatment process).

How do Thames Water compare to other water companies?

+ Some other water companies in the country generate between 10%
and 28% of their own energy needs at the moment.

Where do Thames Water wantto be by 2050

= 100% of Thames Water's energy needs will be generated by its own
renewable sources and the surplus green energy will go to the
Mational Grid. Green energy technologies will be sold to other
companies.

im

prove by 2050

Praducing m en energy
{from th treatment
process) than it can use, so
the surplus can go to the
national grid.

Exc heat from t

treatrment process ¢

used to heat local homes.

Thames Water will share its
eveloping

companies who nee
reduce carbon emissions.,




p SIS

Environment

Energy selufficiency appeals to most, with current performance seen as average

Summary overview:

Being seltsufficient for energy is something most customers see as important and admirable, with space for Thames
Water to |l ead in this space. While some customers are sc
customer-facing issues, many expect to see this type of change happen across businesses.

\

Low importance Moderate importance High importance
What ® i mportant/uni mportant? Intheirownwords
-Cllmate. change is top of mind for many, and so initiatives like this are Sy T AT e (S s e e aErey seating i e
increasingly weklreceived. important to use all economic sources of renewable energyso | rate
Energy security and lowering emissions are key benefits. this as important. It should pay for itself in the longer term so | hope it
_ _ ] _ _ _ won®t stop any other works and | woul
A sceptical few are unconvinced at the benefits this would bring, with financed.
more unsure at how this should be priortised. Male, 55-64, ABC1, White, Dual, London

How is Thames Water currently performing?

Why has Thames Water kept this asset a secret until now? As well as

Although Thames Water is largely in line with other water companies, creating revenue with which to continue tackling environmental damage
customers are split on their performance and climate change they could be providing green fuel to local
' businesses and housing.

Customers are unaware of what Thames Water has done in this area, Male, 55-64, ABC1, BAME, Dual, London
with some feeling they should already be generating more.
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Environment

For most, the timescale for maxi mising
minority would like to see a faster uptake of this

38 customers think the 73 customers think the 10 customers think the
t i mes ctalslewW®i s - t i me s cabdutgighi®s - t i mes ctaolfast® i s -
60% 8%
What do customers think about the goal overall? In their own words
A The goal is applauded by most, with being seBufficient for energy, | would love to see this, given that Thames Water renewable energy will
reducing emissions and selling surplus to the National Grid being the be generated 100 per cent, and the rest will go to the national grid, which
key benefits. is positive. In addition, green technologies will be sent to other
_ _ companies which will have a positive impact
A Some feel the urgency of this demands a shorter timeframe Female, 1824, ABC1, BAME, Vulnerable, Future customer

What do customers think of Thames Water ®s plan?

Often the cost on projects like this outweigh the benefits. For example it
A Many are generally supportive, but feel the details are too sparse to may achieve £10 million pounds of savings but will cost £15M to
cast judgement. implement and maintain. Looks great on paper but not very practical.
Male, 45-54. ABC1, BAME, Dual, London

A A few question the return on investment for this plan.

: : : o : - L . 90
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Environment

Maximising green energy production is strongly supported by most customers

4 Becoming selfsufficient for energy is appealing to most, with some seeing this purely practically and
others for the environmental benefits it brings
—+ -The green agenda iIis huge and Thames Water i mpact
84 customers commi t ment is kept up and more is done in this spa
69% strongly supports® Female, 3544, ABC1, BAME, Dual, London
the plan
Others agree with the goal, but are either concerned on the practicalities or the level of priority
32 customers ~, - ! would strongl ¥/ supporrt] the goal anﬁ l"d pr eff er
pressing issues acing Thames Water then | 'm afrai
Somewhat supportsd Female, 4554, C2DE, BAME, Dual, London
the plan
A few customers more strongly feel that time and effort should be invested elsewhere, for more
3 customers immediate issues
somewhat oppose® > - | think there®s more pressing needs at the moment
the plan resources being spent on this goal.®
Male, 45-54, ABC1, White, Sutton & East Surrey Water
P | ARoliple of customers felt unconvinced at the RO for this goal, feeling it would be a wasted effort
-Il'ts a pointless goal, just spending a | ot of mone
Male, 45-54, ABC1, White, Dual, London

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only o1



Communities Impact

Provide an inclusive service that works for
everybody and that everyone can afford, supportir
different needs and circumstances

ovide an inclusive service that wc
dy and that yone can a
ifferent n 5 ircum
Whatis this about?

+ Water and wastewater services should be accessible and affordable
to all customers.

Where are Thames Water now

+ Around a fifth of customers say they always or sometimes struggle to
pay their water bill.
Although a Priority Service Register exists to give customers in
vulnerable circumstances extra help with their water service, not
everyeligible customer is aware they can sign up for this.

How do Thames Water compare to other water companies?

*  Almost a million households in the country are on special tariffs so
they pay a lower water bill, around a fifth of these customers are in the
Thames Water area.

Where do Thames Waterwantto be by 2050

+ No customers will struggle to pay their water bills and there will be
additional support for all customers in vulnerable circumstances.

How Thames Watercan
improve by 2050

Thames Water will proactively
identify customers that
require financial support or
would benefit from being on
the Priority Servic gister,

rec

This will be helped by sharing
data with other organisations,
such as the NHS and other
util sothatc

s need to apply for help
multiple times.




Communities Impact

Providing an inclusive service is well received by most customers

Summary overview:

Providing an inclusive service is an important issue for many, and those not affected recognise the importance of helping
people who struggle to pay water bills. There are some concerns around who would qualify for financial support and if the
government should get involved more than Thames Water.

.

Low importance Moderate importance High importance
What ®s i mportant/uni mportant ? Intheirownwords
Providing an inclusive service that everyone can afford, supporting This is an issue not so much for me personally as | doubt | would ever

qualify to get help. But it is important for many people in the region
especially with rising costs of living and inflation set to reach 8% perhaps.
Those people on fixed incomes do need the help.

There are concerns about the ability to identify vulnerable customers and Female, 65+, ABC1, White, South East Water

who would qualify for financial support.

different needs and circumstances is well received by all, particularly in
the current economic climate.

Water is necessary for everyone and no one should be in water poverty,

but there are many people who struggle to pay bills who are not eligible

) . for any benefits and | am concerned that this means such people would
How is Thames Water currently performing? also be missed by Thames Water.

Female, 65+, C2DE, White, Dual, London

Those that have already received support are pleasantly surprised at

current performance and future plans.

They have the priority services register in place, so that is a good start.
However, not all are aware of the support schemes. Some suggest However, as they mention, not everyone is aware of it or knows how to

these should be made more visible to customers. sign up for it, so they need to do a lot more work in this area.
Female, 3544, C2DE, White, Dual, Slough/Wycombe/Aylesbury



Communities Impact

A sl i m majority think that Thames Wat e
s| owe
64 customers think the 56 customers think the 1 customers think the
t 1 mes ctaolsle\®1 s - t I me s cabduteighit®s - t i me s ctaolfast® | s -
46%
What do customers think about the goal overall? In their own words

The plans seem to be a good starting point. However, | am unsure that

the systems available to list such vulnerable people is foolproof and more
customers. needs to be done to list all such people.

A For some, Thames Water needs to guarantee a reliable system to Male, 65+, White, C2DE, Affinity Water

identify customers who need financial support.

A The goal is largely supported by both vulnerable and newulnerable

. This should be fairly important but | would have thought the support would
Wh a t do customers think of come from the Government.

. . ) ) Female, 3544, ABC1, Affinity Water
A Most feel this is sensible for Thames Water to be involved in, although

some believe financial support should be cordinated by the

Government Once again, the timescale is far too long. There will be vulnerable people

who will be dead long before any help arrives.
A Although the 2050 plan feels about right, many would like to see this Male, 65+, C2DE, White, Affinity Water

goal achieved faster.
Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only
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Communities Impact

Providing an inclusive service is strongly supported by many customers

\

75 customers

strongly supports®

the plan

36 customers

somewhat supports®

the plan

5 customers
somewhat oppose® " - Some customers really need help now and perhaps n

the plan

5c u st ostromgly

opposes®

t he

—>

p |

Many believe that this part of the plan is essential. They seaanclusive service that everyone can afford

as a human right that benefits the entire community

-1 strongly support this goal as | think more need
those in need. We have all seen the struggles that many are now experiencing with price rises across the

board. We must look to find ways of managing these issues so that they are less of a burden in the

future. ®
Male, 25-34, ABC1, White, Dual, London

Those that -somewhat support® the plan feel that s
more than ever, Thames Water should not wait until the 2050, but rather do something sooner

-This is an ongoing issue so for me it isn't a rea
shouldn't wait 2050 to help all customers in need.

Female, 2534, C2DE, White, Dual, London

A sizable minority that -somewhat oppose® the pl an
They wantThames Water to make these schemes more visible to customers

Male, 65+, ABC1, White, Affinity Water

Those who -strongly oppose® the plan believe that
Water is planning to use should be clearer and the timeframe faster
- i's goal i's not sensible the way it is written.

plausible. This is the worst goal | have seen so far in the way it is presented. The aim to help people
struggling to pay is laudable and proper but the approach here and the timeline do not make sense to

me . ®
Female, 65+, ABC1, White, South East Water  gg

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Communities Impact

Create attractive jobs for people in our communitie

Create attractive jobs for people in our
communities and help develop skills

What s this about?
How Thames Water can

«  Thames Water and their suppliers should reflect the communities they improve by 2050

serve, and their employees should be fairly paid and have the ability to

develop their skills. +  AThames Water Academy
will be formed to giv Is
Where are Thames \Water now training to existing

« Thames Water and its suppliers run various apprenticeship schemes
to help local communities to gain meaningful employment and to
develop their skills. However, Thames Water's workforce doesn't fully
reflect the communities it serves (in terms of gender, disability and
ethnicity for example).

programme with :
focus on diversity,
encouraging care leavers,

How do Thames Water compare to other water companies? L B ]

« The pay gap between males and females working for Thames Water is
15% compared to 10% for other water companies in the country. All Thames Water suppliers

will have a responsible
Where do Thames Water want to be by 2050 employment pFrj es

« The workforce will reflect the diversity of communities served, and a including diversity policies.
living wage will be paid to all employees.




Communities Impact

Creating attractive jobs locally is important for most, but for sona® isntediate priority

Summary overview:

Creating attractive jobs for people in our communitiegs an important issue for most customers. While customers see the
importance of supporting diversity and improving training, when compared against other issues this is less of a priority.

Despite this, there are some who highly support this initiative.

Low importance

What ®s

Having equal opportunities, more diversity and guaranteed training
schemes is considered essential, particularly for a large company
such as Thames Water.

Only for a sizable minority this is not something of great importance.

How is Thames Water currently performing?

Although Thames Water performs slightly lower than other companies,
most recognize and appreciate the plan.

Customers are particularly surprised by the gender pay gap and
believe this is something which should be corrected as soon as
possible.

Moderate importance

i mportant/ uni mportant?

{

High importance

In their own words

| would expect any employer not to discriminate by pay or employment
criteria/recruitment- and Thames Water is no exception. For such a large
company it must be possible to make reasonable adjustments to employ
disabled people. Why wait until 2050 to implement changes?

Female, 5565, ABC1, White, Dual, Slough/ Wycombe/ Aylesbury

| think Thames are aware of the problem and although they are falling
short they are making good efforts to correct it.
Female, 3544, C2DE, White, Sutton & East Surrey Water

5% variance in pay between men and women compared to other
companies is not acceptable.
Male, 3544, ABC1, White, Dual, London
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Communities Impact

For many, the timescale for creating a
beli eve i1t I s cabout righte
80 customers think the 39 customers think the 4 customers think the
t 1 mes ctalslen®i s - t 1 me s cabdutgighi®s - t i mes cteolfast® 1 s -
What do customers think about the goal overall? In their own words
A The goal is supported by most customers who believe this is a | think all of the plans are commendable, however, being my age, | am finding

it hard to change with the times regarding gender discrimination, etc. | think
issues such as equal pay should be addressed now... why wait until 20507?!

A Many question why this plan would take that long. Male, 45-54, ABC1, 10-49 employees, Nonwater reliant, Business Customer

worthwhile and realistic plan to achieve.

. | am surprised that TW do not already have diversity plan in place. This
What do customers think of shdubbaasaessdinWandce2mdBis. pl an ?
Male, 65+, ABC1, White, South East Water

A Most feel this is sensible for Thames Water to be involved in and

many are surprised this is not a plan Thames Water had already in _ _ _
The goal should be achieved much sooner setting a goal to give everyone a

place. living wage that is 28 years away is dreadful. Everyone should have a living
A For the majority the 2050 goal is too far away. Many believe this wage now
goal should be addressed more urgently. Male, 45-54, ABC1, White, Vulnerable, Sutton & East Surrey Water 08

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



Communities Impact

Creating attractive jobs for people in our communities is strongly supported by more the
of customers

\

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only

y

Customers who -strongly support® the plan are very
affect them directly. They believe it is laudable Thames Water can contribute in its own way
—+ -1 strongly support this goal because it will ensu
69 customers have the ability to develop their skills & increas
-strongly supports® Male, 25-34, ABC1, BAME, Dual, London

the plan

These customers believe that this goal can be achieved sooner than 2050. Considering that this goal

involves different initiatives, Thames Water should focus on a few at a time and achieving at least some of
42 customers — them within a shorter period of time

somewhat supports® - | feel a |living wage could be achieved and maint a
theplan however | would expect them to be able to achieve
Female, 3544, C2DE, White, Sutton & East Surrey Water

6 customers

Customers who -somewhat oppose® the plan, feel thi
somewhat oppose® ~— is not ambitious enough for Thames Water to set the goal so far away
the p|an -Needs to be quicker and nrace/denderfsexuattesbould mphave ant y a s
i mpact on pay |l evel !l ®

Female, 2534, ABC1, White, Affinity Water

6c ust ostromgly -

opposes@ t he p |The few customers who -strongly oppose® the plan,
supportive about the timeframe Thames Water is planning to achieve it by

-l support the strategy. I strongly oppose the tim
Male, 45-54, ABC1, White, South East Water
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Communities Impact

Use the land Thames Water owns to benefit wildli
and create natural spaces for people to visit

Use the land Thames Water owns to
benefit wildlife and create natural
spaces for people to visit
How Thames Watercan
Whatis this about? improve by 2050

= More of Tharmes Water's land

* Thames Water owns land, mainly around its water and sewage works, could be used for recreation

and this could be used to benefit local communities more. and forimproving the natural

Where are Thames Water now diversity of local wildlife and
nature.
+ Thames Water has opened up some of its land for recreation, such
as naturereserves, wetlands and reservoirs near its water and
sewage works. Some local projects for nature conservation are also

supported.
How do Thames Water compare to other water companies?

+  Most other water companies in the country open some of their land
(reservoirs and other sites) for recreation.

Where do Thames Water want to be by 2050

+ Moreof Thames Water's land (that isn't required for its operations) will
be used to benefit local communities.




Communities Impact

Customers have mixed views on using Thames Water land for wildlife and recreation,
most see -tohhavaese a ¢cni ce

Summary overview:

Customers show mixed levels of interest in this area. Although some are keen for more wild spaces to improve local areas

and provide safe spaces for families, others feel efnght has
area to invest in currently.

Low importance Moderate importance High importance
What ®s i mportant/uni mportant? In their own words
The element of climate change runs through this issue for some,
seeing these natural spaces as increasingly important to protect. | think the idea of this is great but
Ot hers feel t hat they woul dn®t u - locations;in London, So this would only benefit people living close by buty g t j |
. . they®l | already have these kind f, t_h
Ehehm?t this wouldn®t likely happen ceniS 2534 Cont BAME, Bull, Dondon> € M €

How is Thames Water currently performing?

Most customers call out the -Twagohp&itMeet BAd Sins hOWRr W Qagtul et
especially how -some® | and i sthpree agenPle poy posce fiics. It says t

_ |l don®t know whether this is good or
They®d | i ke to know exactly how much Thames Wgaé $h4 coDE BAVE DUallLdhddsS | N g,
what they®re doing and the outcomes.
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Communities Impact

Despite previously mixed interest, customers want more details and action on using T
Water land for wildlife and recreation

52 customers think the 66 customers think the 3 customers think the
t i mes ctaolsle\®i s - t I me s cahduteighit®s - t I me s ctaolfast® i s -
What do customers think about the goal overall? In their own words

A Despite mixed levels of interest/importance, customers tend to think the

goal itself is admirable, in particular the benefit to wildlife and local | think this would be great as it would get people out and about, it would
communities/families. capture wildlife, get city kids to be outside and open more outdoor

. . ) _ spaces other than parks. _
A For many, ttdhiasvei®, aan-dniscoemet hi ng t Hreenyle, 2633 ABCI (B0 enlbydesE Waigr reliant, Business customer

support.

What do customers think of Thames Water®s plan?
This is not a plan just a vague wish and made me disappointed and

A Similarly, although previously customers felt this was a lower priority, the ~ angry. People are keen on outdoors areas and activities, conservation

| ack of specific details and -1on gn@)w'|C¥'fq Trlﬁ i %[‘ﬁ'éou'drﬂaé(eap‘??%aW?H%?rwlﬁeCt'B”f“" %% hem

. t | ® etail and rlchl eas an tegies
s - 0o SI oOW®. Female, 65+. ABC1, White, South East Water

A Most expect this to progress constantly in the -background®. 102
Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only




Communities Impact

Using Thames Water | and to benefi t wild
high priority, but something most support and want to see

Although many expect faster action, for most who support the goal, they want a steady yet constant
improvement in this area

65 customers -1 think its a great way to help communities and n
Female, 3544, C2DE, White, Sutton & East Surrey Water

strongly supports®
the plan
Others are generally supportive, but are more vocal that other goals should take priority
45 customers ., -1 somewhat support this goal as opening up [and f
communities & wildlife, but | feel that other issu
Somewhat supportsd Male, 25-34, ABC1, BAME, Dual, London
the plan

6 customers A few customers more strongly feel that the priority should be elsewhere for Thames Water, even though
some still appreciate the goal itself
somewhat oppose® ~* - poesn't have my support because the time and reso
the plan achieve them faster.®

Male, 25-34, ABC1, White, Dual, London

C
©
©
O

For a small number of customers, they strongly fee
P | is8udd must take priority
-1 feel that they need to concentrate on the basic

things. ®
Female, 5564, ABC1, 50+ employees, Nonwater reliant, Business customer

103
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Communities Impact

Use the land Thames Water owns to create jobs
and housing

Use the land Thames Water owns to
create jobs and housing

Whatis this about? How Thames Watercan

+ Thames Water owns land, mainly around its water and sewage works, improve by 2050

and this could be used to benefit local communities more., » Some of Thames Wati“ s la ndi
5 d arounc
Where are Thames Water now _ ch

+  This would be a new venture for Thames Water. g
How do Thames Water compare to other water companies? create local jobs.
+ Very few water companies have built new housing on their land.

Where do Thames Water wantto be by 2050

+ Some of Thames Water's land (that isn't required for its operations)
could be used for building houses, two fifths of which would be
affordable housing. This would also create new local jobs.




Communities Impact

Customers have mixed views on whether Thames Water should become involved in |

Summary overview:

Although many customers see the need for more housing, overall opinions on this issue are mixed. Some customers
show little interest in the topic, others feel the land should be used as green spaces and others are concerned around
how the land would be used for housing given the need for affordable homes.

{

Low importance Moderate importance High importance

What ®s i mportant/uni mportant? In their own words

Many customers are aware of the need for affordable homes, and

some see this as common sense to use available land. This would be a great opportunity for those who want to buy affordable
H h feel this is irrel tto th iewing th houses and also help the community with work. But as somebody who
owever, some homeowners feel this IS irrelevant to them, viewing the has a home | don't see how this would benefit me so it isn't as important.

Issue as unimportant. Male, 18-24, C2DE, BAME, Future customer

A few customers question the exact details of the scheme, feeling
concerned for the quality of housing and local wildlife

. o
How is Thames Water currently performing* | think that they aren® doing much |

. . . good that they are taking a step and doing something about it. |

As this s a future idea, custom Female, 1824, ABC1, BAME, Dual, Future customer ! Th,

Water ®s current performance.

Some are excited to see where this initiative goes, however.
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Communities Impact

For most, the timescale for using Tham
sizeable minority feel the pace is too slow due to the wider housing crisis

43 customers think the 63 customers think the 13 customers think the
t i mes ctalslev®i s - t I me s cabdutgighi®s - t i mes ct@alfast® i s -
What do customers think about the goal overall? In their own words
A Customers are mixed on whether this is a space for Thames Water to Not sure this can be achieved in the
play a role that the water concerns should be concentrated on 1st and the building
' of houses can follow after, unless they have a plan to get it all done in a
A Some see this as common sense with the available land, others see timely manner.
more pressing issues for Thames Water. Female, 4554, ABC1, BAME, Dual, London

What do customers think of Thames Water ®s plan?
More details surrounding job creation and the longevity of these jobs is

A A few customers would like to see more details, especially around the needed to understand the lasting impact. More of the housing should be
types of jobs being created (and the longevity of them) alongside the affordable, otherwise it stands to become another project that is
types of houses being built promised to help people with housing that only stands to benefit those

affluent enough to purchase property.
Female, 1824. ABC1, White, Dual, London 106
Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only



A

53 customers
strongly supportsp
the plan

37 customers |,
somewhat supports®
the plan

14 customers
somewhat oppose® —*
the plan

44%

Communities Impact

Using Thames Water land to create jobs and housing is strongly supported by most cus
although a sizeable minority are against this due to concerns around Thames Water's re
protecting natural spaces

For most customers, this is an important issue due to the demand for more housing, especially affordable
housing. Many of these customers would like to see change happen sooner than 2050
With an increasing population we simply need more homes (and affordable ones at that).

Male, 45-54, ABC1, White, Vulnerable, Affinity Water

Whereas other customers, while supporting the goal, feel other issues should come first for Thames
Water
| somewhat support this goal it would help to provide affordable housing & local jobs, but | feel that other
issues should take a higher precedence.

Male, 25-34, ABC1, BAME, Dual, London

Those who somewnhat oppose often doubt the reality of the plan, feeling the land has better uses
| really don't think that this is the best use for the land. Houses are already being built and affordable is
often not affordable.

Female, 3544, C2DE, White, Sutton & East Surrey Water

Strong opposers are sceptical of the aims of the plan, alongside feeling other priorities should come first
Unless this is to make money but dressed up as a community benefit then | just do not understand why
this is in the list of goals?

Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water

Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only
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Approaching a quarter (23%) of uninformed household customers s#drkedeas

covered by Vision20%9s e10e, of wutmost | mportanc
What i1 s i mportant to you across the five speci
100% -==- -=-- ---- Key to descriptions
90% 1 W .
. ater. Ensure there is enough water and develop
80% a future-proof water network that avoids leaks and
""""" T T interruptions to customers' water supplies
70% 2. Waste and rivers Prevent all sewer flooding and
wastewater pollution (when untreated wastewater
60% spills into properties and rivers) and lead the effort
to restore the quality of rivers and streams
50% 3. Customers Deliver great customer service and
40% value for money
4. Energy. Help tackle climate change by becoming
30% 'net negative' (when we take more carbon out of
the atmosphere than we put in) and maximise the
20% green energy produced for ourselves and for local
communities
10% 5. Impact on communities Thames Water is a force
for good in communities by eliminating water
0% poverty (so all customers can afford to pay water

Water Waste Customer Communities Energy bills), providing jobs and skills and developing the

=0-3 m4-7 m8-10 land around its buildings and works responsibly

iwrhfe

Al. Howimportantar e each of these areas of Thames Water ®s service to-groyw,i mmorat srcta® 2 Bds e: tAl Iloun109

customers (500)



This drops to 15% of uninformedAom u s eh ol d cust omer s r an

What is important to you across the five speci

L el ek e s Key to descriptions
90% .
1. Water. Ensure there is enough water and develop
e B B e -7 a future-proof water network that avoids leaks and
interruptions to customers' water supplies
70% 2. Waste and rivers Prevent all sewer flooding and
wastewater pollution (when untreated wastewater
60% spills into properties and rivers) and lead the effort
to restore the quality of rivers and streams
50% 3. Customers Deliver great customer service and
40% value for money
4. Energy. Help tackle climate change by becoming
30% 'net negative' (when we take more carbon out of
37% the atmosphere than we put in) and maximise the
20% green energy produced for ourselves and for local
communities
10% 5. Impact on communities Thames Water is a force
for good in communities by eliminating water
0% poverty (so all customers can afford to pay water

Water Waste Customer Communities Energy bills), providing jobs and skills and developing the

=03 m4-7 m8-10 land around its buildings and works responsibly

Al. Howimportantar e each of these areas of Thames Water ®s service to-groyw,i mmorat srcta® 2 Bds e: tAl Ilounlilv(\srhfe
(100)



Among all informed customers, higher importance figures were given across the boar

36% of customersranket/ 5areasss €10é, of wutmost i mportance

100% VYU D e e Key to descriptions
90% 1 W .
. ater. Ensure there is enough water and develop
80% 36% a future-proof water network that avoids leaks and
interruptions to customers' water supplies
70% 2. Waste and rivers Prevent all sewer flooding and
_____ e wastewater pollution (when untreated wastewater
60% spills into properties and rivers) and lead the effort
to restore the quality of rivers and streams
50% 3. Customers Deliver great customer service and
40% value for money
4. Energy. Help tackle climate change by becoming
30% 'net negative' (when we take more carbon out of
the atmosphere than we put in) and maximise the
20% green energy produced for ourselves and for local
communities
10% 5. Impact on communities Thames Water is a force
for good in communities by eliminating water
0% poverty (so all customers can afford to pay water

Waste Customer Communities Energy bills), providing jobs and skills and developing the

m0-4 W57 m8-10 land around its buildings and works responsibly

Al.Howimportantar e each of these areas of Thames Water®s service to-grou,i mmorat srcta®%® Bds e: tAl I10l, n fwdre
Caution, the percentages shownon this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only 111



Urgency for improvement

On a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

Water and Waste Vision 2050 goals tend to be rated as more important and more urg
for improvement; at the same time, all goals can be deemed important

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (All informed qual and uninformedsgeaiitigspon

5 10 ) [Kev S
-
‘;“ Water -
. -
@ B Wwaste & Rivers Reduce leakage to Keep bills affordable and show that _-"
= . Cust below 10% services are value for money P
_CCU 9 ustomer Prevent heavy rainfall from causing -7 = Guarantee high quality drinking wate
" ~

[: v . Energy Transition sewage overflows and sewage P -
C c Communities Impact Help tackle climate change by becoming 'net spills into rivers PR o
< % ] P negative' (when we take more carbon out of the \ -7 o Stop all sewage flooding into homes,
=2 5 — — Along this line, atmosphere than we put in) Help reduce disruptive rainwater flooding” gardens and businesses
0w - . - (]
_ 8 -l mportance¢e ® and 1 - - L 8¢ e Ensure there is enough water for customers in
= “6 r enc for Maximise the green energy produced for - ) PY e the future, without taking too much from rivers
8) = - u g y Thames Water and for local communities Replace\all leagpiPes e aﬁd harming the environment
§ 8 i mpr ovement ® scor es ’,’ o" Provide a more reliable 9
R would be identical . _ .- o supply of water
= o) 7 Create attractive jobs for people inour _ -~ v Lead the i tof ri . .
0 = communities and help develop skills = ° ead the improvement of fivers in our region o
29 _ - ° Help customers to use much less they become among the healthiest in the UK
() g _- - ° water at home
GE) £ -~ S Fix service issues on the same day
S @ Use the land Thamgs“*Water owns to create jobs \
° =z - “and housing use the land Thames Water owns to benefit o, o 1 inclusive service that works for
s o 6 -~ wildlife and create natural spaces for people to
= PR visit everybody and that everyone can afford,
= £ _-" Provide an easy and personalised customer supporting different needs and circumstances
2% PR service, using the latest technology, for
5 < PR - everyone who uses the service

- e e e e e e e 1
—;é 8 5 _ - I Itis important to recognise that although this exercise was designed to |
E?é ,z’ | -pull apart® the different goalslof
o E ‘_/_’ ______ - goals remain more or less important, but that there are priorities in termsI
= _- - | Please note: axes I I_of what they would like to see addressed, p
S % | have been terminated |
5 at this point for clarity | [
> I of Iabell_ing and I 6 7 8 9 10
g : separation of the |
%) oals.
2 N ; Importance

On a scale of to 10, where O is niompoartt aanltl airnep oeratcahn to fa ntdh el Of oilsl ovwveirm2 iz



Quantitative data shows a relatively clear prioritisation of Vision 2050 goals

¢ Wa andg Wa st e afe b&H bvoadty sfénighest priority in both importance and urgency for impr&nméotmed qual and
uninformed quant responsesll)

A Looking at importance and urgency for improvement for each goal, it is clear that all of the proposed goals are deemed
both important and relatively urgent to improve by customers

-

All goals fall within the range 7.0 to 9.0 in terms of importance (out of 10 overall)

-

All goals fall within the range 6.0 to 8.5 in terms of urgency for improvement(out of 10 overall)

1 1
. [ - le r f
A Of all the goals, there is a clear :Thl s chart shows how each . .cI ustle ® o
h S B - , each other (based on all survey responses, from the qualitative I )
pa\tltlem where- gva":t:l!mr ® ® gg v ‘ Water : community and quantitative survey combined 711 responses in total) | Pt
- aste oaRIustessr s %;3 B Waste & Rivers
tend to be more highly prioritised %E o | M Customer
. gnly p . g - B Energy Transition
than others, with the exception 234 B Communities Impact
of -Keep bills af*af%mar d a-bArdi®:= a n
. . - imporfance and
service issues s%g@es dayjtéencyfért_bot
: improvement’ scores
- C ust )0 mer ® 5% gg '.uo[?.lldbe identical
Qgscsys 7
. ESug Customer
A ltis important to note that these =55
are relative differences only; all ZES
of the Vision goals are deemed @)é %E
Important Overa” aS hlghllghted 5 -§ E P - Pt is important to recognise that although this exercise was designed to 1
- E g - ‘pull apart’ the Qiﬁerentelemepla of Vizion 2050, the scores :ho« 1h§t al 1
above E o .1—": ________ elements remain more or I_e-sa important, but that there are priorities in 1
2 :é _ =~ | Please note: axes 1 \ terms of what they would like to see addressed, ‘|
o2 ave been termingted ' -~ ToOTTTTTTTTTssm T T T EI T T
E §’ __: :l lhiabpcbintt{orn:Iartil'_:-1 : i i -.’
88 | ceomatonahe ! v ; 7 10
g Lo . Importance

“On a scale of 0 to 10, where 0 is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”
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Urgency for improvement

On a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

Water and Waste Vision 2050 goals tend to be rated as more important and more urg
for improvement; at the same time, all goals can be deemed important

Mapping Vision 2050 priorities; personal importance vs urgency for improvenieintd HH quan600)

is very urgent to make the improvements, howrgent is it that Thames Water

makes the improvements for each of the goals.

10 A

Key

Water

Waste & Rivers
Customer

Energy Transition
Communities Impact

Along this line,
-
-urgency fo
i mpr ovemen:H
would be identical

Please note: axes

at this point for clarity
of labelling and
separation of the

| goals.

r
®

| have been terminated |

mportance¢® and

scores
P
-
PR
of 0

Keep bills affordable and show that -~

. -
services are value for money PR
-

Reduce leakage to

. ) . ) below 10%
Help reduce disruptive rainwater flooding

-
Prevent heavy rainfall from causing -~ Guarantee high quality drinking wate:

Help tackle climate change by becoming 'net sewage overflows and sewage ~
negative' (when we take more carbon out of the spills into rivers - o
atmosphere than we put in) - Stop all sewage flooding into homes,
- gardens and businesses
Maximise the green energy produced for = L ] @ Ensure there is-enough water for customers in
Thames Water and for local communities - ° % the future, without taking too much from rivers
e and harming the environment
Replace all lgaepipgs
Create attractive jobs for people in our _- - e 0 Lead the improvement.of rivers in our region so

communities and help develop skills, -~ [ they become among the healthiest in the UK
- 2
Use the land Thame;Wa@r owns to create jobs®
- ahd housing Use the land Thames Water owns to benefit ‘Fix service issues on the same day
Provide an inclusive service that works for

everybody and that everyone can afford,
supporting different needs and circumstances

Provide a more reliable
supply of water

Help customers to Use much less
water at home

- wildlife and create natural spaces for people to
-~ Provide an easy and personalised customer visit
service, using the latest technology, for

everyone who uses the service

I Itis important to recognise that although this exercise was designed to |
| -pull apart® the different goalsI

goals remain more or less important, but that there are priorities in termsI
I_of what they would like to see addressed, p

of

[
6 7 8 9 10
Importance

o 10, where O is niompoartt aantl a rnep oeracahn to fa ntdh el Of a lsl o/w:irr%AfiZ



Urgency for improvement

On a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

For NHH customers, the pattern of priorities is largely similar to that of HH customers

Mapping Vision 2050 priorities; personal importance vs urgency for improyenfieimtd NHH quant 00)

is very urgent to make the improvements, howrgent is it that Thames Water

Key
10 A I Water -
-
. -
. Waste & Rivers Prevent heavy rainfall from causing sewage PR -
o ; _
. Customer overflows and sewage spills into rivers Stop all sewage flooding into homes, gaﬁdeﬂ(
-, and businesses -
9 B Energy Transition Reduce leakage to S -
below 10% -~
5 Communities Impact -~ : S
C_UJU N o P Keep bills affordable and show that services are 7 e Guarantee high quality drinking water
S — — Along this line, value-for money _ -7
. Help reduce disruptive rainwater flooding -
@ -i mportance¢® and o —>"s %
r 8 -urgency for Fix service issues on the same day _- ’o - Py Lead the improvement of rivers in our region s
o i i -9 they become among the healthiest in the UK
- I-mpr O v e. meny ® s %e% gus%m%rs to use much less water at home Replace all lead plp’es’ < 9
8 would be identical - - @ Ensure there is enough water for customers in
o Use the land Thames Water owns to benefit - e Maximise the greén energy the future, vvithout_ taking too _much from rivers
o 7 wildlife and create natural spaces for people to =~ duced for Th and harming the environment
2 1 _ -9 P produced for Thames
visit -9
- e i Provi liabl
g Use the land Thames Water owns to create jobs - Help ta}Ckl? climatg ghzalnge by rovide amore re !ab ©
o and housing -~ ° e becoming 'net negative' (when supply of water
g _-< we take more carbon out.of Provide an inclusive service that
S - M) works for everybody and that
2 6 1 _Ple:se_no;: ;e:ha_ve_l _- - everyone can afford, supporting
g- | been terminated at this | - o ) Provide an easy and personalised customer dlﬁ(.?rent needs and
= I point for clarity of I _- - Create attractive jobs for people inour  service, using the latest technology, for circumstances
2 labelling and separation | _-" communities and help develop skills everyone who uses the service
- of the goals. -
0 -~ U —
Q - . . . . . 1
Ac‘d 0 _- -7 I Itis important to recognise that although this exercise was designed to |
= - | -pull apart® the different goalslof
goals remain more or less important, but that there are priorities in '[ermsI
I_of what they would like to see addressed, p
5 6 7 8 9 10
Importance

On a scale of 0 to 10, where O is niompoartt aantl a rnep oeracahn to fa ntdh el Of a lsl o/veirr%5i2



Urgency for improvement

On a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

Among t he

ol

nformede communi partic

ty

are larger gaps between perceptions of importance and urgency

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Inforraéd)anel

Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicatcton of sentiment only
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(o]

S -
[ 10 A Key -
g Water Stop all sewage flooding into homes, gardens Reduce leakage to P
> and businesses below 10% P -
] B Waste & Rivers _ -~
E Keep bills affordable and show that services are Replace all lead pipes
_‘CU 9 B Customer Prevent heavy rainfall from causing sewage value for money %"~ - Guarantee high
. . ; _

E g B Energy Transition overflows and sewage spills into rivers _-X J~ auality drinking water
G © " -
< % . Communities Impact Help reduce disruptive rainwater flooding —o - o e
b — . -
‘o g 8 — — Along this line, - ’e ° Ensure there is enough water for customers il
- i < the future, without taking too much from rivers
-'ac-; S I mportance ® and Help customers to use much Iesithe'r &t hdthe Provide %Wﬁ%ﬁﬁ*ﬂﬁ@'ﬁ]g environment
o= -urgency for P supply of water
- . -
g 8 I mpr O v e_ ment® scores Help tackle climate change by becoming‘nfet 9 [
o would be identical negative' (when we take more;afbo’n out of the ? e . . . .
3 i=) 7 atmosphere than Te put in) Provide an inclusive service that works for
£ 9 P ] i o everybody and that everyone can afford,
o < Provide an easy and personalised Customer Fix service issues on the §§B84RY different needs and circumstances
9 service, using the Iatgt-te(?ﬁnology, for
o = everyone whoTses the service [ ]
S 0 - . . . .
o > P Lead the improvement of rivers in our region so
59 6 _- ° they become among the healthiest in the UK

Qo -
== _- . N
[ R - Maximise the green energy produced for
c o - "
= £ PR Create attractive jobs for people in our Thames Water and for local communities
_94') %] -~ - communities and help develop skills == ===== m_msmEmEmmEmEmEmEmm—_————
© g 5 - € I It is important to recognise that although this exercise was designed tol
€ P Use the land Thames Water owns to cr i ' -pull apart® the different goal g
o e P - and housing %%twg%”d Thames V\:ater OanS‘ to benleflt | goals remain more or less important, but that there are priorities in |
— - I’ ———————— wildiile and create nat_ur_a spaces for people to | terms of what they would like to see addressed,
o -~ Please note: axes have | visit e e e e e e e e e e e = = = — = — J
o)) been terminated at this |
5 point for clarity of | »
> labelling and separation I 6 7 8 9 10
S Lothegoas Importance
2 ~On a scale of 0 to 10, where 0 i s niompoartt aantl arnmep oeracan to fa ntdh el Of o lsl ovweirnyg i2



Urgency for improvement

On a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

| t |l S a S

mi |l ar story n the respons-s

ranging scores and larger importamcgency gaps

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Inforéndé,fresludes business and fetlill payer customers)

Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicatcton of sentiment only

S -
) 10 A -
IS Key -7
%, Water .- -
(] . -
£ B Waste & Rivers -~
] -~ ) )
< 9 B Customer Stop all sewage flooding into homes, gardens Replace all lead pipes = - Guarantee high quality
% . and businesses > drinking water
ol B Energy Transition -x
£ 0 . Reduce leakage to P Y
= g . Communities Impact 5 o ol ) below 10% - ’0 e Keep bills affordable and show that services ar
0 - revent heavy rainfall from causing sewage - value for mone
= :'C-_ 8 - AI(_)ng this line, overflows and sewage spills into rivers _ -7 - Provides more reliable
) -importancée¢® and - supply of water
o £ -~ e ° e ¢
5 S -urgency for 2l .
. Fix service issues orrtlie same day
:O 2 - mpr O v e_ men{ ® scores - < e Ensure there is enough water for customers in
3 i=) 7 would be identical Help reduce disruptive rainwater flooding = ° e the-future, without‘ taking-too .much from-rivers
=20 -~ o and harming the environment
-
GE) g -7 - 2 ®
o £ Help tackle climate change by bEcoming ‘'net Provide an inclusive service that works for
é g negative’ (when we takemore carbon out of the P everybody and that everyone can afford,
s 9 6 atmosphefe than we put in) supporting different needs and circumstances
Q. - :
k= £ Use the land Thames V,Vatel’owns to benefit 2 Nelp customers to use much less water at horne.
2% wildlife and create nattral spaces for people to Lead the improvement of rivers in our region si
5 £ _-- visit 2 Vaximise th duced f they become among the healthiest in the UK
X 0 Use the lartl Thames Water owns to create jobs aximise the green energy producea for
c O 5 - : Thames Water and for local communities
4 PR and housing
E® = | T N e e e e e e =
= = - - 9 Provide an easy and personalised customer I itis important to recognise that although this
< _4 ’Ple;se_no;' a_xes_h;/e_l service, using the latest technology, for lexercise was designed o -pul
% been termin‘ated at this I Create attractive jobs for peop'e in our everyone who uses the service I goals of V|S|On 2050, the S(.:Ores show that all I
5 point for clarlty of communities and help develop skills I goals remain more or less important, but that | »
. . | there are priorities in terms of what they would
> labelling and separation 6 7 8 I like t dd d 1 10
& of the goals. | ike to see addressed, 5
o Rt 1 Importance @ === == e - e e m—— -
= ~On a scale of 0 to 10, where 0 is niompoartt aantl a rnep oeracahn to fa ntdh el Of o lIsl ovweirnyg iz
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A different priority hierarchy is evident between informed and uninformed audiences

|
jThe chart below shows a -hybrid® score, the mean of the clombined import:
1 plot both informed and uninformed scores along the same axis to show the broad priority hierarchy and spread of scores overal |

I Here we can see that informed audiences give a greater range of scores, suggesting that additional information provided (e.g. I

:_details of the hazards of lead pipes) has led to a much more pronounced distribution of scores up and down the scale. |
: _— Help tackle climate i Ensure enough d Keep bills Stop all sewage
Provide an easy andyiaximise the green Prevent heav Provide a i Reduce p p al g
Use the land Thames  personalised  energy produc?ed for change k?y Help reduce rainfall fromy more water in future, leakage to _ affordable and_ flooding into homes, High
Water owns to benefit customer service Thames Water and for becoming 'net  disruptive causing sewage reliable \_N'thOUkt] taking below 10%  show value-for gardens and quality
P~ : i rivers, harmin i
wildlife and create natural local communities negative rainwater overflows spillss ~ SURPIY Of environmentg meney businesses drinking
spaces for people to visit flooding water Replace all water
o ¢ o¢ o o o o o _ , 9 ° ¢ @ c lead pipes g
Help customers to Provide an include service
use much less water Lead the improvement ) ) that works for everybody
| nformed at home of rivers in our region Fix service
. so they become issues on the
aUdlenCe among thea same day
) Use the land Tht’:lmes Water Ensure enough water in future, without High
Provide an easy and ~ OWNS 1o create jobs and: taking rivers, harming environment quality
personalised customer drinking
Senvice 9 £ ) » o o 20 00 e o coe_ ¢ € water
Create attractive jobs for Provid I
le in our communities OLead the rovige g Stop all sewage
peop _ Replace all led more Reduce flooding into homes,
and help develop skills . i improvement e \ leakage to
Maximise the green PIPES Gt riversim  €labie gardens and
Use the land Thames WaterH . ly of ‘below 10% busi
. R elp tackle climate energy producedy supply o usinesses
U f d owns to benefit wildlife and ) ¢
niNnrorme | change by becoming - . - water
create natural spaces for 'net negative’ Fix service issues on Prevent heavy rainfall Keep bills
audience people to visit u?:'gﬁgﬁﬁ?ﬁ;ﬁ;&r Provide an inclusive € Same day from causing sewage_  affordable and
at home service that works for overflows spillsinto  show value for
everybody rivers money
6 7 8 9

Mean of importance and urgency scores combined: informed qual (99) vs uninformed quant (600)

~On a scale of 0 to 10, where O is niompoartt aantl a rnep oeracaln to fa ntdh el Of o lahd@wvearsgage 0f20MSDQr vilgerana |, s |
0 is not at all urgent to make the improvements and 10 is very urgent to make the improvements, havgent is it that Thames Water makes the improvements for each of the goals. 118



Considering the different views of informed and uninformed audiences

A The combination importance/urgency mean score serves to display the hierarchy of priority (and reflects hierarchies of
both scores relatively well). It is used here as a convenient mechanic to provide a simpler comparison between informed
and uninformed audiences

A ltis clear that informed customers display a greater diversity of scores (both above and below the range of uninformed
scores)

A There are a number of potential reasons for this:

T Informed customers by definition had been provided with significantly more information than uninformed customers
upon which to base their decisions (see separate document for a full set of stimulus used with each audience)

—(

Informed customers were askedmore questions, so had a greater opportunity to consider the goals from different
angles

—(

Informed customers were likely to have spent more time considering the issues and selecting a response

—(

sas a result of the above it may be natur al that they a
Importance and priority

A Another more practical reason for this might be that the smaller sample size involved with the informed audience means
that any outliers will have had a more proportionate impact, hence uninformed scores being closer together
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Urgency for improvement

On a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

is very urgent to make the improvements, howrgent is it that Thames Water

clnformede community participants,

I mp

Goalsinyellow ndi cate that a majority of customers feel the gc
mix of goals that are considered urgent or considered quick to achievénformed panel (50)
: Low/med/high labels indicate the difference in percentage of peopleI -
. -
It hat think the goals are - too slow® if they agtogansgw%sﬂod‘ggmghgwgsgangns Reducelegkage%ooso _ -
Icompared to those that think they are -just ri nd businesses below 10% _-"
-

ILOW = Up to 10% more think th e:y are too -slow® t }be&) s aﬁorba&%?shov&th‘atgerﬂcés ®4 R%ﬂace’an lead pipes

. Prevent heav: fall from causing sewage . - :

. ' MED=1130%more think they are too)  oslod ewagefgp@smtfnvergg r i g h {2 formoney -%" Guarantee high
v | . . _- X quality drinking water
g I HIGH = 30%+ difference? over 30% more customers think the goal I N EpPTRR oo .

D 1i s t oo sl ow co mpar e d to t hose It hat t hi nk i Fp | S -pa bout r ? ht ® Ensure there is enough water for customers ir
g —8 ————————————————————————— 4 - e the future, without taking too much from rivers
=} v B -
"6 Help customers to use much less water 5t hdte ) .and harming the environment
P Provide a more reliable
% < supply of|\water LOW
8 Help tackle climate change by becommg‘net o e e Provide an inclusive service that works for
5 7 negative' (when we take more ;afbon out of the e everybody and that everyone can afford,
w HIGH atmosphere than We put in) ° supporting different needs and circumstances
'g Provide an easy and personallsed'customer . _ HIGH
o h Fix service issues on the same day
service, using the latest+echnology, for
g everyone whoTses the service [ ]
> _- - Lead the improvement of rivers in our region so
o 6 -7 ° they become among the healthiest in the UK
3 -7
e
6 _- -~ HIGH Maximise the green energy produced for
£ _ - - Create attractive jobs for people in our Thames Water and for local communities
%] - communities and help develop skills
g 5 - .
-
g P - Use the land Thamedsr\]N ater owns to Crﬁ%&?twg?and Thames Water owns to benefit
_e S R and housing wildlife and create natural spaces for people to
- : Please note: axes have | visit

been terminated at this |

point for clarity of I [

labelling and separation I 6 7 8 9 10

Lortheseas. Importance

~On a scale of 0 to 10, where 0 i s niompoartt aantl a rnmep oeracahn to fa ntdh el Of o lsl ovweirnyg i2

Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicatcton of sentiment only

120



Urgency for improvement

On a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

cFreshe community participants, I mpor:t

Goalsinyellow ndi cate that a majority of customers feel the gc
mix of goals that are considered urgent or considered quick to achievé&resh panel (49)

5 I Low/med/high labels indicate the difference in percentage of peopleI -
© 'that think the goals are -too ;slow® if they are to be achieved by 2050, ’,f’
= lcompared to those that think tghe are -just right®. -~
(7} | I -~
g [LOW = U to 10% more think t hel are too -slow® than -just ri ht ® -
% I LOW _- MED _
c . I MED=11-30%more think they are to 0 - sl ow® t R sewadp figodng into fomeqy JH4en® Replace all lead pipes = Gua;?i':f;ﬁ hi,%htqfamy
g | | and businesses MED _- oIl
— 0 H 0 .

g S 1 _HIGH = 30%+ difference? over 30% more customers think the goal _ _ _ Reduce leakage to “ N MED
29 1lis too slow compared to those lthat think it is -ab owobion i gh1 ® ©__ Keep bills affordable and show that services ar
n g __________________________ J  Prevent heavy rainfall from causing sewage _ value for money
= f 8 overflows and sewage spills into rivers _- '@ Provide a more reliable
S [a) .~ o supply of water

= - e
S5  _HIGH _-~" °®
S a Fix service issues oweiiie same day S
8 2 PR ¢ Ensure there is enough water for customers in
= o 7 Help reduce disruptive rainwater flooding = e the future, without‘ taking too .much from rivers
29 P o and harming the environment

-

o < -

(] . - ’ 2 ° LOW
GE) e Help tackle climate changghy coming 'net Provide an inclusive service that works for
S g negative’ (when we take+ndre carbon out of the ° everybody and that everyone can afford,
50 6 atmgsphefe than we put in) supporting different needs and circumstances

Qo - )
E £ Use the land Thames Waterowns to benefit 2 Nelp customers to use much less water at horie
2% wildlife and crea/tepa@njal spaces for people to Lead the improvement of rivers in our region si
= o _ - - visit 2 Maximise th duced f they become among the healthiest in the UK
_gc') ] Use the lartl Thames Water owns to create jobs aximise the green energy producec for
[o] g 5 P and housing Thames Water and for local communities
E [+ _ - -
e S -~ o Provide an easy and personalised customer
c ,I T —m === = - I HIGH service, using the latest technology, for
g Please note: axes have Create attractive jobs for people in our ~ €veryone who uses the service
o been terminated at this | " : »
5 point for clarity of I communities and help develop skills
> labelling and separation I 6 7 8 9 10
o f th Is.
2 Lofthegoas Importance
(%]

~On a scale of 0 to 10, where 0 is niompoartt aantl a rnep oeracahn to fa ntdh el Of o lIsl ovweirnyg iz
Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicatcton of sentiment only 121



Each of the goals are largely correlated in terms of their relative importance and urge

Mapping Vision 2050 priorities; personal importance vs urgency for improuaintermied HH customers00)

—|mportance (London) =—=Urgency (London)

Waste & Rivers Customer  Energy Communities
Transition Impact
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Each of the goals are largely correlated in terms of their relative importance and urge

Mapping Vision 2050 priorities; personal importance vs urgency for improuainferimied NHH quan100)

- |mportance =——Urgency

Waste & Rivers Customer  Energy Communities
Transition Impact
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Each of the goals are largely correlated in terms of their relative importance and urge

Informed panellistee importance and urgency as closely correlated, particularly for water and waste & rivers (base

- |mportance =——Urgency

5.02

Waste & Rivers Customer  Energy Communities
Transition Impact

Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicatcton of sentiment only 124



Each of the goals are largely correlated in terms of their relative importance and urge

Informed fresh customedisow greater divergence between importance / urgency for improvement (base: 49)

- |mportance =——Urgency

5.70

5.34

4.55

Waste & Rivers Customer  Energy Communities
Transition Impact

Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicatcton of sentiment only 125



For all goals and categories, urgency for improvement scofaseaatiean overall
Importance

A

One potential interpretation of this is that there are no goals that customers see as in dire need of improvement (i.e.
performance is so poor that, regardless of importance, urgency for improvement is disproportionately high)

Another interpretation is simply that customers want action taken on goals in accordance with the level of importance
they place on them, which is not an unusual position to take

However, thesize of the gap between importance and urgency for improvement varies between 0.25 and 0.71 overall
across the goals. While this is not a major variation, it tends to follow the overall pattern of importance/urgency, in
whi Whter® aWadte & River® show the smallest gap between I mportanc

(broadly speaking). -Environment ® al so has small er gap:
T CUStomerS Slmply Want Tham es Water tO B gZIEpIsreduce disruptive rainwater flooding mperanee 7.99 e 7.74 Difference 0.25]
fOC U S 0 n CO re Se rVi Ce d e I |Ve ry an d e n S U rl n g ;f:vﬂe?\‘t‘ :;:;3”;?:;:'?;‘1;1:%:”2 ;:::;ngsoa\::r:!:“;:"";;Z;:‘;E spills into rivers ::i ggi g:i
Sewage does not |mpact upon homes and leference Of Stop all sewage flooding into homes, gardens and businesses g:; 3:: g:z
. . 7 . . 8.42 8.02] 0.40}
t h e e n V | r O n m e n t | n a nUVderV@é y [ ‘.-1a.’r“1'5»ijue ﬁe’u energy Ur-ﬁceysr”ﬂs '-.-‘v'ae a’mgr@a @”uﬁ': es ;:2 ?:?'Zi g:;.
facto rS) 518 77 0.5

Help tackle climate change by becoming 'net negative' (when we take more carbon out of the

tmosphere than we put n) ) i 7.62 715 0.47
T While many of the as yet urstarted projects I e o5 o oo
(e.g. building houses) are deemed important, - - o
they are IeSS urgent than ensurlng Wa'ter’ lefe rence Of _ Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit 7.52 6.96] 0.56|
WaSte and enV|r0n ment factors are taken Over 0-5 Zr;vide:n incc:usivs sewice:hat works for everybody and that everyone can afford, supporting .98 7.42 0.571
Care Of Create attractive jobs for people in our communities and help develop skills 7.34 6.69 0.65
Use the land Thames Water owns to create jobs and housing 7.01 6.33 0.68]
L i‘r:J ieei':\—-Iaeasg-ii'f;ersc’.a ised customer service, using the latest technology, for everyone 743 6.72 .71l
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The importanecergency gap varies by goal

Mapping Vision 2050 priorities; personal importance vs urgency for improgdiirdotried qual and uninformed quatl)

Vision 2050 goal

Provide an easy and personal customer service, using the latest technology for everyone who uses the service

Use the land Thames Water owns to create jobs and housing

Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstm
Create attractive jobs for people in our communities and help develop skills

Provide a more reliable supply of water

Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit

Lead the improvement of rivers in our region so they become among the healthiest in the UK

Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment
Fix service issues on the same day

Reduce leakage to below 10%

Replace all lead pipes

Hel p tackle climate change by becoming -net negative®
Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers

Stop all sewage flooding into homes, gardens and businesses

Guarantee high quality drinking water

Help customers to use much less water

Keep bills affordable and show that services are value for money

Help reduce disruptive rainwater flooding

Maximisethe green energy produced for Thames Water and for local communities

(when

Importance

7.43
7.01
7.99
7.34
8.35
7.52
8.11
8.57
8.06
8.42
8.18
w €7.62
8.31
8.47
8.83
7.58
8.41
7.99
7.63

Ranked by
] difference in
6.72 : 0.71 Importance and
6.33 E 0.68 Urgency scores
742 1 057
669 1 065
7.82 : 0.53
696 |, 056 Difference:
759 ! 052
8.02 E 0.55 7705
754 1 052 <0.5
ake mas e _out of the
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The importanecergency gap varies by goal

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Uninfes08¢ HH

Vision 2050 goal

Provide an easy and personal customer service, using the latest technology for everyone who uses the service

Use the land Thames Water owns to create jobs and housing

Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstm
Create attractive jobs for people in our communities and help develop skills

Provide a more reliable supply of water

Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit

Replace all lead pipes

Lead the improvement of rivers in our region so they become among the healthiest in the UK

Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment
Fix service issues on the same day

Reduce leakage to below 10%

Hel p tackle climate change by becoming -net negative®
Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers

Stop all sewage flooding into homes, gardens and businesses

Guarantee high quality drinking water

Help customers to use much less water

Keep bills affordable and show that services are value for money

Help reduce disruptive rainwater flooding

Maximisethe green energy produced for Thames Water and for local communities

(when

Importance

7.52
7.33
8.05
7.52
8.37
7.74
8.11
8.16
8.58
8.11
8.44
wer.73
8.32
8.44
8.70
7.66
8.37
8.08
7.65

Ranked by
] difference in
689 | 063 Importance and
6.73 E 0.60 Urgency scores
750 1 055
697 1 055
7.83 : 0.54
721, 053 Difference:
760 ! 051
7.66 E 0.50 7205
oo | <os
ake ma8Ox e _out of the
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The importanecergency gap varies by goal

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Uninfori®@@NHH

Vision 2050 goal

Provide an easy and personal customer service, using the latest technology for everyone who uses the service

Maximisethe green energy produced for Thames Water and for local communities

Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment
Create attractive jobs for people in our communities and help develop skills

Hel p tackle climate change by becoming -net negative® (when
Fix service issues on the same day

Reduce leakage to below 10%

Use the land Thames Water owns to create jobs and housing

Replace all lead pipes

Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstm
Guarantee high quality drinking water

Provide a more reliable supply of water

Lead the improvement of rivers in our region so they become among the healthiest in the UK

Stop all sewage flooding into homes, gardens and businesses

Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers

Keep bills affordable and show that services are value for money

Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit

Help reduce disruptive rainwater flooding

Help customers to use much less water

Importance

7.26
7.58
8.43
6.91

W €7.22

8.01
8.23
6.52
7.88
7.57
8.90
8.09
8.17
8.43
8.40
8.30
7.00
7.88
7.10

ake

Urgency

6.50
6.91
7.88
6.43
6.7 e
7.59
7.83
6.12
7.50
7.21
8.58
7.80
7.88
8.17
8.17
8.13
6.85
7.73
6.97

Difference

0.76
0.67
0.55

Ranked by
difference in
Importance and
urgency scores

of t he

out

Difference:

>/=0.5

<0.5
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The importanecergency gap varies by goal

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Informg&@)panel

Vision 2050 goal Urgency Difference Ranked by

Provide an easy andoersonalisedcustomer service, using the latest technology, for everyone who uses the service 7.15 6 i 1.15 ?rlr:fp?c:igziemand
Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit 7.4 6.3 E 1.1 Urgency scores
Create attractive jobs for people in our communities and help develop skills 6.7 5.64 : 1.06

Use the land Thames Water owns to create jobs and housing 6.02 5.02 : 1

Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumestan 8.17 7.3 : 0.87

Maximisethe green energy produced for Thames Water and for local communities 7.66 6.83 i 0.83 Difference:
Guarantee high quality drinking water 9.47 8.66 i 0.81

Fix service issues on the same day 7.91 7.11 E 0.8 >/=0.5
Lead the improvement of rivers in our region so they become among the healthiest in the UK 7.81 7.17 : 0.64 <0.5
Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment 9.06 8.43 : 0.63

Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in) 7.81 7.21 : 0.6

Keep bills affordable and show that services are value for money 8.66 8.17 -

Stop all sewage flooding into homes, gardens and businesses 8.89 8.45 _

Help customers to use much less water at home 7.66 7.34 _

Provide a more reliable supply of water 8.28 8.04 _

Help reduce disruptive rainwater flooding 8.06 7.89 _

Replace all lead pipes 8.96 8.87 _

Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers 8.43 8.43 -

Reduce leakage to below 10% (the proportion of water that leaks out of pipes on its way to customers) 8.94 8.96 -

Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicatcton of sentiment only 130



The importanecergency gap varies by goal

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Inforrd) fresh

Vision 2050 goal

Create attractive jobs for people in our communities and help develop skills

Use the land Thames Water owns to create jobs and housing

Provide an easy andpersonalisedcustomer service, using the latest technology, for everyone who uses the service

Provide a more reliable supply of water

Help customers to use much less water at home

Lead the improvement of rivers in our region so they become among the healthiest in the UK

Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment
Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstmn
Maximisethe green energy produced for Thames Water and for local communities

Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit

Guarantee high quality drinking water

Fix service issues on the same day

Reduce leakage to below 10% (the proportion of water that leaks out of pipes on its way to customers)

Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in)
Help reduce disruptive rainwater flooding

Keep bills affordable and show that services are value for money

Replace all lead pipes

Stop all sewage flooding into homes, gardens and businesses

Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers

Importance

6.89
6.09
7.32
8.81
7.72
7.87
8.45
8.04
7.36
6.49
9.47
8.11
8.11
7.02
7.36
8.74
8.72
8.43
7.83

5.34
4.55
6.13
7.64
6.7
6.89
7.62
7.21
6.55
5.7
8.7
7.4
7.57
6.49
6.89
8.32
8.45
8.17
7.57

Urgency

1.55
1.54
1.19
1.17

1.02
0.98
0.83
0.83
0.81

0.79
0.77
0.71
0.54

0.53

Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicatcton of sentiment only

Ranked by
difference in

Importance and
urgency scores

Difference:

>/=0.5

<0.5
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Di fferences emerge by sampl e t
significantly | ower than at | e

Personal importance of Vision 2050 goals: differences between sample types

Vision 2050 goal Uninformed Informed Informed Uninformed
HH (500) panel (50) fresh (49) NHH (100)

o wi t
t one

Sig difference at 95% ClI

P
S
A
v

Guarantee high quality drinking water g70 ¥ 9.47 A 9.47 A 890 ¥
Replace all lead pipes 811 V¥ 8.96 A 8.72 A 788 ¥
Provide a more reliable supply of water 8.37 8.28 8.81 A 809 V
Reduce leakage to below 10% 8.44 8.94 A 8.11 823V
Help customers to use much less water at home 7.66 A 7.66 7.72 710 ¥
Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment 858 ¥ 9.06 A 8.45 8.43 ¥
Stop all sewage flooding into homes, gardens and businesses 8.44 8.89 8.43 8.43
Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers 8.32 8.43 7.83 8.40
Lead the improvement of rivers in our region so they become among the healthiest in the UK 8.16 7.81 7.87 8.17
Help reduce disruptive rainwater flooding 8.08 A 8.06 7.36 v 7.88
Provide an easy andpersonalisedcustomer service, using the latest technology, for everyone who uses the service 7.52 7.15 7.32 7.26
Fix service issues on the same day 8.11 7.91 8.11 8.01
Keep bills affordable and show that services are value for money 8.37 8.66 8.74 8.30
Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in) 7.73 7.81 7.02 7.22
Maximisethe green energy produced for Thames Water and for local communities 7.65 7.66 7.36 7.58
Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circums&m 8.05 A 8.17 8.04 757 Y
Create attractive jobs for people in our communities and help develop skills 752 A 670 ¥ 6.89 691 Y
Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit 7.74 A 7.40 649 ¥ 700 ¥
Use the land Thames Water owns to create jobs and housing 733 A 6.02 ¥ 609 ¥ 652 ¥

132



In terms of urgency for improvement, the uninformed qual participants are most likely
give significantly lower scores than others

Urgency for improving Vision 2050 goals: differences between sample types 2 sdrerenceat s c

HH (500) panel (50) fresh (49) NHH (100)
Guarantee high quality drinking water 8.31 8.66 8.70 8.58
Replace all lead pipes 760 V¥ 8.87 A 8.45 A 750 V¥
Provide a more reliable supply of water 7.83 8.04 7.64 7.80
Reduce leakage to below 10% 8.00 V¥V 8.96 A 757 'V 783V
Help customers to use much less water at home 7.30 7.34 6.70 6.97
Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment 8.09 8.43 7.62 7.88
Stop all sewage flooding into homes, gardens and businesses 8.03 8.45 8.17 8.17
Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers 790 V¥ 8.43 A 757 ¥ 8.17
Lead the improvement of rivers in our region so they become among the healthiest in the UK 7.66 7.17 689 ¥ 7.88 A
Help reduce disruptive rainwater flooding 782 A 7.89 A 689 ¥ 7.73 A
Provide an easy and personalised customer service, using the latest technology, for everyone who uses the service 6.89 A 6.00 V¥ 6.13 6.50
Fix service issues on the same day 7.62 7.11 7.40 7.59
Keep bills affordable and show that services are value for money 8.09 8.17 8.32 8.13
Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in) 7.30 7.21 6.49 6.77
Maximise the green energy produced for Thames Water and for local communities 7.42 6.83 6.55 6.91
Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumsem 750 A 7.30 721 ¥ 7.21 A
Create attractive jobs for people in our communities and help develop skills 6.97 A 564 V 534 V¥ 6.43
Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit 7.21 6.30 5.70 6.85
Use the land Thames Water owns to create jobs and housing 6.73 A 502 ¥ 455 ¥ 612 ¥
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What es mi ssi ng-dustomars tendee to ¥mphlasisenvhat idiportant

Al t hough no ¢cnewe areas were mentioned, cust ol

Improve communication and transparency

Ensure high water quality

Customers el aborated on what ar eahAl toHou Chus-tWartee r®® tvwaesy ®d tl h &kme ,t oc st
improved, such as communications when issues arise. quality, taste and purity as important factors to get right.

~Where a burst water main occur s Recyclingwater purification of the tap water. | feel scared of

up its communication to affected households and assistance it drinking water from the tap as it is full of metals and other things
provides on a timely basis?® bad for our healtt?
Male, 65+, ABC1, White, Vulnerable, Dual London Female, 3544, ABC1, BAME, Vulnerable, Waste OnlySouth East Water

Education and responsibility

Customers emphasised that river cleanliness and climate change amnportant to tackle and many

emphasised that education and assistance from Thames Water to help them behave more responsibly
with regard to water and waste is important

“1 think that creating more awareness in terms of what every individual can contribute to reduce

wastage [is important], which | have seen some adverts already, but this does not provide specific
actions?’

Female, 2534, ABC1, BAME, Dual Slough/Wycombe/Aylesbury

A2. Is there anything missing from the list that you think Thames Water should aim to do for the futuBgse: All respondents (711) 134



Whates missi ng-Gpreonm ctohnev efissaitoino n(s2 )and |

Al t hough topics |l argely aligned with the goal

Open and transparent

~Stop ALL bonus payments wuntil such

achieved!?®°

. . . Male, 55-64, C2DE, White, Dual, Swindon Oxford
Transparency was mentioned by a few customers, with some feeling

cynical about how these aims will be prioritised against earnings and

bonuses. — : : :
Check on their customers on a regulars basic to adapt their need

(change of pipes, reduction of bills) etC.

Others wanted more commitments to an open conversation between Female, 3544, ABC1, BAME, Dual, London

Thames Water and its customers, seeing this as crucial to ensuring
customer needs are understood and acted upon.

Helping customers go green

“Develop options for customers to reuse some of their own waste
water 2 for example, a storage & treatment tank which will allow

Ensuring Thames Water operates more efficiently again came out, customers to re-use some of their own waste water for watering
with customers looking for extra support from the company to help lawns/garden and flush toilet.
them achieve this themselves. Finding new ways to reduce and+e Female, 4554, ABC1, BAME, Vulnerable, Dual, Kennet Valley

use water was important.

A5. Was there anything missing from the list of goals that you think Thames Water should aim to do for the futiBa8e: All respondents (711) 135



Importance scores tend to be higher among women, those aged 35+ and Clean & We

customers

Personal importance of Vision 2050 goals: subgroup differences

Gender
Women gave significantly higher importance
scores than men for:

A Guarantee high quality drinking water

A Help customers to use much less water at home

A Ensure there is enough water for customers in
the futureno

A Keep bills affordable and show that services are
value for money

A Help tackle climate change by becoming 'net
negati ve®

A Maximise the green energy produced for
Thames Water and for local communities

A Provide an inclusive service that works for
everybody and that

A Create attractive jobs for people in our
communities and help develop skills

A Use the land Thames Water owns to benefit
wildlife and create natural spaces for people to
visit

A3. Pl ease rate each of the

goal s

Service type
Dual (clean and waste) customers gave
significantly higher importance scores for:

Age

Significantly higher importance scores typically

given by customers aged 35+ for each goal,

except for the following where scores were

similar across age groups: A Help customers to use much less water at
home

A Provide an easy andpersonalisedcustomer
service, using the latest technology, for
everyone who uses the service

A Help tackle climate change by becoming
'"net negative®

A Maximisethe green energy produced for
Thames Water and for local communities

A Help customers to use much less water at
home

A Provide an easy andpersonalisedcustomer
service, using the latest technology, for
everyone who uses the service

A Help tackle climate change by becoming 'net
negative'

A Maximisethe green energy produced for
Thames Water and for local communities

e v e r y o nfePravideran iacfusive sexvige that works for

everybody and that can affordaso
A Create attractive jobs for people in our

communities and help develop skills
A Use the land Thames Water owns to create

jobs and housing

everyone

on a scal e of Base:dll HHual anchgeantessurv@yespendents(504) at al | i mportantl® a



There are some significant differences in both importance and urgency for goals ident
audience type

A Importance A Urgency for improvement
I Business cus Waterg rgso aslese aasl | T --Replace allleadpipe® I s seen as mor e
significantly less important than selected other by qualitative informed and lessnformed
audiences audiences than unformed household and business

5 . | audliences; this may suggest the detail provided to
Usiness custo@emmsntiesl so see yg cdmmimity participants on the potential

Impact® goal s as less i mportantqJ.adtiealf Mdy Rale®ah Fferfty effect
household customers

—(

: , T. -Reduce leakage below 10%® i s seen as h:
Uninformed household customerssee hi gh qual i bré(ater uragncy for improvement by informed

drinking water®, andeginawe eal |, dig@eharfcihdht fiah all other audiences
enough wat er adsflesgimportaetthdnut ur e ®

qualitative informed and lessanformed customers I -Help reduce disruptive rainwater floodin@ i s s een
as less important by lessinformed qualitative
participants than all other audiences

—(

—(

Broadly speaking uninformed household
cust omeCommumies I mpac® goal s ar e
more important than other audiences
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Similarly for urgency for improvement scores, women, those aged 35+ and Clean & W
customers are more likely to give higher scores

Urgency for improving Vision 2050 goals: subgroup differences

Gender
Women gave significantly higher urgency for
improvement scores than men for:

A Guarantee high quality drinking water

A Lead the improvement of rivers in our region so
they become among the healthiest in the UK

A Help tackle climate change by becoming 'net
negati ve®

A Maximise the green energy produced for
Thames Water and for local communities

A Provide an inclusive service that works for
everybody and that everyone can afford,
supporting different needs and circumstances

Age

Significantly higher urgency for improvement
scores typically given by customers aged 35+ for
each goal, except for the following where scores
were similar across age groups:

A Help customers to use much less water at
home

A Provide an easy and personalised customer
service, using the latest technology, for
everyone who uses the service

A Help tackle climate change by becoming 'net
negative'

A Maximise the green energy produced for
Thames Water and for local communities

A Create attractive jobs for people in our
communities and help develop skills

A Use the land Thames Water owns to benefit
wildlife and create natural spaces for people to
visit

A Use the land Thames Water owns to create
jobs and housing

A4. How urgent is it that Thames Water makes the improvements for each of the goal8ase: All HH qual and quant survey respondents (594)

Service type
Dual customers gave significantly higher
urgency for improvement scores for:

A Help customers to use much less water at
home

A Help tackle climate change by becoming
"net negative®

A Maximise the green energy produced for
Thames Water and for local communities

A Provide an inclusive service that works for
everybody and that everyone can afford,
supporting different needs and
circumstances

A Create attractive jobs for people in our
communities and help develop skills

A Use the land Thames Water owns to create
jobs and housing
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Scores are also more likely to be higher among those in the Thames Valley & Home
Counties and white customers

Personal importance of Vision 2050 goals: subgroup differences

Location
Thames Valley & Home Counties customers gave
significantly higher importance scores for:

A Guarantee high quality drinking water

A Stop all sewage flooding into homes, gardens and
businesses

A Prevent heavy rainfall from causing sewage
overflows and sewage spills into rivers

London customers gave a significantly higher
importance score for:

A Use the land Thames Water owns to create jobs
and housing

A3. Pl ease rate each of t he

goals on a

Ethnicity
White customers gave significantly higher importance
scores for:

A Guarantee high quality drinking water

A Ensure there is enough water for customers in the
future, without taking too much from rivers and
harming the environment

A Stop all sewage flooding into homes, gardens and
businesses

A Prevent heavy rainfall from causing sewage
overflows and sewage spills into rivers

A Keep bills affordable and show that services are
value for money

scal e of

this figure was used for ease of analysing respondents in two groupings).

Base: &l HH@uyal amdrgeantsurvey résgondents®4) at al |
*Higher/lower income based on the threshold of £19,748 annual household income, the eligibility level for the social tariffdndon (there is a lower threshold elsewhere, but

Disability
No significant differences by disability

Income*

Higher income customers gave higher importance

scores for:

A Guarantee high quality drinking water

A Stop all sewage flooding into homes, gardens and
businesses

A Fix service issues the same day

Lower income customers gave higher importance

scores for:

A Provide an inclusive service that works for
everybody and that everyone can afford

i mportant®
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Those in London, white customers and customers without a disability are more likely t
rate goals as being urgent for improvement

Urgency for improving Vision 2050 goals: subgroup differences

Location
London customers gave significantly higher urgency
for improvement scores for:

A Help customers to use much less water at home

A Provide an easy andpersonalisedcustomer
service, using the latest technology, for everyone
who uses the service

A Create attractive jobs for people in our
communities and help develop skills

A Use the land Thames Water owns to benefit wildlife
and create natural spaces for people to visit

A Use the land Thames Water owns to create jobs
and housing

Ethnicity
White customers gave significantly higher urgency for
improvement scores for:

A Replace all lead pipes

A Reduce leakage to below 10%

A Ensure there is enough water for customers in the
future, without taking too much from rivers and
harming the environment

A Stop all sewage flooding into homes, gardens and
businesses

A Prevent heavy rainfall from causing sewage
overflows and sewage spills into rivers

A Help reduce disruptive rainwater flooding

A Keep bills affordable and show that services are
value for money

BME customers gave a significantly higher urgency
for improvement score for:

A Use the land Thames Water owns to create jobs
and housing

Disability
Those without a disability gave significantly higher
urgency for improvement scores for:

A Guarantee high quality drinking water

A Provide a more reliable supply of water

A Keep bills affordable and show that services are
value for money

Income*

Higher income customers gave higher urgency

improvement scores for:

A Provide a more reliable supply of water

A Ensure there is enough water for customers in the
future, without taking too much from rivers and
harming the environment

A Keep bills affordable and show that services are
value for money

A Help tackle climate change by becoming 'net
negati ve®

A4. Howurgent is it that Thames Water makes the improvements for each of the goal8ase: All HH qual and quant survey respondents (594)
*Higher/lower income based on the threshold of £19,748 annual household income, the eligibility level for the social tariffandon (there is a lower threshold elsewhere, but
this figure was used for ease of analysing respondents in two groupings).
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London and Thames Valley customers tepddatisegoals differently in some areas

A Areas where the differences between London and Thames Valley customers are most pronounced:
Importance of 2050 goals

Thames Valley & Home Countiesustomers gavesignificantly higher importance scores for:
A Guarantee high quality drinking water

A Stop all sewage flooding into homes, gardens antusinesses

A Prevent heavy rainfall from causing sewageverflows and sewage spills into rivers

London customers gave a significantly higheimportance score for:
A Use the land Thames Water owns to create joband housing

Urgency of 2050 goals(no significant differences for Thames Valley)

London customers gave significantly higher urgencyor improvement scores for:

A Help customers to use much less water at home

A Provide an easy andpersonalisedcustomer service, using the latest technology, for everyongho uses the service
A Create attractive jobs for people in oucommunities and help develop skills

A Use the land Thames Water owns to benefit wildlifend create natural spaces for people to visit

A Use the land Thames Water owns to create joband housing

In terms of how goals are clustered by both importance and urgency to improve, London customers tend to cluster
scores across all goals closer together; there is greater differentiation across score for Thames Valley customers (see
followingslides)
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Mean combined 'Importance'/'Urgency for improvement' scores show some clear

differences between London and Thames Valley customers.
Mapping Vision 2050 priorities; mean of importance and urgency for improydinrdotrhed qual and uninformed HH quaéi)

| ondon Thames Valley

Waste & Rivers ~~ Customer  Energy ~ Communitiés: i
Transition Impact
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BetweeriThames VallgndLondon the Thames Valley region tends to see a greater gaf

between importance and urgency.
Mapping Vision 2050 priorities; personal importance vs urgency for improdirirdatroed qual and uninformed HH quaf)

- |[mportance (London) Urgency (London) = = |mportance (Thames Valley) = = Urgency (Thames Valley)

Customer Energy Communities
4 Transition Impact

8.37

7.76 7.69 7.84
7.53 7.52 : 7.53

7.55
7.15

> N & Q O X @ 2 S
Q®\® @ ,\OQ% QF & OA\b O @C\’b & O\b @?;\ 8 \)%Q,\ A Sigdifference at 95% CI
Q}b\\" & ) v ) & R @6\‘ ¢ o NR (compared against likefor-like
<& N X W metric 2 e.g. importance or
urgency)
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Urgency for improvement

On a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

London: water and waste goals tend to be rated as more important and more urgent fc
Improvement; at the same time, all goals can be deemed important

Mapping Vision 2050 priorities; personal importance vs urgency for improydirhendon qual and uninformed HH qu&6B8)

§ 10 A Key
‘;“ Water
@ B Waste & Rivers
£ o B Customer
= y B Energy Transition
g S B Communities Impact

(@] ..
*;‘ o — — Along this line,
== 8 -importance¢® and
ég -urgency fo¢r
58 i mprovemeni®
oo would be identical
o
-8 7
7)) Y
£e
g o
o £
32
592 6
EE
2 "
+— -
o * P

[%)]
T8 5 -
Ex -
e E e - ——— - -
I= _ =~ 7| Please note: axes I
S % | have been terminated |
5 at this point for clarity |
> I of labelling and I
g separation of the
%) | goals. I
'_ I g e J

-~ On a scale of

SCOr es

Help reduce disruptive
rainwater flooding

Help tackle climate change by becoming 'net
negative' (when we take more carbon out of the
atmosphere than we put in)

Maximise the green energy produced for
Thames Water and for local communities

Create attractive jobs for people in our
communities and help develop skilli -

-
g
-

Use the land Thames Water’owns to
create jcj)sran’d housing

Keep bills affordable and
show that services are
value for money

Stop all sewage flooding
into homes, gardens and
businesses

Reduce leakage to
below 10% (the _
proportion of watet
-

-

. -
Prevent heavy rainfall from PR

causing sewage overflows

Guarantee high
quality drinking

and sewage spills into rivers - water
- -
- r . .
PRe © Ensure there is enough water for customers in
_- - 9o e the future, without taking too much from rivers
-~ ° and harming the environment
- - 9 ° e
P £ Reol I lead o Provide a more reliable
- T eplace all lead pipes supply of water
- S
e Fix service issues on the same day
) Help customers to use much less Provide an inclusive service that works for

water at home everybody and that everyone can afford,

supporting different needs and circumstances

-
-
- .
— 1 Provide an easy and personalised Use the land Thames Water owns ; Leaq the |mpr9vemetr1r1t of
_-" customer service, using the latest to benefit wildlife and create rivers In ourregion so ey
- technology, for everyone who uses natural spaces for people to visit
the service
—_— e e e e e e e e e e e e e e e e e e = = = = "
I Itis important to recognise that although this exercise was designed to |
| -pull apart® the different goalslof
goals remain more or less important, but that there are priorities in termsI
I_of what they would like to see addressed, p
6 7 8 9 10
Importance
O to 10, where O i s niompoartt aantl a rnep oeracahn to fa ntdh el Of a lsl o/weirr}é5i .



Urgency for improvement

On a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

Thames Valley: water and waste goals tend to be rated as more important and more
for improvement; at the same time, all goals can be deemed important

Mapping Vision 2050 priorities; personal importance vs urgency for improydiiiésainies Valley qual and uninformed HH ¢gdagj

§ 10 A Key Red leak f -7 -
© Water . educe leakage 1o preyent heavy rainfall from causing . =~
= B v a e POV conge overfovs andsewsgs = ~
8 aste Ivers are value for money spills into I’I’\/ElS,
£ B Customer -
& 9 . Help reduce Pag ’Stop all sewage flooding into homes,
E o B Energy Transition disruptive Replace al - qardons and businesses
- . . . i .
© © Communities Impact Help tackle climate change by becoming 'net rainwatera lead pipes -r ) )
S S N P negative' (when we take more carbon out of the -7 o Guarantee high quality
=0 — — Along this line, atmosphere than we put in) _ = b o drinking water
0 c : -~ o o
= %‘ 8 -iPmpor tance® and _- - = o® e Ensure therg is enough water for customgrs ir
g = -urgency for Maximise the green energy produced for _- 9 o the future, Wlthout_ taking too .much from rivers
(N3] i ames Water and for local communities - ) and harming the environment
S 3 I mpr qve'men1 ® scorew ’,/ Lead the improvement N .
oo would be identical e Py of rivers in our region Provide a more reliable
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29 PR - e e Fix service issues on the same day
-

GE') 5 - - Help customers to Provide an inclusive service that works for
Q g Create attractjve:jobs for people in our " use much less water everybody and that everyone can afford,
B 5 6 con;rrwni‘ﬁes and help develop skills at home supporting different needs and circumstances
g = PR - Use the land Thames Water owns to benefit
= £ P . wildlife and create natural spaces for people to
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= -
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Appendix
Methodology, sampling detalls and declaration



Qualitative community research sample

Thisresearchwas designed to capture the diversity of Thames Wat

Customer Groups Count completing the
research

Thames Water Customer Voices paneb9
Thames Water customers (recruitec38
Future customers (recruited externally; | nf or Mjed fr esh®8
Business customers (recruited ext17

1 130 customers were invited to the research, 122 (shown above) completed all questions to day 4 and 111 completed all questiom day 6
1  Specific demographics collected from participants closely matched that of the Thames Water customer base* (details on folhgpages)

1 Informed panel customerg The 59 members of our Customer Voices panel had undertaken two or more of the previous enhancement case
deep dives or PR24 foundational research activities. Thefutueef or e
commitments and had given thought to some of the initiatives and challenges involved.

1 Informed freshcustomers We al so invited a spaneolf®fcesthdmenrsec( 8 texdi stoifrig cu:
business customers) none of whom had been involved in previous research for Thames Water. These were informed of the isduesigh this
study.

* - Customer research and sampling approach September 2018® document, supplied by Thames Water
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Qual it at

vV €

met hodol

ogy:

public value framework across-@ online community

Day 1 (7 April) Days 2-4 (8-12 Apiril) Day 5 (13 April) Day 6 (14 April)

A Unprompted expectations of
Thames Water and what issues
are top of mind

A Initial responses on what
customers expect in each of the
five Vision 2050 outcomes
(water, waste/rivers, customer,
energy and communities)

A Initial reaction to overall Vision
2050

Objectives:

A Reactions to the 19 individual
goals of Vision 2050

A Assess if the timescale for each
goal is: about right, too fast or,
too slow

A Gauge level of support for each
goal and reasons behind this

A Ascertain for each goal-
personal importance, reactions
to current performance and
how changes will be achieved

Objectives:
A Support for Vision 2050 overall
A Any gaps in the vision

A Assessment of importance and
then urgency of each goal

cust omer s I

Objectives:

A Unprompted expectations of
Thames Water ®s
services

A Initial responses to the proposed
public value framework

A Importance of the 17 individual
activities in the public value
framework

A Any gaps in the framework

A Assessment of priority for each
activity

evVv

rol e
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Qualitative community research sample

Themes Water Customer Voices Customers (59)

Male 29 30
Female 31 29
18-24 9 1
25-34 13 13
35-44 11 13
45 -54 10 13
55-64 7 6
65+ 10 8
SEG AB 17 24
SEG C1 20 17
SEG C2 10 5
SEG DE 13 13
White 44 43
BME 16 16
Yes 8 9
No 52 50
Clean & Waste 37 35
Waste only 23 24
Quota targets from- Cust omer research and sampling

hames Water Population Quota targets Quota actual

Dual service area

London 29 29
Swindon/Oxford 4 1
Slough/Wycombe/Aylesbury 2 3
Kennet Valley 2 0
Guildford 1 1
Henley 0 0

Waste-only area

Affinity Water 12 12
South East Water 4 3
Essex & Suffolk Water 3 1
Sutton & East Surrey Water 3 7
Southern Water 1 1
Anglian Water 1 0

Prior research activities undertaken Quota actual

PR24 Foundation 7
Net Zerodeep dive 49
Trunk Mains deep dive 34
Waste headroom/spills/bathing deep dive 58
Lead Pipes deep dive 34
Sustainable abstraction deep dive 47

approach VWatept ember 2018® document, supplied by Thames
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Qualitative community research sample

Thames Water Externally Recruited Customers (38)

Future Customers (8)
Male 20 19
Female 20 19 Future customers(18-24 yrs) tg(:ettas g;z:
Male 5 4
;g gj g g Female 5 4
35 - 44 8 7 hames Water Population Quota targets Quota actual ABC1 S S
45 - 54 7 7 Dual service area CZ[_)E S 3
EEET B = London 19 20 White 6 4
= = A Swindon/Oxford 3 3 BAME _ 4 4

. . Slough/Wycombe/Aylesbury 1 1 Dual service 7 6
Jroup Guildford 0 0
SEG AB 12 11 Henley 0 0
SEG C1 13 13 W | .
SEG C2 7 7 aste-only area Business customers (17)
SEG DE 8 7 Affinity Water 8 8 ] Quota
SelliEeRilalel S 5
White 30 21 gssex 8§LSEuffoIIS< Wate\rN 2 2 0-9 employees 8 7
BME 10 17 LI e = S ENE 10-49 employees 8 6
Disabili SOQHCIUNALE, 0 0 50+ employees 4 4
Quotatargets | Quota actual EEA/EURYEIE 0 0 p_ y
vulnerabili Water reliant 10 10
Yes 6 4 Non-water reliant 10 7
No 34 34
Clean & Waste 25 23
Waste only 15 15
Quota targets from- Cust omer research and sampling approach September 2018® document, supplied by Thames

Wat er
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Quantitative methodology and sample

A 10-minute online survey was conducted betwe&mhé 27" April 2022 with 500 Household
(Uninformed HH) customers and 100 Business/Mmrsehold (Uninformed NHH) customers

HH customers sample profile:

Unweighted Weighted Unweighted Weighted
e [ [ | M | cm | % | coam | %

Gender Ethnicity
Male 241 48% 240 48% White 378 76% 370 74%
Female 256 51% 250 50% BME 122 24% 130 26%
Other / prefer not to 3 1% 10 2% Disability (vulnerability)
say

Disabled 83 17% 70 14%
Age

Not disabled 417 83% 430 86%
18-24 55 11% 75 15%

Service type
25-34 80 16% 105 21%

Dual service 335 67% 310 62%
35-44 113 23% 95 19%

Waste only 165 33% 190 38%
45-54 99 20% 85 17%

Region
55-64 70 14% 60 12%

London 296 59% 365 73%
65+ 83 17% 80 16%
e Egiwﬂe;sva"ey & Home 204 41% 135 27%
AB 165 33% 145 29%

We applied demographic quotas in order to achieve a regionally representative

0 0, .
ct 183 37% 165 33% sample2any skews were then corrected via Wwe
c2 38 8% 85 17% intentionally oversampled Thames Valley & Home Counties customers to ensure a
DE 114 23% 105 21% more robust unweighted sample for analysis.
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Quantitative methodology and sample

A 10-minute online survey was conducted betwe&mhé 27" April 2022 with 500 Household
(Uninformed HH) customers and 100 Business/Mmrsehold (Uninformed NHH) customers

NHH customers sample profile:

Unweighted Weighted Unweighted Weighted
e [ [ [ W | m | % | coam |

Company size Industry type
0-9 employees 66 66% 90 90% : .
ploy 0 0 Construcuo_n, mining, 20 20% 16 16%
10+ employees 34 34% 10 10% manufacturing, agriculture
Number of sites Wholesale, retall, repair
i 14% 14 14%
Sl shie 68 68% 94 94% motor vethIes, 14 0 (
transportation
Multi-site 32 32% 6 6% ;
. Accqmmod_a_tl_on and food 7 7% 7 7%
Region service activities
London 67 67% 73 73% Services? information,
financial, real estate,
Thames Valley & 33 330 27 2704 professional, scientific, 42 42% 48 48%
Home Counties technical activities, admin
and support
Public organisations
education, health and 9 9% 9 9%
social work
Other services 8 8% 7 7%

We appliedfirmographicquotas in order to achieve a regionally representative sampleany s kews were then correctBRdgivoa®wewg
intentionally oversampled Thames Valley & Home Counties customers to ensure a more robust unweighted sample for analysis.
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A note on sample size variations
Sample sizes vary across the project slightly due to participation levels across the six day community

Aln a small number of cases throughout, differences may I
guestions throughout both Vision 2050 and Public Value qualitative evaluationsyhe reason for this is that over the
course of a six day community, there will inevitably beome dropout

A Our initial sample counts were already upweighted to account for dropout (e.g. 60 informed panellists to ensure a sample
size of 50), and thus the overall sampling goal has not suffered as a result

A Over the course of six days, there were a small number of customers that dropped out, as well as some customers that
were unable to complete every day®s activities (e.g. twc
apologise for not completing certain sections)

A In addition, Vision 2050 goals and Public Value activities were rotated across customers such that they did not all see
them in the same order. This combined with occasional dropouts means that base sizes can vary slightly with no clear
pattern

A Wherever a survey style question has been answered, we have included this in the data, even if a customer did not
manage to complete all sections.In nearly all cases over 100 customers completed activities, with one exception where
a survey style question was completed by 94

A For quantitative survey data, a total of 711 responses are shown (those from the quantitative survey plus the survey
style questions answered by qualitative community participants), however 12 qualitative community participants did not
correctly identify themselves at the survey stage, so they won't appear in some of the analysis, bringing the total to 699
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Ver vees

decl aration that t hi s research

Of wat ®s mi ni
for high quality research

How we met these standards

Useful and contextualised

Thisresearch buildsupon previous insights tounderstandwhat customers wantfrom Thames Water in the neaand longer term. The Vision 2050
frameworkwas developed frompreviouscustomer insight. This researchfalls into awider body of insight gathering aimed to unde'stand what customers
want from ThamesWater in the longer term.

Neutrally designed

In this research we spoke to customers witlvarying levels of knowledge of Thames Water, as some had been involved in previoasearch via our
Customer Voices community panel. This was to understand if prexisting positive or negative bias towards Thames Water impactedews for the topics
explored in this study.

To negate any bias in this approach all customers in the qualitative online community were initially asked their generaliopinabout Thames Water and
what they wanted Thames Water to do ithe future. They were then brought to a common understanding of Thames Water and its letegm vision. They
were provided with details to help them make judgements on the nineteen Vision 2050 goals, including contexinébrmation abou each topic, current
company performance, comparison with other water companies and consequences on service, wider society and the environmernitingiimpact was not
available, but we did remind customers that there would be bill impacts to any changes/improvements discussed, so we askeshilio consider that in their
answers.

Customers in the quantitativesurvey were presented with a more condensed set of questions and stimulus than in the qualitatsegvey.

We ensured that questions and stimulus in both surveys used plain English for maximum comprehensiérsmall number of Verve team members not
associated with the project fed back informally on survey comprehension as it was being developed.

Fit for purpose

We used a qualitative and quantitative methodology to fully meet the objectives of this resear&tatistically robust data from the quantitative research was
used to sense check the interpretation of the qualitative insights, including segment differences.

The online community approach (used for the qualitative stage) enabled individuals to take part that may not have normally tie time to attend focus
groups or workshops (inperson methods that Thames Water used a lot for its PR19 customer research). The online community metla¢sb allowed
customers to express themselves individually and more freely without the social pressure of a focus group/workshop scen&mmprehension of some of
the complex topics discussed was also helped because participants could view and review stimulus material at their own patlwing them time to digest
and reflect on information, without the pressure to answer immediately.

We ensured that questions and stimulus in both the qualitative and quantitative surveys used plain English for maximum cohmmsion, and in the
guantitative survey weincluded some openrended questions to give further depth to the closed questions.

We appreciate the difficulty for customers in giving informed responses to futufacing research like thi we asked customersabout their views on long
term improvements in principle, based on current and historic experience.

We did not feel this research was complex enough to require piloting before the fieldwork started, but as the online commualibws our researchers to

individually moderate each participant, if there was any misunderstanding of the research activities then there was an oppaity to clarify things.

ob
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Ver vees

decl aration that t hi s research

Of wat ®s mi ni m
for high quality research

How we met these standards

Inclusive

We spoke to a broadly representative group of customers, including household, non household, vulnerable and future custom#fs.used
qualitative and quantitative methodologies (online community and online survey) to simulate different levels of beingipfermed about the topics
covered. We included some customers who®d been involved illaspr év
respondents. See the report appendix for a full breakdown of th
The onlinemethodologies used allowed individuals to have a voice where other methodsy have restricted this.For instance, those that work full
time, have family commitments, certain disabilities, financial issues or language barriers might find it difficult to pauditg in other research
methodologies.With the exception ofnot being able to reach people with limited or no access to the internet, online methodologies work well to

attract involvement from a good cross section of Thames Water ®s
Our research findings identify where there are any differences between customer segments.

Continual Thames Water ®s research and engagement programme i s c¢ on tithpraviousand
future insights t o iodayservice deliveryniegs to imijprave austbser datisyaction), business plan atahg-term delivery
strategies.

Independently assured Thames Water ®s research and engagement programme and | i neepartherasi

part of PR24 assurance.

Shared in full with others

Thames Water are planning to share research reports, including this one, with other water companies and with the general jgubl

Ethical

Verve is a member of and abides by the code of conduct of the Market Research Society.

ob
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Appendix
Research materials



Screener



creener

JOB NUMBER: 6253

PROIJECT: Vision 2050 and Public Value research

QUESTIONNAIRE VERSION: V1

DATE: 23/12/2021

SPECIEICATIONS:

Sripting specifications

UK, English Onby

Sample source ‘Customer
waices

Stimulus path TE]
— oA
Member Sat Qs Mo
Target Criteria Thames walar CUstomers

Hard Quota table — for 3™ party sompile only.
Overall Target Taotal n=100

[Codzrame | Taget% | Taget |

Customer Type

3™ party re-directs — A\ to odd for external somple provider projects

Mew research activity awallahle
Take part in important research to shape Thames Water's stratogy

Deear oo,

We are looking for people to take part in an exclusive research project where we will be
asking for members to give their opinions on some important topics in relation to
Thames Water's planning for the next few decades.

The research will involve logging inta a platform where we will ask you to read some
information on a variety of topics and share which you think are the most important.

The community will be open for six days, starting on March 30" and dlosing on April 7"
[with a weekend and a ‘break’ day on Tuesday 5* to give you time to respond to
everything).

once the research is complete, we may ask if you wish to submit a short video about
your overall thoughts on the research. This would be optional, though you would
receive & small payment in return for your time. 'We will be in touch about this if you

complete the research.

The activities should take no more than 30-45 minutes per day and everyone who
completes all the activities will receive an £80 VEX voucher (which can be used with
over 150 High Street brands].

Click here to register your interast if you would like to take park

Regards

Claire, Customer Voices Community Manager

QUESTIONNAIRE:

INTRO TEXT

Thank you for your interest in taking part in our research on the topic of Thames Water's strategic
jplans going forward,

Please click below to get started...
NEW PAGE:
SECTION A — SCREENING

PIPE IN FROM CUSTOMER VOICES
- Gender
Age
Ethnicity
Employment Status
Location
Clean and vwastewater) wastewater anly
Vulnerable
NPS

ASK ALL
Als. We are looking for people to take part in a piece of research which would involve logging into
a teat-based community and completing some activities. The activities will involve reading some

information and then giving feedback on the topic. The community will run for six days, starting



creener

an March 30ith and dosing on Apil Tth jwith a weekend and a ‘break” day on Twesday Sth to give
you time to respond to everything).

f you are sedected and complete all the activities, you will receive an £80 VEX voucher for your time.,
Whe will let you know by lanuary 10th if you have been chosen to take part.

Are you willing and available to take part?

1. Yes, | am free, and I'd like to take part
1. Mo, | cannot take part SCREENOUT

ASKIFA1=1
A2 The online discussion community will be hosted by Verve viia our trusted third-party supplier, a
market ressarch company called Further.

Please note, your email address will be shared with Further, inoder fot you to be invited to join
the community. Comments, activity results, yvideps and images you choose munluud.l’shau during
the community will be held on the Further platform. To read Eupthecs privacy policy please click
here [httpsy fwww. go-further.co/ privacy].

Whe may abo share comments, yideos and images with Thames Water for internal purposes only.
You can read their privacy policy here: hbtpss! o' th smeswater. oo uk ke galy prin oilicy.

Are you happy for us to share your details with Further and in addition share any video and image
content you share with Thames Water for research purposes only?

L. Yes, Lam happy For you ta share my details and any comment [ wides [ image contact |
upload GO TOG1

1. Mo, Lam not willing for you to share my details and any comment [/ video /image contact |
uplead (This megns yow will not be mble to take port in this reseorch) SOREENOUT

ASKALL

MULTI CODE, RANDOMISE

Q1. The research will be conducted on an online platform —what device are you likely to e to
complete the research if you are selected? (Tick ol that opoly)

1. Smart phane

1. Tablet

3. Laptop'PC

4. MNare of the sbove (ANCHOR, EXCLUSIVE, SCREEN OUT)
ASKALL

SINGLE CODE PER STATEMENT. RANDOMISE ORDER OF STATEMENTS, BUT DO NOT RANDOMISE
ORDER OF SCALE

ASK ALL WHO PREVIOUSLY HAVE NOT
ANSWERED THESE QUESTIONS IN 6047 SEWAGE TREATMENT WORKS CORMPLIANCE.

G2a. What is your current employment status?

SINGLE CODE

‘Warking full time — 30 hours 2 week or mare (GO TO OZE)

Warking part time — between B and 29 haurs & week {G0 TO028)
Salf-amplyyed - working 30 haurs a week or mare (G0 TO O2B)
Salf-amplyyed - working betwesn 8 and 29 hours & week {G0 TO O2E)
Hot working but seeking work ar tempararily unemployed or sick

Mat working and not sesking wark

Currently on furlough / reduced hours [ employer imposed temparary leave of shoence ag s,
pesulenf the Caronairus

B In full time education

& Retired

10, Homemaker s housewife, househusband ete

11. Other {please spacify] [HOLD]

bl S L ol ol el o

ALL WHO CODE 1 - 4 AT Q24
G2b. In your job, are you responsible for dealing with Thames Water or for paying the water and
wiaste bill?
SINGLE CODE
1. Yes (GO TO Q2C)
1. Mo [EDTOOI)

ALL WHO CODE 1 AT Q28

G2c. What is the main activity of the organisation you work for?

SINGLE CODE

1. Construction, mining, manufacturing, agriculture

2. Whalesale, retail, repair motor vehicles, transportation

3. Accommadation and faod service activities

4. Serdces — information, financial, real estate, prafessional, scentific, technical actvities, admio
and support

5. Public cnganiation, education, beglth and social work activities

6. Other services

ALL WHO CODE 1 AT Q28

02d. How many workers {permanent and temporary] are there at your organisation?
0 - only yau f walf-amplyped

1-9 employees

10-39 employees

50-99 employess

100-249 employees

I50-499 employees

SO0+ ermployess

bl

ALL WHO CODE 1 AT Q28
G2e. As a proportion of your organisations” outgoings, how much does it spend on water?

Rlp

L

1. Less than 5% of cutpoings spent an water
2. Mare than 5% of autgoings spent on water
3. Dan't know

ASK ALL, MLATICODE, RANDONISE

3. Which of the following have you done in the past 5 years?

. Cleaned up your street or took part in a cleaner strests campaign
2. Reporbed a problem to the council such s fly tipping, Broken paving or dkeset bamgs that dan't
wark
Campaigned on & lacal issue such as reducing speed limits on local roads
Campaigned far environmental initiatives
Woluntesred For bacal charities or events
Raized funds for & local charity or cause
Taks an active part in a local society ar community groug (induding PTA, scouts etc)
Are invalved with the local councl Jeither an elected rale ar in a clerical capacity)
. E Areinvolved in running a lecal sparts club {age coach a kid's sparts team)
0. 8. Nane of the above | ANCHOR, EXCLUSIVE)

ASK ALL, MLATICODE, RANDONISE

04, Which of the following apply to you?

1. | have taken part in deaning up my street or bave taken partin @ deansr streets campaign in the
last 12 mpnths

2. Iregularly take part in & green gym {gardening activities that benefit the community)

3. | have recently been imvolved in 2 planting event (g planting trees or helping maintain the local
natural environment]

4. lama member or donaste regularly to an environmental or wildlife charity?

5. | taks part in outdaar sports or activity ina natural water environment {eg. fiching, surfing,
paddle boarding, rawing, wild swimming etc)

6. | have activaly researched in some detail the environmental impact of feodingwater guality

7. I have campaigned ar rased money for a local environmental issue in the last bwo years

8. lam disciplined abeut researching and using companies and products that are kind to the
enviranment

9. | eatethically (e have become a wepetarian/vegan, buy local or sustainable foods| for
enviranmental reasons

100 1 hawe invested in renewable energy for enviranmental reasons (Bg, solar panels)

11 | have invested inways to reduce water wastage in my home For erdironmental reasons {eg.
installed water saving shawer heads or flow restrictars)

[AMCHOR, ENCLUSIVE)

ASK IF WO APPENDED DATA, MULTIODDE, RANDOMISE



Screener

MPS. If you were able to choose your water provider, how likely is it that you would recommend
Thames Witer to a friend or family member? On a scale of 0 to 10 where 0 is not at all likely and
10is mxtremaly likely.

[SINGLE CODE — SCALE FROM 0-10]

HIDDEN VARIABLE “NPS GROUP":
1. Super detractars {0-4)
2. Detractars |5-8)
1. Passives (3-8}
4. Pramoters {9-10)

COMPLETE MESSAGE
Thark you for expressing an interest in our ressarch.

Please note places are imited, so unfortunately, we cannot invite everyone to take part. We will
be in touch by Rtarch 28% if you have been selected to take part in the net stage, so please keep
an eye on your inbox, induding your junk-mail folders,

Congratulations! You have been selected to take part in the next stage of our
racearch praject for Thames Water
LT 4 four-day anling pap-up community

Hi s,

Thank yau far agreeing o taking part in cur exclusive research project far Thames Water, we
really appreciste you taking the time to join ws!

‘We are wery pleased to caonfirm yau bave been selected for the next stage our ressarch project
and we would like to invite you b our pag-up commaunity.

The community will run far six days, starting on March 3085 and dasing an Apeil Tth {with &
weekend and a “break’ day on Tuesday Sth to give you time to respand to evergthing).

During the resaarch we will be asking you about Thames Water and enviranmental initiatives,
wou'll also be asked ta evaluabe some material we'll be showing you. Your contribution will
directhy influence the decisions that Thames Water may take. You will also repeive a E80 VEX
woucher far completing a|l pf the taske.

As mentianed o you previcusly, Comments, activity results, yideps and images you chaose ta
upload,'share during the community will be held on the Further platfiorm. To read Further s

privacy policy please click here, We may alsa share comments, yideos and images with Thames
‘Water for internal purpeses only. You can read their privacy policy here.

Jain Further platform: {Insert link)
Your community maderators will be Ronan, lodie, Satirina and Graham - experienced colleagues

fram consumer insight agency Yerss,

If wau have any guestions about this community or the goal of this research project, please send
an amail to Ronan at BHegarty @addverse com or Graham at G Brown@addverve cam

If waw have any questions about the incentive offered for this praject or when it will be sent,

please contact us at claire Evevesaices. o uk

Many thanks,
Claire, Customer Viaices Community Manager



Qualitative Discussion Guide



Day 1:Introductiorio the research and your expectations of Thames Water

Welcome to the community
A Before we begin, we thought it would be important to tell you a bit more about this research.

A Thames Water is committed to meeting the needs of its customers now and in the future. We will be discussing Thames

Water ®s vision for 2050 which is being planned to make
the future, while tackling challenges that the future may bring with a changing climate, population and economy. We are
| ooking for your feedback on Thames Water ®s | ong term p

A All of your feedback will be taken account of in a report written by Verve, and Thames Water will then use this to help
build their future plans.

Alf you have any questions about this research, pl ease d

*Future customer welcome* Over the next few days we want to learn about what you expect of Thames Water and what you thinkhedit
2050 vision and the proposed initiatives to achieve t hyoganswas kno\
as though you would be (because you may be a bill payer in the not too distant future!)

*Business welcome*We |l come to the community! Over the next few days swe wan
the proposed initiatives to get there and tell us what this means for you and your businesé/here possible, please try and anser from a
business perspective.



Day 1:Introductiorio the research and your expectations of Thames Water

Question 1. 1 (Introductions and what you expect of Thames Water)

A When you think about Thames Water, and all the activities you are aware that they are
involved in, what do you really want from Thames Water? What things are most import hames Water is the UKs largest water and wastewater
to you?

A Do you ever talk to others (family, friendsneighbours) about Thames Water, or hear < e

services provider

customers

about them on social media, radio, TV or newspapers?

A Have you seen or heard anything about Thames Water from these sources that has
changed what you think is important for Thames Water to do?

A What would you like to see from Thames Water in the future? This could be anything

related to what they currently do, or r
Now we®d I ike to tell you more about the el e ore
water gets to you and sewage is removed from your property: G o Gt o ) £ e vt o
, =
Question 1. 2 (Facts about Thames Water and the water cycle) o=~ =
A What is your overall impression of Thames Water having read this? B 1he worer e DRSNS

A Did this tell you anything new or interesting or were you already aware of all of this?
A Do you have any gquestions or thoughts ¢



Now, we®d |i ke to hear about what i1Is i mportant to you acrtr

1.Water. Ensure there is enough water and develop a futurproof water network that avoids leaks and interruptions to customers' water
supplies

2.Waste and rivers Prevent all sewer flooding and wastewater pollution (when untreated wastewater spills into properties and rivers) and
lead the effort to restore the quality of rivers and streams

3.Customers Deliver great customer service and value for money

4.Energy. Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in) and
maximise the green energy produced for ourselves and for local communities

5.Impact on communities Thames Water is a force for good in communities by eliminating water poverty (so all customers can afford to
pay water bills), providing jobs and skills and developing the land around its buildings and works responsibly

Question 1.3 (1.3 What is important to you?)

Please tell us how important each of these is to you, on a scale of 0 to 10, where 0 is not at all important and 10 is
very important

What would you like to see from Thames Water in each area?

Are these the right areas that Thames Water should focus on?

Is there anything missing from this list?

Too To I



We are now going to show you Thames Water ®s vision for

discussed, and the specific goals required to achieve these.

Question 1.4 (1.4 Introduction to Vision 2050)

Too oo oo oo Po o To T

What are your initial reactions to what you have just read?

Is this plan what you would expect of a business like Thames Water? Or would you expect them to be doing
something different?

| s there anything that shoul dn®t be there?

Looking at the timescale of 2050 to achieve these ambitions, do you think this ok, not fast enough or too fast, why?

Do you think some of the initiatives are more important than others? Which ones? Talk us through your thinking here.

Under each of the five headings in turn are there any goals that you think might be missing?

And is there anything else that you think Thames Water should be doing that is not covered anywhere here?
If you think about your local community or society as a whole, do you think these ambitions meet their neédasre
they different to your needs, if so how?

Thames Water's overall vision for 2050

20



Day 2 4. Evaluation of the Vision 2050 plan in more detall for each Vision 2050 goal

For the next few days, we wil/| review Thames Water ®s vision for 2
Each of the goals you will review are aimed at giving you an overview of the issue, how Thames Water is currently perforrathgt Thames
Water wants to achieve by 2050 and how.
A Please note- when deciding how much you support or oppose each goal, we want to know what you think of that goal in principteother
words, do you think it is even an issue, do you care about it, do you agree with the outlined solution and timescale?
A lt®s important that you remember that Thames Water f weseditohdat s ac
what you think about each goal, but not to worry about what each goal might cost.

Question (Name of goal: your thoughts)

Is this an important issue to you personally? Why/why not?

How do you feel about how Thames Water is currently performing on this goal?

How do you feel about the goal of what Thames Water wants to achieve by 2050? Please focus on the 2050 goal itself and wdrethu
would like to see this, rather than what it would take to achieve it

How do you feel about how Thames Water plans to address this issue? Is this something you think they should be getting iadoh?
How does the timescale for Thames Water to achieve this goal by 2050 feel to you?

Considering the issue, current situation and 2050 goal, would you support or oppose this 2050 goal?

Please briefly tell us the reasons for your answer

To o To o I I Do

Specific questions: Lead the improvement of rivers in the region so they become among the healthiest in the UK

A Would you want to see rivers with a good environmental status or rivers that people could swim in, or both?

A To achieve either of these goals Thames Water would need to go beyond what they can control and what is their responsilaitityaddress
pollution from other sources such as agriculture. Should Thames Water get involved in that?



Day 5: Putting it all together, your overall assessment of Vision 2050

Wel come back. Thank you for reviewing al/l of Thames Water
below as a refresher of all the content you have reviewed so far, if you need to refer to it.

Question 5.1 (Your overal/l evaluation of Thames Water ®s 2
A After |l earning about Thames Water ®s Vision for 2050, wol
A Please tell us the reasons for your answer.
A Do you have any unanswered questions or concerns you®d I
A Do you think that Thames Water are focusing on the right things? Why/why not?
A Have you changed your mind about how important/not important some of the goals were from when you first

started the research? If so, which goals and how?
A How ambitious or not do you think Thames Water are being? Is this what you expect from them?
A Are there any goals that have not been mentioned that you think Thames Water needs to focus on or

communicate about more clearly?
A If you think about your local community or society as a whole, do you think the goals meet their neédare

they different to your needs, if so how?



Day 5: Intro to Vision 2050 goals

A

Too Joo J>o T To Bo T T To Do Bo T o Do o T To Do Do

A3. Now that you have reviewed all of the goals, we want to understand how important each one is to you, in relation
to each other. Pl ease rate each of the goals on a scal e
| mportant ®:

Guarantee high quality drinking water

Replace all lead pipes

Provide a more reliable supply of water

Reduce leakage to below 10% (the proportion of water that leaks out of pipes on its way to customers)
Help customers to use much less water at home

Ensure there is enough water for customers in the future, without taking too much from rivers and harming the
environment

Stop all sewage flooding into homes, gardens and businesses

Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers

Lead the improvement of rivers in our region so they become among the healthiest in the UK
Help reduce disruptive rainwater flooding

Provide an easy andoersonalisedcustomer service, using the latest

technology, for everyone who uses the service

Fix service issues on the same day

Keep bills affordable and show that services are value for money

Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in)
Maximisethe green energy produced for Thames Water and for local communities

Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstm
Create attractive jobs for people in our communities and help develop skills

Use the land Thames Water owns to benefit wildlife and create natural spaces for peoplevisitUsethe land Thames Water owns to
create jobs and housing




